Chapter 8

Writing Bad-News Messages

Multiple Choice

1.  When composing a bad-news message, you should try to


a.  choose a buffer that will distract your reader from the main point of 

     your message.


b. gain the audience's acceptance of the bad news.


c.  leave the reader with hope that you will change your decision.


d.  do all of the above

ANSWER:  b; DIFFICULTY: moderate; PAGE:  233; TYPE:  concept

2.  Which of the following would be an inappropriate use of the word "you" in a 

      bad-news letter? 


a.  "You possess many fine skills."


b.  "The frying pan you ordered is being shipped today."


c.  "You shouldn't have washed that wool shirt; it should be dry cleaned 

     only."


d.  "When you have more managerial experience, we encourage you to 

     reapply."

ANSWER:  c; DIFFICULTY: moderate; PAGE:  234; TYPE:  application

3.  When you use the direct plan for a bad-news message, you 


a.  begin with a buffer.


b.  do not include reasons for the decision or information.


c.  must still work to end with a statement that maintains goodwill.


d.  can expect your audience to be offended.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

4.  When using the direct approach to deliver bad news, the closing should include


a.  an explanation for the bad news.


b.  an action step for those who want to appeal or contest the bad news.


c.  a goodwill statement aimed at maintaining a good relationship with the 
     

     audience.


d.  an apology.

ANSWER:  c; DIFFICULTY:  moderate:  PAGE:  234; TYPE:  concept

5.  Use the direct plan with a bad-news message if 


a.  the message will have a great deal of personal impact on members of 

     the audience.


b.  you want to present an image of firmness and strength.


c.  an order is unfillable or portions of it must be back-ordered.


d.  you are refusing to make an adjustment on a claim.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  235; TYPE:  concept

6.  Instead of beginning your message with a blunt no, you can use 


a.  the direct plan.


b.  a buffer.


c.  a combination of the direct and indirect plans.


d.  the deductive plan.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  235; TYPE:  concept

7.  Using the indirect plan, the bad news comes 


a.  immediately after the buffer.


b.  immediately before the reasons.


c.  immediately after the reasons.


d.  at the very end.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  235; TYPE:  concept

8.  If possible, base the buffer for your bad-news message on 


a.  company policy.


b.  an interesting bit of news.


c.  statements made by the person you're responding to.


d.  the weather.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  236; TYPE:  concept

9.  A good opening for a bad-news message would be 


a.  "I'm sorry to say I have some bad news."


b.  "This letter is in reply to your application."


c.  "Your résumé shows very clearly why you are interested in becoming a 
     management trainee with our company."


d.  "We have no openings at this time."

ANSWER:  c; DIFFICULTY: moderate; PAGE:  236; TYPE:  concept

10.  Building up the reader's expectations at the beginning of your bad-news 

       message will 


a.  make the bad news easier to take.


b.  make you look better later.


c.  keep the letter positive.


d.  make the reader's subsequent letdown even more painful.

ANSWER:  d; DIFFICULTY: moderate; PAGE:  236-37; TYPE:  concept

11.  The buffer of a bad-news message 


a.  avoids saying no.


b.  avoids referring directly to the subject of the letter.


c.  apologizes.


d.  does all of the above

ANSWER:  a; DIFFICULTY: moderate; PAGE:  237; TYPE:  concept

12.  An apology


a.  should be stated at the beginning of your buffer.


b.  should usually not be included in the buffer.


c.  should be stated at the end of the buffer.


d.  should include an explanation of your reasons for the bad news in the 

     buffer.

ANSWER:  b; DIFFICULTY:  moderate; PAGE:  238; TYPE:  concept

13.  In a bad-news message, the reasons for the decision 


a.  are so obvious that you don't need to mention them.


b.  come directly after the buffer and follow naturally from it.


c.  are glossed over quickly.


d.  are long and roundabout to cushion the negative aspects.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

14.  In the reasons section of a bad-news message, you 


a.  present enough detail for the audience to understand your reasons.


b.  explain what your decision is before you explain why you have reached 
     it.


c.  apologize for the negative decision.


d.  do all of the above.

