Excellence in Business Communication, 9e (Thill/Bovee) 

Chapter 8  Writing Routine and Positive Messages

1) When making a routine request, you should begin with

A) an indication of the importance of your request.

B) a statement of who you are.

C) a clear statement of the main idea or request.

D) a question.

Answer:  C

Diff: 2
Page Ref: 209

Skill:  Concept

Objective:  1

AACSB:  Communication

2) When making a routine request, you should

A) use the inductive plan.

B) assume the reader will comply.

C) demand immediate action.

D) do all of the above.

Answer:  B

Diff: 2
Page Ref: 210

Skill:  Concept

Objective:  2

AACSB:  Communication

3) An effective opening for a routine request would be

A) Please send me a summary of last month's east region sales data.

B) As soon as you get this, send me last month's sales data.

C) I know you may not want to, but send me last month's sales data.

D) any of the above.

Answer:  A

Diff: 2
Page Ref: 211

Skill:  Application

Objective:  2

AACSB:  Communication

4) In the body of a request message, you should

A) beg the reader to grant your request.

B) give details and justify your request.

C) give your sales pitch.

D) do all of the above.

Answer:  B

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

5) When asking questions in a request message

A) begin with the least important question and work your way up to the most important.

B) avoid any open-ended questions.

C) begin with the most important question.

D) weave your questions into the rest of the content of your message.

Answer:  C

Diff: 1
Page Ref: 211

Skill:  Concept

Objective:  3

AACSB:  Communication

6) When closing a direct request, you

A) thank the reader in advance for helping you.

B) mention your own qualifications or status.

C) request a specific response and mention the time limits.

D) indicate the consequences of a failure to reply.

Answer:  C

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  3

AACSB:  Communication

7) In requesting a sales report from a co-worker, you should

A) use the indirect approach.

B) get straight to the point.

C) maintain a formal style and tone.

D) do all of the above.

Answer:  B

Diff: 3
Page Ref: 212

Skill:  Application

Objective:  3

AACSB:  Communication

8) Before volunteering someone's name as a reference, always

A) assume you have permission to do so.

B) ask that person's permission.

C) describe your relationship with that person.

D) list that person's address and phone number for ease of contact.

Answer:  B

Diff: 2
Page Ref: 212

Skill:  Concept

Objective:  3

AACSB:  Communication

9) If you request a recommendation from a person you haven't had contact with recently, you should

A) use the opening of your letter to refresh the person's memory.

B) enclose a stamped, preaddressed envelope.

C) use the persuasive approach.

D) use the bad-news approach.

Answer:  A

Diff: 2
Page Ref: 214

Skill:  Application

Objective:  3

AACSB:  Communication

10) The opening of a request for a recommendation should include

A) the direct request for a recommendation.

B) a clear statement that you're applying for a position.

C) a reminder of who you are.

D) all of the above.

Answer:  D

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

11) In closing a request for a recommendation, you should include

A) an expression of appreciation.

B) an indication that you've enclosed a stamped, preaddressed envelope.

C) the full name and address of the person to whom the letter should be sent.

D) all of the above.

Answer:  D

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

12) When making claims or requesting adjustments, the best way to begin is by

A) complimenting the company for past service.

B) providing a detailed description of the faulty merchandise.

C) providing a straightforward statement of the problem.

D) threatening legal action if you do not receive a favorable adjustment.

Answer:  C

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

13) When making a claim or requesting an adjustment, your close should usually

A) clearly state how angry and disappointed you are.

B) explain the specific details of the problem.

C) request a specific action or express your desire to find a solution.

D) do all of the above.

Answer:  C

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

14) Routine, positive messages should do all of the following except

A) leave your reader with a good impression.

B) always use an indirect approach.

C) provide all required details.

D) communicate the information or positive news.

Answer:  B

Diff: 1
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

15) In a positive message, the main idea is presented

A) in the first sentence of the middle paragraph.

B) at the end of the middle paragraph.

C) right at the beginning of the letter.

D) in the last sentence of the letter.

Answer:  C

Diff: 2
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

16) In a positive message, you should explain your point completely in the

A) introduction.

B) body.

C) close.

D) Noneall parts are usually the same length.

Answer:  B

Diff: 2
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

17) If you have mildly disappointing information to deliver as part of a positive message, you should

A) put the negative information in a favorable context.

