Revision Sheet


1. A message that carries good wishes, warm feelings, and sincere thoughts to friends, customers, and employees: positive messages __________________.
a)	Positive message 
b)	Negative message
c)	External message
d)	Goodwill message



2.  A primary channel of communication for delivering messages outside of an organization _________________.
a)	Business letter
b)	Guide words
c)	End date 
d)	Positive message

3. Messages that go to customers, vendors, other businesses, and the government are ________________.
a)	internal messages
b)	external message
c)	positive message
d)	negative message

4. In selecting words for your message, the words that will communicate best are those ____________.
a)	above the receiver’s vocabulary level
b)	up to the receiver’s level
c)	below the receiver’s  level
d)	none of  above

5. In the U.S., business people prefer ____________________.
a)	concise, efficient, and clear message
b)	long and detailed
c)	difficult and vague
d)	colloquial language


6. Memo is derived from a Latin word which means:
a. A thing which must be remembered
b. A thing which must be memorized
c. A thing which must be written
d. A thing which must be communicated
7.  Reading the lines of a written text means:
a. Gaining in-depth understanding
b. Superficial understanding of words
c. Understanding the intended meaning
d. Going beyond the intended meaning
8. Directness in bad-news situations is acceptable when:	 	  
a. You know your reader will appreciate frankness
b. A negative answer will be routinely accepted.
c. You are not concerned about goodwill.
d. All of the above
9. What are the common barriers that impede communication?
a. Barriers with people
b. Barriers with words
c. Barriers made by cultural differences
d. All of the above

10. Which of the following is true about ethnocentrism?
a. Ethnocentrism makes you a better cross-cultural communicator.
b. Ethnocentrism is the tendency to prefer the ideas of a culture other than one's own.
c. Ethnocentrism can be avoided by being sensitive to the various dimensions of cultural differences.
d. Ethnocentrism is the belief that every culture has its own significance.	
11. The managers at Top Cable Co. compile viewing data from set top boxes and share the information with other companies. Customers have not been informed about this. Which ethical problem is involved here?
a. Lack of ambition
b. Lack of integrity
c. Lack of success
d. Lack of trust
12. Non-verbal communication is the _______ of conveying _________ without
using ________, according to the textbook.
a. strategy, openness, persuasion
b. product, ideas, verbal
c. result, thoughts, language
d. process, messages, words
13. Which of the following is an example of nonverbal communication? 
a. An online blog where employees in different cities can share ideas
b. A company logo designed to protect the organizations image
c. An email message reminding employees of an upcoming meeting
d. Phone call from an attorney to a client
14. Modern business letters are usually written in:
  a. simplified style
b. semi-block style
c. indented style
d. full-block style
15. Writing a letter with “you-attitude” means writing:
a. from the point of view of the reader
b. from the point of view of the writer
c. using the word “you” repeatedly
d. from the point of view of other persons not concerned
16. Reports present conclusions based on:
a. impression
b. intuition
c. belief
d. investigation
17. Business research gives information to guide:
a. scholars
b. brokers
c. business decisions
d. stockholders
18. In business, oral communication is suitable for:
a. Confusing workers
b. Recording things
c. Delaying the decision-making process
d. Discussing things
19. The limitation of oral communication is that:
a. It does not require on-the-spot thinking
b. It is easy to be aware of our body language
c. It is not affected by the speaker’s feelings or stress or excitement levels
d. It is irreversible—what is said cannot be taken back
	Answer any three short questions\
1	Explain any four guidelines for effective multicultural communication. Give an example from your own work place. 
2	Explain why it is important to learn about the culture of people with whom you do business? Give any two reasons.  
3	List and explain two characteristics of nonverbal messages. What nonverbal message might a student be conveying if he/she is engaged with mobile phone or looking out of the class room window during the instructor’s lecture.
4 Describe the significance of nonverbal communication and explain any four advantages for effective communication.
5  Rewrite the following letter to show the consideration for your client by using “You view point”. 
May I take this opportunity to express my thanks for the account you opened in our store. We are pleased to furnish a wide variety of products for the home of individual customer. We want you to take full advantage of the store servicers, for we have largest store in the city. Also we make deliveries for our customers free of charge within 30 miles radius of our store. We welcome you to Ebony. If we can be of additional help please let us know.

6  Writ a memo of 100-150 words about the follow3ing topic. 
7 You recently completed an inventory of refrigerator parts for the appliance repair store you work for part time. Write a memo to your boss in which you inform him/her of the following parts which need to be re-ordered. Be specific about what action you want taken.
Part Number	Description
X7742E5	door gasket
SSj8786 	shelf support bracket
78J989	freezer fan
GE998-15	light bulbs
8 What are the three purposes of oral communication message? Identify a business scenario that would be appropriate for each purpose.  
Situation: As the sales manager of ACME Electronic Equipment (12A, Nathan Road, Tsim Sha Tsui, Kowloon), you have recently received a number of complaints from your customers about the way they have been treated. Some of them have not been served for more than half an hour. Most of the complaints took place during lunch hour which is ACME’s peak time for business. This has been brought to your boss, Mr. Peter Lee, the general manager’s attention.
Required:
9:  You are told to write a memo of 100-150 words to all the sales staff instructing them how they should deal with visitors and customers who visit the company. They should take shifts for lunch and maintain at least a certain number of staff at all times. They should also come to work on time and any tardiness will be subject to disciplinary action. They also need to clean up their own area of work before they leave work for the day. Decide who the memo should be sent to and what the subject of the message is. Add your own information to the body of the memo.                                                                             
10: Imagine you are the CEO of a marketing company; write a letter of 100-150 words to your employee about his/her promotion in the organization. It is important to be clear all the details regarding the promotion and the remuneration involved.                        
•	Organization of the letter must be followed.
•	Use Block letter format
•	Address to the appropriate authority.
•	Write in a concise manner and to the point.
•	Write formally to inform a person about his/her promotion.

I1.	Explain why the following paragraph would be ineffective in closing a persuasive request message. Rewrite the paragraph to be more effective
12If you are willing to participate in the marketing of the customer products, read the brochure that is enclosed and let us know of your interest so we can mail the survey to you.

13Write a letter of about 200 – 250 words about the following topic.  You will be marked on correct grammar usage, full block letter format and also the ethical, respectful tone in the letter.

[bookmark: _GoBack]14  Imagine you are resigning from the position of administrative assistant. Write a resignation letter to the CEO giving the reason for resigning from the position