ANSWER:  a; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

15.  A way to be tactful when giving your reasons for bad news is to 


a.  explain why the decision is good for you and your company.


b.  highlight how your negative decision benefits your readers.


c.  explain that the decision is based on company policy.


d.  apologize for having to be the bearer of bad news.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

16.  Which of the following statements does the best job of delivering the bad     

        news clearly and kindly?


a.  I am sorry to have to tell you that you were not selected for the 

   
     position.


b.  Because you do not have the experience we clearly listed in the job 

     posting, we cannot offer you the position.


c.  Although you currently do not have the master’s degree that we require 
     for this position, we would be happy to reconsider your application 
  
     once you have completed your degree.


d.  Several other applicants were far more qualified for the position than 

     you were, so we cannot offer you the job.

ANSWER:  c; DIFFICULTY:  difficult; PAGE:  238; TYPE:  application

17.  To clearly and kindly say no, do all of the following except


a.  offer a sincere apology.


b.  de-emphasize the bad news.


c.  imply that the audience may someday receive a favorable answer.


d.  tell the audience what you can or will do rather than what you cannot 

     or will not do.

ANSWER:  a; DIFFICULTY:  difficult; PAGE:  239; TYPE:  concept

18.  A good way to make bad news less painful is to 


a.  maximize the space devoted to it.


b.  say, "I trust our decision is satisfactory."


c.  avoid stating it and hope that the reader understands what you mean.


d.  de-emphasize it by burying it in the middle of a sentence or paragraph.

ANSWER:  d; DIFFICULTY: moderate; PAGE:  239; TYPE:  concept

19.  When rejecting a job applicant, you can soften the blow by 


a.  focusing on the positive and only implying the bad news.


b.  mentioning the qualifications of the person who was hired.


c.  telling the applicant how many others he or she was competing against.


d.  apologizing for wasting the person's time.

ANSWER:  a; DIFFICULTY: moderate; PAGE:  239; TYPE:  concept

20.  When delivering bad news, wording such as "We must turn down," "Much as 

        I would like to," and "We cannot afford to" 


a.  softens the blow by drawing attention away from the reader and onto 

     the  sender.


b.  will impress the reader as being straightforward and forceful.


c.  is likely to cause pain and anger in the reader.


d.  is unavoidable.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  240; TYPE:  concept

21.  In the closing of a bad-news message, you 


a.  encourage the person to write or call to discuss the situation further.


b.  build goodwill by ending on a positive note.


c.  ask for feedback on whether the decision is acceptable to the reader.


d.  express concern over possibly losing the reader's business.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  240; TYPE:  concept

22.  Which of the following is the most effective close for a letter rejecting a job 

       applicant?


a.  If you have any questions about our decision, don’t hesitate to call.


b.  We hope that despite this rejection you will continue to frequent our 
  
      establishments.


c.  Again, we are very sorry that we cannot offer you a position at this 

     time.


d.  I wish you the best in your job search. I am sure you will find a match 

     for your skills and interests.

ANSWER:  d; DIFFICULTY: difficult; PAGE:  241; TYPE:  concept

23.  If you must send a bad-news message to someone in another country 


a.  always use the direct approach.


b.  always use the indirect approach.


c.  use the direct approach for countries like France but the indirect 

     approach for countries like Japan.


d.  use the same approach as you would for typical American readers.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

24.  When you are refusing a request for information, you 


a.  always use the direct approach.


b.  invoke company policy if that is a possible out.


c.  don’t need to invest as much time and effort as you would for other 

     kinds of bad-news messages.


d.  use the indirect approach when your denial is likely to disappoint the 

     reader.