B) just leave it out.

C) put the negative information first.

D) put the negative information last.

Answer:  A

Diff: 2
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

18) If you have strongly negative information to deliver as part of a positive message, you should

A) open with the negative information.

B) use an indirect approach.

C) put the negative information in a separate message.

D) apologize for having to spoil the moment.

Answer:  B

Diff: 2
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

19) In corresponding with customers, making statements such as "Congratulations on purchasing the most durable notebook computer you can buy" is

A) to be avoided in routine positive messages.

B) a good way to build customer relationships.

C) an important part of all negative responses to claim letters.

D) all of the above.

Answer:  B

Diff: 2
Page Ref: 218

Skill:  Application

Objective:  4

AACSB:  Communication

20) The close of a routine reply or positive message should

A) clearly state who will do what next.

B) explain the reasons for any negative information you have included.

C) offer an explanation for why this decision was made.

D) do all of the above.

Answer:  A

Diff: 2
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

21) The closing section of a positive message

A) highlights a benefit to the audience or expresses goodwill.

B) states the main idea.

C) is the longest part.

D) provides resale information.

Answer:  A

Diff: 3
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

22) The categories of routine replies and positive messages include all of the following except

A) answers to requests for information and action.

B) grants of claims and adjustments.

C) refusals of requests.

D) goodwill messages.

Answer:  C

Diff: 1
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

23) A human resources department that receives many inquiries about job openings would best deal with this repetitive task by

A) using a carefully crafted form responses.

B) answering each one personally.

C) not responding if there are no job openings.

D) making most responses by phone.

Answer:  A

Diff: 2
Page Ref: 218

Skill:  Application

Objective:  4

AACSB:  Communication

24) When responding to a customer request for an adjustment, it is usually sensible to assume that

A) if you handle the situation well, the customer will be even more loyal than before.

B) the customer's account of the situation is exaggerated.

C) the customer is hostile.

D) the customer is trying to pull a fast one.

Answer:  A

Diff: 2
Page Ref: 220

Skill:  Concept

Objective:  5

AACSB:  Communication

25) When responding to a customer complaint about one of your company's services, you should

A) soften the situation with excuses such as "Nobody's perfect" or "Mistakes will happen."

B) use a generous, grudging tone.

C) use a standard form letter, with blanks left for filling in unique information in neat handwriting.

D) avoid blaming anyone in your organization by name.

Answer:  D

Diff: 3
Page Ref: 221

Skill:  Application

Objective:  5

AACSB:  Communication

26) Successful companies that receive large numbers of customer claims per year often develop

A) a policy of rejecting all claims, even when they are legitimate.

B) a policy of nonresponse to all customer inquiries.

C) customizable templates to speed the response to customers' claims.

D) none of the above.

Answer:  C

Diff: 2
Page Ref: 221

Skill:  Concept

Objective:  5

AACSB:  Communication

27) If a customer requesting an adjustment is at fault for the problem, the best response is to

A) refuse the claim without any explanation.

B) refuse the claim and point out the customer's mistake.

C) honor the claim but do so grudgingly.

D) honor the claim but tactfully point out that your firm was not at fault.

Answer:  D

Diff: 2
Page Ref: 221

Skill:  Application

Objective:  5

AACSB:  Communication

28) When responding to a request for adjustment when a third party is at fault, the best approach is to

A) refuse the claim and suggest that the customer sue the third party.

B) refuse the claim but forward the paperwork to the third party.

C) respond promptly, explaining how the problem will be solved.

D) honor the claim but explain that your company was not at fault.

Answer:  C

Diff: 2
Page Ref: 223

Skill:  Application

Objective:  5

AACSB:  Communication

29) When writing a letter of recommendation, you should

A) illustrate your general points with specific facts and evidence.

B) show it to the job candidate before sending it to the person who requested it.

C) overstate the candidate's abilities if he or she is a good friend and really wants the job.

D) make sure to include any negative stories you've heard about the candidate.

Answer:  A

Diff: 3
Page Ref: 223-224

Skill:  Concept

Objective:  1

AACSB:  Communication

30) If you have negative comments to express regarding the qualifications of a job candidate, it is best to

A) keep them to yourself.

B) include others' criticisms to support your statements.

C) list the shortcomings as areas for improvement.

