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Multiple Choice Questions

1. Which of the following pieces of information is not needed when writing an order request?
a. Product descriptions
b. Prices
c. Desired method of shipment
d. Your reason for making the order 

2. Which of the following statements is not true?  The point of a claim letter is to ________. 
a. request a refund
b. request an apology
c. complain 
d. request a replacement

3. In a routine claim, the writer should open with ________. 
a. a request for adjustment 
b. details of the claim
c. a buffer statement
d. an accusation

4. Form letters should be ________.
a. identical for every situation
b. personalized to each reader 
c. difficult to compose
d. very formal

5. Which of the following should not be in an order acknowledgement?
a. Information on when and how the product will be sent
b. Forceful promotion of other products 
c. Details of the shipment
d. An expression of appreciation for the reader’s business

6. ________ is damage control in action.
a. An apology
b. A resale
c. A claim adjustment 
d. A prompt response

7. The direct approach is not used for claims that deal with ________.
a. being sent the wrong product
b. receiving an incorrect bill
c. receiving damaged merchandise
d. changing your mind about the order 

8. Responses are most effective when they ________.
a. are sent by a manager 
b. are prompt
c. are informative
d. get to the point

9. Which of the following sentences is the best example of an opening for an information response?
a. Attached is a brochure that details the health plan options you requested. 
b. Thank you for your memo of August 21.
c. I received your request for information on health plan options last week.
d. I am writing in response to your memo of August 21.

10. When granting a customer’s request for a refund, ________.
a. apologize profusely
b. blame yourself
c. blame the customer
d. build goodwill 

11. The function of ________ is primarily social.
a. information requests
b. goodwill messages 
c. order requests
d. All of the above.

12. Instructional messages are ________.
a. very rare
b. action-oriented 
c. writer friendly
d. never sent by e-mail

13. Goodwill messages do not include ________.
a. thanking a client for making it to a meeting on time 
b. congratulating a co-worker on getting a promotion you wanted
c. writing to a co-worker who has recently had a death in the family
d. writing by hand on personal stationery

14. Which of the following is not part of an instructional message?
a. Warnings 
b. Headings
c. A list of materials
d. A bulleted list of steps 
15. Which of the following is not an appropriate method for creating balance on a page?
a. Justified right margins 
b. Justified left margins
c. Adjusting the margin size depending on the length of the letter
d. Varying spacing after the date line

16. Which of the following is not a common letter format?
a. Simplified
b. Full block
c. Formal 
d. Modified block

17. Which of the following are not standard elements of all three business letter formats?
a. Return address
b. Date line
c. Subject line 
d. Signature

18. Which of the following is not part of Canada Post guidelines for formatting envelopes?
a. Omit the return address on envelopes with pre-printed destination addresses. 
b. Print the postal code on the same line as the city and province or territory.
c. Put the stamp in the upper right corner.
d. Use upper case letters in the postal code.

19. Which of the following is the best example of a dateline?
a. 12 February 2010 
b. 2/12/10
c. Feb. 12, 2010
d. February 12th, 2010

20. Which of the following should not be used as a salutation?
a. Dear Mr. Chisholm:
b. Dear Francesca:
c. Dear Pat Sutherland:
d. Dear Sirs: 

21. Which of the following “codes” is the least likely to appear in a business letter?
a. CC
b. P.S. 
c. Mrs.
d. Capital initials: lower case initials

22. Which of the following is the best way to begin a request memo?  
a. “I’m writing in response to your recent email.”
b. “Please forward information about your products.”
c. “I’m writing as the assistant to the CEO of Dynamix Inc.”
d. None of the above. 

23. You have multiple requests to make in a letter, and are not sure how to phrase the requests.  Which of the following options is the best? Make the requests ________.
a. at the end of the letter, in a well-written paragraph
b. in the middle of the letter, in bullets
c. at the beginning of the letter, in a well-written paragraph
d. None of the above.