ANSWER:  d; DIFFICULTY: moderate; PAGE:  242; TYPE:  concept

25.  When you are refusing an invitation or a request for a favor, you 


a.  always use the indirect approach.


b.  always use the direct approach.


c.  consider your relationship with the reader.


d.  use the direct approach when your denial is likely to disappoint the 

     reader.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  242; TYPE:  concept

26.  A woman returns a formal dress to your store. It is soiled and has a rip at the

       hem line, but she says she is returning it unworn because it doesn't fit. How   

       do you inform her of your refusal to give her a refund? 


a.  State that company policy prevents you from accepting the return but 

     that if you had anything to say about it you'd take it back, no questions

     asked.

b.  Restate her complaint to let her know you understand it, explain as 
          

     positively as possible that you are unable to accept the return of 

        

     damaged merchandise, and recommend a seamstress who can fix the 

     tear and alter the dress for her.


c.  Challenge the woman to try on the dress and prove that it doesn't fit.


d.  Use humor to soften the blow of your refusal.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  245; TYPE:  application

27.  If you defame someone in a letter 


a.  it is considered libel.


b.  it is considered slander


c.  you don't need to be able to prove that your accusations are true.


d.  all of the above 

ANSWER:  a; DIFFICULTY: moderate; PAGE:  245; TYPE:  concept

28.  If you defame someone orally 


a.  it is considered libel.


b.  it is considered slander


c.  the person can’t sue you.


d.  at least five other people have to hear it before you can be accused of 

     malice.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  245; TYPE:  concept

29.  To avoid being accused of defamation when you refuse an adjustment 


a.  make all refusals by phone instead of in writing.


b.  explain why you are making the refusal.


c.  consult your company’s legal department or an attorney if you think a 

     message might have legal consequences.


d.  do all of the above.

ANSWER:  c; DIFFICULTY: moderate; PAGE:  245; TYPE:  concept

30.  When you need to inform stakeholders that your company is having serious 

       problems 


a.  the best approach is to leak the news to the press rather than make a 
  
     public announcement.


b.  minimize the bad news by presenting it in as favorable a light as 

     possible.


c.  use the direct approach.


d.  use as many hedging words as possible.

ANSWER:  b; DIFFICULTY: moderate; PAGE:  247; TYPE:  concept

31.  A letter to a prospective employer refusing to provide a recommendation 


a.  is considered unethical; these requests should not be refused.


b.  should follow the indirect plan.


c.  should be brief and direct.


d.  all of the above 

ANSWER:  c; DIFFICULTY: moderate; PAGE:  248; TYPE:  concept

32.  A letter rejecting a job applicant should 


a.  open with the direct plan.


b.  point out the applicant's shortcomings.


c.  be as personal as possible.


d.  be as long as possible.

ANSWER:  a; DIFFICULTY: moderate; PAGE:  250; TYPE:  concept

33.  If you must give an employee a negative performance review 


a.  do so by e-mail or fax.


b.  confront the problem right away.


c.  limit your discussion to the areas where the employee needs 

   
     improvement.


d.  do all of the above

ANSWER:  b; DIFFICULTY: moderate; PAGE:  252; TYPE:  concept

34.  A negative performance review should


a.  focus on the problems caused by the employee’s behavior


b.  compare employee behavior with what is expected or with job 

   
     requirements


c.  mention some good points about the employee’s contributions


d.  do all of the above

ANSWER:  d; DIFFICULTY: moderate; PAGE:  252; TYPE:  concept

35.  When writing an employment termination letter, you should


a.  include words that are open to interpretation, such as difficult and 

     untidy.


b.  make sure your reasons are accurate and verifiable.


c.  not get too caught up in trying to preserve a good relationship with the 

     employee.


d.  do all of the above

ANSWER:  b; DIFFICULTY: moderate; PAGE:  252; TYPE:  concept

True or False

36.  When delivering bad news, you have only one goal: to maintain a good image

       for yourself. 

ANSWER:  F; DIFFICULTY: easy; PAGE:  232; TYPE:  concept

37.  You can help establish the right tone in a bad-news message by making 

        liberal use of the "you" attitude. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  233; TYPE:  concept

38.  Sometimes the "you" attitude is best observed by avoiding the word you. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

39.  The direct plan is never used for bad-news messages. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

40.  An advantage of the direct plan for communicating bad news is that it keeps 

       the message short. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

41.  You would use the direct plan for bad-news messages when the message has 

        little or no personal impact on the audience. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

42.  You should use the indirect plan if you want to present an image of firmness

       and strength. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  235; TYPE:  concept