D) state your opinion strongly, since it is protected by the First Amendment.

Answer:  C

Diff: 2
Page Ref: 224

Skill:  Application

Objective:  2

AACSB:  Communication

31) Your comments about a job candidate could be considered libelous if

A) in a phone conversation you tell the applicant's potential employer that the applicant is an alcoholic.

B) you omit important negative information about the candidate in a recommendation letter.

C) you decline to provide a recommendation because of "company policy."

D) you mention in a recommendation letter that your other employees seemed pleased that the candidate left your company.

Answer:  D

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  2

AACSB:  Communication

32) It may be unethical to omit negative information from a recommendation if the

A) information is well-known in the workplace.

B) information is true and relevant.

C) applicant asks you to do so.

D) position is a high-ranking one.

Answer:  B

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  1

AACSB:  Ethical Reasoning

33) If you are sending an informative message to employees about policy statements or procedural changes, you should

A) assume that employees will have a neutral response.

B) use the indirect approach.

C) use the body of the message to provide all the necessary details.

D) do all of the above.

Answer:  C

Diff: 2
Page Ref: 225

Skill:  Application

Objective:  1

AACSB:  Communication

34) When offering compliments in a goodwill message, you should

A) feel free to exaggerate.

B) always use the strongest words you can think of.

C) be sure to back them up with specific points.

D) do all of the above.

Answer:  C

Diff: 2
Page Ref: 227

Skill:  Concept

Objective:  1

AACSB:  Communication

35) Condolence messages should

A) be as long as possible.

B) make as little reference to the deceased as possible.

C) avoid phrases such as "passing away" or "departing."

D) do all of the above.

Answer:  C

Diff: 2
Page Ref: 229

Skill:  Concept

Objective:  6

AACSB:  Communication

36) For routine messages, the planning stage tends to be very short.

Answer:  TRUE

Diff: 1
Page Ref: 209

Skill:  Concept

Objective:  1

AACSB:  Communication

37) When making a direct request, you should state what you want in the first sentence or two and then follow with an explanation.

Answer:  TRUE

Diff: 1
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

38) In preparing routine requests, you should not assume your audience will comply.

Answer:  FALSE

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

39) When making direct requests, you should avoid such polite words and phrases as "please" and "I would appreciate."

Answer:  FALSE

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

40) As you explain and justify your request, you should try to point out how complying with the request could benefit the reader.

Answer:  TRUE

Diff: 1
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

41) If the middle section of your request letter contains a series of questions, the most important question should be saved for last.

Answer:  FALSE

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

42) When making routine requests, you rarely need to explain how responding to the request will benefit the reader.

Answer:  FALSE

Diff: 2
Page Ref: 211

Skill:  Concept

Objective:  3

AACSB:  Communication

43) In the final section of a request message, you should thank the reader in advance for cooperating.

Answer:  FALSE

Diff: 2
Page Ref: 212

Skill:  Concept

Objective:  2

AACSB:  Communication

44) There is no reason to put requests to fellow employees in writing.

Answer:  FALSE

Diff: 1
Page Ref: 212

Skill:  Concept

Objective:  3

AACSB:  Communication

45) Requests sent to individuals outside your organization should be more formal than those sent internally.

Answer:  TRUE

Diff: 1
Page Ref: 212

Skill:  Concept

Objective:  3

AACSB:  Communication

46) It is not necessary to ask someone's permission before listing his or her name as a job reference.

Answer:  FALSE

Diff: 1
Page Ref: 212

Skill:  Concept

Objective:  3

AACSB:  Communication

47) Some companies have a policy that prevents employees from providing recommendation letters.

Answer:  TRUE

Diff: 2
Page Ref: 212

Skill:  Concept

Objective:  3

AACSB:  Communication

48) Because requests for recommendations are persuasive messages, you should use the indirect approach.

Answer:  FALSE

Diff: 1
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

49) If you are writing to someone to request a recommendation letter for a job or scholarship, you should include a stamped, preaddressed envelope for mailing.

Answer:  TRUE

Diff: 2
Page Ref: 214

Skill:  Application

Objective:  3

AACSB:  Communication

50) When writing a claim letter, you should assume that a fair adjustment will be made.

Answer:  TRUE

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

51) When making a claim or requesting an adjustment from a company, you should document your initial complaint and every correspondence after that.