24. Questions in request letters should be ________.  
a. open-ended, so more than a “yes” or “no” answer is required
b. rhetorical, as no answer is required
c. kept to a minimum, since you do not require answers
d. Both b and c.

25. The best way to open a routine request for action would be ________.  
a. “Do you have the time to do me a favour?”
b. “Please review your records and provide us with some information.”
c. “I know I’m asking a lot of you, but my boss is getting impatient.”
d. None of the above.

26. You should begin an order request letter by ________.  
a. expressing interest in the vendor’s products
b. discussing your satisfaction with the vendor’s products
c. authorizing the purchase of the vendor’s products
d. None of the above.

27. A claim letter should be written ________.  
a. to explain dissatisfaction with the reader’s products or services
b. to make a claim about the performance of your company’s products or services
c. to get a refund, replacement, correction, or apology
d. None of the above.

28. The best ending for a successful claim letter would be: ________.  
a. “We have enjoyed working with your company for many years.”
b. “We will be telling everyone about your company’s dishonest billing practices.”
c. “We will be contacting our lawyer if we don’t hear from you by next Tuesday.”
d. None of the above.

29. An unemotional justification of your claim ________.  
a. shows that you do not really believe what you state
b. shows that you are not really interested in your job
c. shows that you want to focus on facts, not feelings
d. None of the above.

30. A positive response to a reader’s request ________.  
a. should get straight to the good news
b. should begin by building goodwill
c. should begin by summarizing the request
d. None of the above.

31. You receive a request, but pass it on to a specialist in another department.  This shows that you ________.  
a. do not know what the reader is asking about
b. want to keep your workload manageable
c. would be a good manager
d. All of the above.

32. A response letter is ________. 
a. a public relations exercise
b. a legal contract
c. a marketing document
d. All of the above.

33. A good response letter can begin with ________.  
a. a confirmation of the original request
b. the information requested
c. thanks for the reader’s interest in your company
d. All of the above.

34. Using a word processor to create a personalized form letter ________.  
a. is a good way to annoy a good customer
b. is a good way to provide routine information
c. is a good way to congratulate a colleague on her promotion
d. None of the above.

35. You just received a huge order for office supplies from a new customer. You should ________.  
a. send an acknowledgement letter or email about shipping details
b. buy everyone in the office a cup of coffee to celebrate
c. make sure their cheque clears the bank before shipping the merchandise	
d. All of the above.

36. The best approach to promoting repeat business when shipping an order is ________.  
a. gentle discretion
b. enthusiasm
c. None of the above.
d. Both a and b.

37. A customer wrote you an angry letter, accusing your company of dishonesty and fraudulent behaviour.  You have to grant her what she is asking.  Your response should show ________.  
a. that you are not afraid to call in a lawyer
b. that you deserve your reputation for good customer service
c. that you never want to deal with her again
d. None of the above.

38. A good thank-you letter to a colleague ________.  
a. should not have many details
b. should include a few details
c. should include some cash 
d. Both a and c.

39. A congratulatory letter to a former colleague ________.
a. should show you are happy
b. should remind the reader you knew him when he was nobody
c. should use standard phrases that are easily understood
d. All of the above.

40. A cover letter should ________.  
a. always be formal
b. summarize the attached document
c. be sent ahead of an important document
d. None of the above.

41. Three forms of business letters are ________.  
a. block, semi-block, and simplified 
b. full block, semi-block, and simplified 
c. full block, modified block, and simplified
d. None of the above.



Answers


Multiple Choice

1. d
2. c
3. a
4. b
5. b
6. c
7. d
8. a
9. a
10. d
11. b
12. b
13. a
14. d
15. a
16. c
17. c
18. a
19. a
20. d
21. b
22. b
23. b
24. a
25. b
26. c
27. c
28. a
29. c
30. a
31. a
32. d
33. b
34. b
35. d
36. a
37. b
38. b
39. a
40. b
41. c
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