43.  Most experts consider using a buffer to begin a bad-news message to be 

       manipulative and unethical. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  236; TYPE:  concept

44.  When writing bad-news messages, you begin with a buffer to make the reader 

        think that good news will follow. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  237; TYPE:  concept

45.  It is best to avoid language such as “you should be aware that” in a bad-news 

       message. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

46.  A good beginning for a bad-news message would be, “I sincerely apologize 

       for being the bearer of bad tidings.” 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

47.  The buffer for a bad-news message should be as long as possible, to delay 

       hitting the reader with the actual bad news. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

48.  Even when you are presenting bad news, you try to explain how your 

      decision will ultimately benefit the reader. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

49.  It is a good idea to use "company policy" as a cushion when presenting 

       reasons for bad news. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

50.  When the bad news is a logical outcome of the reasons that come before it, 

        the reader is psychologically prepared to receive it. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  239; TYPE:  concept

51.  You can de-emphasize bad news by minimizing the space or time devoted to 

        it. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  239; TYPE:  concept

52.  Statements beginning "I must refuse" and "We cannot allow" are particularly

       likely to offend readers. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  239-40; TYPE:  concept

53.  In a bad-news message, you should never give the reader any indication that 

       he or she could have received or might someday receive a favorable answer. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

54.  When rejecting a job applicant, it is best to come right out and say, "You do

        not meet our requirements." 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

55.  In closing negative messages, it is best to encourage additional 

       communication. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

56.  In the close to a bad-news message, you repeat the bad news. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

57.  The close of a bad-news message should end with a statement such as “We 

       hope you will continue to do business with us.” 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

58.  Bad-news letters from Japanese businesspeople may be worded so 

       ambiguously that the recipient doesn’t realize that the message is negative. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  241; TYPE:  concept

59.  You should always use the direct plan when denying a request for 

        information. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  242; TYPE:  concept

60.  If you are turning down an invitation or a request for a favor, it is acceptable 

       to use the direct approach if the recipient is someone you know well. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  242; TYPE:  concept

61.  If, in refusing a claim, you call a customer a thief or a swindler, you could be 

       sued for defamation. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  245; TYPE:  concept

62.  To avoid being accused of a defamation, you should make any accusations 

       orally and not in writing. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  245; TYPE:  concept

63.  When delivering bad news about a product, you can use either the direct or 

       the indirect approach, depending on the audience. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  245-47; TYPE:  concept

64.  In messages delivering bad news about company operations or performance, 

       the focus should be on the reasons for the bad news. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  247; TYPE:  concept

65.  It is better for customers and shareholders to hear about a company's 

       performance problems from newspapers than from the company itself. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  247; TYPE:  concept

66.  Some employers refuse to write recommendation letters. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  248; TYPE:  concept

67.  In a letter turning down a job applicant, you should open with the direct plan.

ANSWER:  T; DIFFICULTY: moderate; PAGE:  250; TYPE:  concept

68.  Employee performance reviews are inadmissible as evidence in any lawsuits 

       against an employer. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  250; TYPE:  concept

69.  The best method for delivering performance reviews is by e-mail or fax. 

ANSWER:  F; DIFFICULTY: moderate; PAGE:  252; TYPE:  concept

70.  An important goal in writing termination letters is to avoid statements that 

       might involve the company in legal action. 

ANSWER:  T; DIFFICULTY: moderate; PAGE:  252; TYPE:  concept

Fill-in-the-Blank

71.  Denying requests, refusing adjustments on claims, and terminating an 

       employee are all types of _______________ messages. 

ANSWER:  bad-news; DIFFICULTY:  easy; PAGE:  233; TYPE:  concept

 72.  When composing bad-news messages, it is important to maintain an 

        audience-centered _______________.

ANSWER:  tone (or approach); DIFFICULTY:  moderate; PAGE:  233; TYPE:  concept 

73.  You can ease the pain of a bad-news message by using _______________ 

       words.

ANSWER:  positive; DIFFICULTY: moderate; PAGE:  233; TYPE:  concept

 74.  A message organized on the _______________ plan starts with a clear 

        statement of the bad news. 