Answer:  TRUE

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

52) When responding to claim letters, companies usually accept the customer's explanation of the problem.

Answer:  TRUE

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  4

AACSB:  Communication

53) It's best to back up all claims and requests for adjustments with invoices, sales receipts, and so on and to send copies to the company and keep the originals.

Answer:  TRUE

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

54) "I am pleased to inform you that . . ." is a good standard opening for a positive message.

Answer:  FALSE

Diff: 2
Page Ref: 217

Skill:  Application

Objective:  4

AACSB:  Communication

55) A routine positive message should never include negative information.

Answer:  FALSE

Diff: 2
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

56) When sending a positive message to a customer, it is a good idea to reassure the customer that he or she has made a wise purchase.

Answer:  TRUE

Diff: 2
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

57) It is no longer acceptable to use form responses to handle repetitive requests for information.

Answer:  FALSE

Diff: 1
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

58) Even when you grant a dissatisfied customer's request for adjustment, he or she will most likely not return to your business.

Answer:  FALSE

Diff: 2
Page Ref: 220

Skill:  Concept

Objective:  4

AACSB:  Communication

59) When replying to a customer's complaint when your company is at fault, be sure to list the names of all employees who were involved in the error.

Answer:  FALSE

Diff: 1
Page Ref: 221

Skill:  Concept

Objective:  5

AACSB:  Communication

60) In a letter agreeing to make an adjustment even though the buyer technically was at fault, a courteous tone is less important.

Answer:  FALSE

Diff: 2
Page Ref: 221

Skill:  Concept

Objective:  5

AACSB:  Communication

61) When a third party is at fault in a claim, the best approach is simply to refer the customer to that party to resolve the problem.

Answer:  FALSE

Diff: 2
Page Ref: 223

Skill:  Concept

Objective:  5

AACSB:  Communication

62) The most difficult recommendation letters to write are those for truly outstanding candidates.

Answer:  TRUE

Diff: 2
Page Ref: 223

Skill:  Concept

Objective:  4

AACSB:  Communication

63) In positive recommendation letters, it's important to back up your general points with specific examples of the candidate's fitness for the job.

Answer:  TRUE

Diff: 1
Page Ref: 223-224

Skill:  Concept

Objective:  4

AACSB:  Communication

64) When writing a letter of recommendation for a former employee, you should omit references to any shortcomings if you think they will prevent that individual from getting the job.

Answer:  FALSE

Diff: 2
Page Ref: 224

Skill:  Application

Objective:  4

AACSB:  Ethical Reasoning

65) Although most recommendation letters are confidential, it is best to avoid value judgments and stick to the facts.

Answer:  TRUE

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  4

AACSB:  Communication

66) Because informative messages such as meeting announcements and reminder notices are generally neutral, it is not necessary to worry too much about the reader's attitude toward the information.

Answer:  TRUE

Diff: 2
Page Ref: 226

Skill:  Concept

Objective:  4

AACSB:  Communication

67) Goodwill messages were once common in business, but are now mostly regarded as a waste of time.

Answer:  FALSE

Diff: 1
Page Ref: 226

Skill:  Concept

Objective:  6

AACSB:  Communication

68) A new co-worker recently won a prestigious award for her work on green technologies. Since you do not know her well, you should not send a note to congratulate her on the achievement.  

Answer:  FALSE

Diff: 2
Page Ref: 227

Skill:  Application

Objective:  6

AACSB:  Communication

69) A message of appreciation can become an important part of someone's personnel file.

Answer:  TRUE

Diff: 2
Page Ref: 229

Skill:  Concept

Objective:  6

AACSB:  Communication

70) When writing a condolence message about a loss, always use expressions such as "passing away" or "departing," rather than the word death.

Answer:  FALSE

Diff: 2
Page Ref: 229

Skill:  Application

Objective:  6

AACSB:  Communication

71) Much of a typical employee's communication is about ________ matters: orders, information, company policies.

Answer:  routine

Diff: 2
Page Ref: 209

Skill:  Concept

Objective:  1

AACSB:  Communication

72) Whenever you ask for somethinginformation, action, adjustmentsyou are making a(n) ________.

