Chapter 7: Delivering Unfavourable News

Multiple Choice Questions

1. Which of the following writing methods should be used in bad news messages?

a. The direct strategy

b. The indirect strategy

c. A mixture of the direct and indirect strategies

d. The direct or indirect strategy 

2. A message using the indirect writing strategy ________.

a. provides the explanation before the bad news 

b. is usually shorter than one using the direct method

c. uses ambiguous language to cushion the effect of the bad news

d. restates company policy

3. The ________ section of an indirect bad news message is “a first defense against toxic messaging.”

a. explanation

b. alternative

c. buffer 

d. goodwill statement

4. Which of the following is not a good way to de-emphasize bad news?

a. Put it in a dependent clause

b. Put it at the beginning of a paragraph

c. Use passive voice

d. Use long sentences

5. Which of the following would make the best closing in an indirect plan message?

a. Please feel free to contact me for further discussion of this issue.

b. Thank you for your interest in our products. 

c. I’m very sorry I’m not able to help you.

d. I hope this mistake will not occur again.

6. Which of the following is not one of the primary goals when communicating bad news?  

a. To maintain and build goodwill toward the reader

b. To give the bad news in a respectful way

c. To help readers accept the bad news

a. To repeat the bad news for emphasis

7. Which of the following is not one of the main categories of bad news messages?  

a. Assessments

b. Refusals

c. Rejections

d. Announcements

8. Which of the following has an appropriate tone for a bad news message?  

a. “I’m sorry that we no longer require your services.”

b. “Please understand that our budget has been cut back.”

c. “I know you will appreciate our position.”

d. “Your account has been closed due to late payments.”

9. Which of the following is not an appropriate situation in which to use a positive subject line?  

a. Announcing an unpopular policy change regarding expense accounts.

b. Informing employees of staff cutbacks.

c. Describing new limits on Internet access in the office.

d. None of the above.

10. Which one of the following subject lines is appropriate?  

a. Subject:  Hydro rates to rise on January 1.

b. Subject:  Refund not issued for damaged merchandise.

c. Subject:  Only twelve employees to be laid off.

d. None of the above.

11. Jim must write a letter to a colleague with whom he’s worked for 12 years. Which would be the most appropriate way to communicate bad news?  

a. With a thorough explanation followed by a short explanation of the bad news

b. Bad news up front, followed by a thorough explanation

c. Long explanation up front, with implied bad news

d. None of the above.

12. Marta has a reputation as a cold person for writing brutally frank bad news letters to clients.  What advice could you give her?  

a. Follow the bad news with a logical explanation.

b. Use an indirect structure with a logical explanation.

c. Use more sympathetic language and apologize for each point.

d. None of the above.

13. Which of the following is not a situation for using the indirect approach?  

a. You don’t know the reader well.

b. The bad news is unexpected.

c. The reader is going to react badly.

d. The bad news is minor.

14. Which of the following is not a type of a bad news message?

a. Refusing a request for a favour

b. Consoling someone on the loss of a loved one 

c. Declining an invitation

d. Refusing a request for credit

15. Use the direct writing plan for a bad news message when the reader ________. 

a. doesn’t really care about the issue 

b. is easily offended

c. is your superior in the company

d. doesn’t expect the bad news

16. The steps in writing an indirect bad news message are: ________.

a. buffer, explanation, bad news, and goodwill

b. buffer, bad news, explanation, and goodwill

c. buffer, goodwill, explanation, and bad news

d. None of the above.

17. The buffer is ________.  

a. a positive statement to change the reader’s mood

b. a neutral statement to establish a connection with the reader

c. a neutral statement to catch the reader off-guard

d. None of the above.

18. The buffer should contain ________.

a. your home phone number

b. negative connotations

c. a preview of the bad news

d. None of the above.

19. In explaining bad news, you should ________. 

a. be factual and objective

b. mention company policy if necessary

c. avoid negative language

d. All of the above.

20. Sami has been asked to follow up a long disagreement with a customer with a final refusal to pay his claim. She should include in her buffer ________.  

a. a sharply worded introduction of herself

b. a history of past communications

c. an inquiry into the health of the reader’s parents

d. an apology for the bad news to follow

21. The following would be a good comment to make in a buffer: ________. 

a. “Your contribution to the staff morale has been outstanding.”

b. “We have appreciated your efforts to raise staff morale.”

c. “Staff morale was unaffected by your ridiculous performance on Thursday.”

d. None of the above.

22. Bad news messages that use the direct writing plan ________. 

a. are identical to the direct plan for routine messages

b. are shorter than the direct plan for routine messages

c. omit the goodwill closing

d. provide alternatives when possible 

23. Which of the following is not true?  Writers of strategic negative messages pay special attention to ________.

a. avoiding criticism

b. deciding whom to blame 

c. word choice

d. the reader’s feelings

24. Which of the following is not necessarily a bad news message?

a. Turning down an invitation

b. Disclosing price increases

c. Assessing an employee’s performance 

d. Announcing delivery delays

25. Which of the following is not a primary goal when writing a negative message?

a. To protect yourself from legal liability 

b. To state bad news clearly and only once

c. To maintain the reader’s goodwill

d. To offer an explanation when possible

26. Which of the following would be a good buffer for a refusal of credit?

a. Thank you for your interest in our company.

b. Please accept our apologies for refusing your request.

c. We received your request for credit on April 5, 2009. 

d. You have always been one of my favourite customers.

27. Which of the following announcements would not necessarily be bad news?

a. Price increases

b. Policy changes 

c. Delivery delays

d. Cancellation of services

28. In which of the following situations would you convey bad news indirectly rather than directly?

a. When the reader expects a negative answer 

b. When critical information could go unnoticed

c. When you don’t like the reader

d. When you don’t know the reader very well 

29. Which of the following is an effective way of presenting bad news?  

a. Using positive language

b. Using the active voice

c. Using the present tense of verbs

d. None of the above.

30. Which of the following is an example of an implied refusal?  

a. “Your credit application has been declined.”

b. “We are pleased to accept credit cards, debit and money orders.”

c. “Your order will not be shipped until you provide payment.”

d. None of the above.

31. Which set of words is inappropriate in a bad news message?  

a. Trouble, problem, and inconvenience

b. Please feel free to; at your earliest convenience

c. I regret to inform you; I know you will understand

d. All of the above.

e. None of the above.

32. One drawback of the indirect structure is that the reader might interpret it as ________.  

a. a sign of weakness

b. an attempt to manipulate

c. an excuse

d. None of the above.

33. A good way to close a claim refusal would be: ________.  

a. “To reiterate, your request cannot be fulfilled.”

b. “We look forward to your next visit to our restaurant.”

c. “Perhaps next year you should resubmit your request.”

d. None of the above.

34. When using the indirect strategy, the writer should ________.

a. apologize profusely

b. suggest a compromise or alternative 

c. use active verbs

d. All of the above.

35. Which of the following statements is a good example of positive language?

a. Applications will be accepted until March 15. 

b. I hope you have better luck with another company.

c. You definitely shouldn’t have kicked the photocopier.

d. We’re positive you won’t mind applying again later.

Answers

Multiple Choice
1. d

2. a

3. c

4. b

5. a

6. d

7. c

8. d

9. b

10. a

11. b

12. b

13. d

14. b

15. a

16. a

17. b

18. d

19. d

20. b

21. b

22. d

23. b

24. c

25. a

26. c

27. b

28. d

29. a

30. b

31. d

32. b

33. b

34. b

35. a