ANSWER:  direct; DIFFICULTY: moderate; PAGE:  234; TYPE:  concept

75.  In the _______________ plan for bad-news messages, the negative decision 

       comes after the reasons supporting the decision. 

ANSWER:  indirect; DIFFICULTY: moderate; PAGE:  235; TYPE:  concept

76.  Using the indirect plan, you begin your message with a _______________ 

       that softens the blow of the bad news. 

ANSWER:  buffer; DIFFICULTY: moderate; PAGE:  236; TYPE:  concept

77.  Your reasons for a negative decision should convince your audience that the 

       decision is justified, _______________, and logical. 

ANSWER:  fair; DIFFICULTY: moderate; PAGE:  238; TYPE:  concept

78.  When turning down _______________ or requests for a favor, use the direct 

        plan if you know the person well. 

ANSWER:  invitations; DIFFICULTY: moderate; PAGE:  242; TYPE:  concept

79.  Almost every customer who makes a claim or requests an adjustment is 

       _______________ involved; therefore, the indirect method is usually best for 

       refusals.

ANSWER:  emotionally; DIFFICULTY:  difficult; PAGE:  245; TYPE:  concept

80.  A false statement that tends to damage someone's character or reputation 

        is called _______________. 

ANSWER:  defamation; DIFFICULTY:  moderate; PAGE:  245; TYPE:  concept

81.  Written defamation is called _______________. 

ANSWER:  libel; DIFFICULTY:  moderate; PAGE:  245; TYPE:  concept

82.  Spoken defamation is called _______________. 

ANSWER:  slander; DIFFICULTY:  moderate; PAGE:  245; TYPE:  concept

83.  A  _______________ review is a manager's formal or informal evaluation of 

       an employee. 

ANSWER:  performance; DIFFICULTY:  moderate; PAGE:  250; TYPE:  concept

84.  When evaluating others, it is important to offer constructive 

        ______________​, rather then just telling them they did something wrong.

ANSWER:  criticism; DIFFICULTY:  moderate; PAGE:  252; TYPE:  concept

85.  When writing a _______________ letter, present specific justifications for 

       asking the employee to leave. 

ANSWER:  termination; DIFFICULTY:  moderate; PAGE:  252; TYPE:  concept

Short Answer

86. What are the five main goals when delivering bad news?

ANSWER: In any bad-news message, your main goals are to (1) convey the bad news, (2) gain acceptance for it, (3) maintain as much goodwill as possible, (4) maintain a good image for your organization, and (5) reduce or eliminate the need for future correspondence on the matter.

DIFFICULTY: difficult; PAGE: 233; TYPE: concept

87. What are the three main guidelines you should follow when writing a bad-

       news message?

ANSWER: In writing bad-news messages, it is important to create an audience-centered tone, organize your message according to your audience’s needs and expectations, and modify your approach to accommodate cultural differences.

DIFFICULTY: difficult; PAGE: 233; TYPE: concept

88. Rewrite the following sentence using the “you” attitude: “You shouldn’t have

      put the blender into the dishwasher.”

ANSWER: This type of blender should not be cleaned in the dishwasher. 

DIFFICULTY: moderate; PAGE: 234; TYPE: application

89. Briefly describe the elements of a bad-news message that uses the direct 

      approach.

ANSWER: The opening should start with a clear statement of the bad news. The body should give the reasons for the bad news, and the closing should end with a positive statement aimed at maintaining a good relationship with the audience.

DIFFICULTY: difficult; PAGE: 234; TYPE: concept

90. Briefly describe the elements of a bad-news message that uses the indirect 

      approach.

ANSWER: Begin with a buffer (a neutral statement that sets the stage for the bad news). Follow with the reasons for the bad news, then state the bad news as diplomatically as possible. Emphasize any good news and de-emphasize the bad. End with a positive, forward-looking statement that is helpful and friendly and tries to preserve goodwill.

DIFFICULTY: difficult; PAGE: 235; TYPE: concept

91. Before sending out an e-mail regarding delays in an important construction 

      project, you decide to take another look at your subject line. It reads, 

      “Unfortunate delays in construction schedule.” Rewrite the subject line to 

      make it more neutral.