Answer:  request

Diff: 1
Page Ref: 210

Skill:  Concept

Objective:  1

AACSB:  Communication

73) If you are applying for a job, you may need to ask a professional associate to write a letter of ________.

Answer:  recommendation OR reference

Diff: 2
Page Ref: 212

Skill:  Concept

Objective:  1

AACSB:  Communication

74) Customers who are dissatisfied with a company's product or service make a(n) ________, or formal complaint.

Answer:  claim

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

75) Dissatisfied customers can request a(n) ________, or settlement of a claim.

Answer:  adjustment

Diff: 2
Page Ref: 214

Skill:  Concept

Objective:  3

AACSB:  Communication

76) If your routine message must convey some mildly disappointing information, put the negative portion into as ________ a context as possible.

Answer:  favorable OR positive

Diff: 2
Page Ref: 217

Skill:  Concept

Objective:  4

AACSB:  Communication

77) The body of a positive message is a good place to use ________, assuring the customer of the wisdom of his or her purchase selection.

Answer:  resale

Diff: 2
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

78) Because many requests are similar, companies usually develop ________ responses to handle these repetitive queries.

Answer:  form

Diff: 1
Page Ref: 218

Skill:  Concept

Objective:  4

AACSB:  Communication

79) Making a false and malicious written statement that injures someone's reputation constitutes ________.

Answer:  libel

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  4

AACSB:  Communication

80) If you must refer to a candidate's shortcomings in a recommendation letter, you should always stick to the ________.

Answer:  facts OR evidence

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  4

AACSB:  Communication

81) In describing a candidate's shortcomings in a recommendation letter, it is often best to present them as areas for ________.

Answer:  improvement

Diff: 2
Page Ref: 224

Skill:  Concept

Objective:  4

AACSB:  Communication

82) A(n) ________ is a specialized document used to share relevant information with the local or national news media.

Answer:  news release OR press release

Diff: 2
Page Ref: 226

Skill:  Concept

Objective:  4

AACSB:  Communication

83) Friendly notes with no direct business purpose, such as those conveying congratulations or thanks, are called ________ messages.

Answer:  goodwill

Diff: 2
Page Ref: 227

Skill:  Concept

Objective:  6

AACSB:  Communication

84) Messages of ________ recognize the contributions of employees or business associates.

Answer:  appreciation

Diff: 2
Page Ref: 228

Skill:  Concept

Objective:  6

AACSB:  Communication

85) Messages of ________ express sympathy.

Answer:  condolence

Diff: 2
Page Ref: 229

Skill:  Concept

Objective:  6

AACSB:  Communication

86) List four guidelines to follow in preparing the opening of a routine request in the direct format.

Answer:  In preparing the opening of a routine request in the direct format, it is important to pay attention to tone and to avoid demanding action. You should also assume that your audience will comply and be specific about what you want.

Diff: 3
Page Ref: 211

Skill:  Concept

Objective:  2

AACSB:  Communication

87)  In e-mailing a vendor for an update on the ship date of your order, what elements should you include in the closing of your request?

Answer:  The closing for an effective routine request should request specific action, provide contact information, and express appreciation and goodwill.

Diff: 2
Page Ref: 211

Skill:  Application

Objective:  2

AACSB:  Communication

88) List the three major categories of common routine requests.

Answer:  The three major types of routine requests are (1) asking for information and action, (2) asking for recommendations, and (3) making claims and requesting adjustments.

Diff: 2
Page Ref: 212

Skill:  Concept

Objective:  2

AACSB:  Communication

89) Describe the three-step strategy for requesting information and action.

Answer:  Start with a clear statement of your reason for writing. Then provide whatever explanation is needed to justify your request. Finally, close with a specific account of what you expect and include a deadline if appropriate.

Diff: 2
Page Ref: 212

Skill:  Application

Objective:  2

AACSB:  Communication

90) You're preparing an internal blog posting providing information on this year's annual company picnic. The message is generally positive, but you need to say that this year the event will not be catered. What approach is best for conveying mildly disappointing information such as this in the context of a positive message?

Answer:  In a generally positive routine message, mildly disappointing information should be placed in as favorable a context as possible.

Diff: 2
Page Ref: 217

Skill:  Application

Objective:  4

AACSB:  Communication

91) What three goals should you have when answering routine requests and a potential sale is involved?