ANSWER: “Revised construction schedule” or something similar that does not give away the bad news in the subject line.

DIFFICULTY: moderate; PAGE: 235-36; TYPE: application

92. What is a ‘buffer,’ and what function does it serve in bad-news messages?

ANSWER: A buffer is a neutral, non-controversial statement that is closely related to the point of the message. In bad-news messages using the indirect approach, the buffer sets the stage for the bad news by giving you a chance to explain it.

DIFFICULTY: difficult; PAGE: 236; TYPE: concept

93. List three techniques for de-emphasizing bad news.

ANSWER: Three methods for de-emphasizing bad news are (1) Minimize the space or time you devote to the bad news, (2) subordinate your bad news in a complex or compound sentence, and (3) embed bad news mid-paragraph or use parenthetical expressions.

DIFFICULTY: difficult; PAGE: 239; TYPE: concept

94. Rewrite the following bad-news message using positive words rather than 

      negative ones: “Because your payment was late, we cannot ship your order 

      until next month.”

ANSWER: Your order will be shipped next month. 

DIFFICULTY: moderate; PAGE: 240; TYPE: application

95. Define defamation and explain the difference between libel and slander.

ANSWER: Defamation is a false statement that tends to damage someone’s character. Whereas libel is written defamation, slander is spoken defamation.

DIFFICULTY: moderate; PAGE: 245; TYPE: concept

Essay

96. Describe three techniques for creating an audience-centered tone.

ANSWER: (1) Use the “you” attitude. Point out how your decision might actually benefit your audience. (2) Choose positive words. Don’t hide the bad news, but deliver it with positive words rather than negative ones. (3) Use respectful language. Your wording should convey respect and avoid an accusing tone.

DIFFICULTY: difficult; PAGE: 233-34; TYPE: application

97. Explain the six characteristics of an effective buffer.

ANSWER: Effective buffers never give the impression that good news will follow. They avoid saying “no,” since an initial blunt refusal usually leads audiences to react negatively. Good buffers do not contain irrelevant phrases and sentences, referring instead to the subject of the message. They do not convey a know-it-all tone, since that can lead readers to resist the rest of the message. They do not contain apologies, and they are always brief.

DIFFICULTY: difficult; PAGE: 237-38; TYPE: concept

98. Describe at least three pitfalls to avoid when explaining the reasons for bad 

      news.

ANSWER: In bad-news messages using indirect organization, it is important to avoid three things when explaining the reasons for the bad news. First, do not focus on why the decision is good for you or your company. When possible, highlight how your negative decision benefits your audience. Second, avoid apologizing, since doing so gives the wrong impression when no one in the company is at fault. Finally, do not hide behind company policy, since that implies that you have failed to consider the person on her or his own merits.

DIFFICULTY: difficult; PAGE: 238; TYPE: concept

99. Describe the five guidelines to follow when using the indirect approach to 

      close a bad-news message.

ANSWER: (1) Be sincere, avoiding clichés such as, “Please call if we can be of any help.” (2) Be confident—showing no doubt about keeping the person as a customer. (3) Keep it positive, without referring to, repeating, or apologizing for the bad news. (4) Limit future correspondence. Don’t offer to answer additional questions or discuss the issue further. (5) Be optimistic about the future instead of anticipating problems with statements such as, “Should you have further trouble, please let us know.”
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100. Defamation can lead to massive financial losses for individuals and 

        businesses. Describe at least three guidelines you can follow to avoid being 

        accused of defamation.

ANSWER: Defamation can be avoided by following a number of guidelines. First, it is important never to let anger or malice motivate your messages. Second, it is best to communicate honestly, making sure that what you’re saying is what you believe is true. Third, the safest strategy is to provide accurate information and stick to the facts. Fourth, it is vital to avoid using any kind of abusive language or terms that could be considered defamatory. Fifth, when expressing your personal opinions about a sensitive matter, you should never use company letterhead or include your job title or position. Finally, it is a good idea to consult your company’s legal department or an attorney whenever you think a message might lead to litigation.
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