Answer:  Your goals should be (1) to respond to the inquiry and answer all questions, (2) to leave your reader with a good impression of you and your firm, and (3) to encourage the future sale.

Diff: 3
Page Ref: 218-219

Skill:  Concept

Objective:  4

AACSB:  Communication

92) In responding favorably to a claim even though the customer was at fault, what should you try to accomplish in the body of your message?

Answer:  In the body of the message, you want to discourage such claims in the future by steering the customer in the right direction. Also, you don't want to imply that you will grant similar claims in the future. The challenge is to diplomatically remind the customer of proper usage without being condescending or preachy.

Diff: 3
Page Ref: 221

Skill:  Concept

Objective:  5

AACSB:  Communication

93) Briefly explain why it is so difficult to write recommendation letters for excellent candidates.

Answer:  Writing recommendations for outstanding candidates is difficult because your audience is not likely to believe uninterrupted praise for someone's talents and accomplishments. You therefore have to illustrate your general points with specific examples.

Diff: 3
Page Ref: 223-224

Skill:  Concept

Objective:  4

AACSB:  Communication

94) What potential legal problem can result from writing a critical recommendation letter?

Answer:  Writing a negative letter of recommendation can constitute libelpublishing a false and malicious written statement that injures the candidate's reputation.

Diff: 3
Page Ref: 224

Skill:  Concept

Objective:  4

AACSB:  Communication

95) List at least three guidelines to follow when writing condolence messages.

Answer:  Messages expressing sympathy are best when you keep reminiscences brief, write in your own words, and write tactfully. They also require special care with things like correctly spelling names. It is also helpful to write about the special qualities of the deceased and those of the bereaved person as you express sympathy for the loss.

Diff: 3
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Skill:  Concept

Objective:  6

AACSB:  Communication

96) Many routine requests have several parts. What guidelines should you keep in mind when your request contains a series of questions?

Answer:  It is important to ask the most important questions first and to ask only relevant questions. Both of these strategies usually expedite the handling of your request. Finally, it is helpful to deal with only one topic per question rather than confuse the reader by asking too much at once. If you have an unusual or complex request, it is best to break it down into specific, individual questions so that the reader can address each one separately. This shows respect for your audience's time but also gets a more accurate answer in less time.

Diff: 3
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Skill:  Concept

Objective:  4

AACSB:  Communication

97) Explain what you should do when replying to a claim when the customer is at fault.

Answer:  First you must decide whether the cost of making the adjustment outweighs the cost of losing this customer's future business. You can refuse the claim and explain your refusal, but remember that refusal will most likely cost you this customer and perhaps the business of many of the customer's friends who will hear only one side of the argument. If you grant the claim, open with the good news. In the body, tactfully educate the customer on how to prevent this situation from occurring again. Be careful not to offend the person by being condescending or preachy.

Diff: 3
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Skill:  Application

Objective:  5

AACSB:  Communication

98) Explain what you should include in an effective recommendation letter.

Answer:  A successful recommendation letter includes (1) the candidate's full name, (2) the position or other objective the candidate seeks, (3) the nature of your relationship with the candidate, (4) an indication of whether you're answering a request from the person or taking the initiative to write, (5) facts and evidence relevant to the candidate and the opportunity, (6) a comparison of this candidate's potential with that of peers, and (7) your overall evaluation of the candidate's suitability for the opportunity.

Diff: 3
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Skill:  Concept

Objective:  4

AACSB:  Communication

99) Explain why goodwill messages are important, then describe at least two characteristics of effective goodwill messages.

Answer:  Goodwill messages can improve your relationships with customers, colleagues, and other businesspersons. They should be sincere and honestotherwise the writer appears interested only in personal gain. Avoid exaggeration, back up compliments with specific points, and be restrained but sincere in your praise. Using phrases such as "Words cannot express my appreciation" will detract from your credibility in these messages.

Diff: 3
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Skill:  Concept

Objective:  6

AACSB:  Communication

100) Why are appreciation messages important? What should they include?

Answer:  It is important to recognize the contributions of employees, colleagues, suppliers, and other associates. Your praise will make the person feel good and encourage further excellence. A message of appreciation can also become part of an employee's personnel file, so you should specifically mention the person or people you want to praise.

Diff: 3
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Skill:  Concept

Objective:  6

AACSB:  Communication
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