BUSINESS ENGLISH COMMUNICATION

SAMPLE OF A MODULE TEST (25 minutes)
I. Match the names of reply letters on the left with their definitions on the right. (1 point for every correct answer→ 8 x 1 = 8)
	An Acknowledgment
	IT should be written when we receive merchandise, material, money, or information. It is a courtesy, letting our reader know that his or her communication has reached its destination. It can also serve as a thank-you note.

	A Confirmation
	IT is frequently made by telephone, but a form letter or postcard also effectively transmits clear, correct, and complete information, particularly when the type of business requires large numbers of confirmations. 

	A Remittance
	IT is written to explain what our enclosed check is for. It should contain any information regarding our order that is needed for the proper crediting of our account, including our account number, the invoice number, and the amount of the check.  

	An Order Acknowledgment
	IT welcomes the new customer and encourages further business. 

	A Letter of Referral
	IT acknowledges receipt of the inquiry and explains why and to whom it is being referred. 

	A Refusal
	When saying no, we should never actually use the word no. Our letter should be as positive as we can make it. IT should be stated once and briefly. The rest of the letter should be reader-oriented and very friendly.

	A Stopgap Letter
	When a thorough response to an incoming letter must be delayed, receipt of the letter must be acknowledged. IT lets our customer know that the inquiry will not be ignored and that it will be responded to as soon as possible.

	An Inquiry Reply
	IT should not only increase the interest in your company, but also inspire the inquirer to action. It should begin by thanking the reader, acknowledging the interest in our company and end by offering further assistance — but only if we actually want additional inquiries from this person.


II. Choose the correct answer. (1 point for every correct answer → 10 x 1 = 10)

1. A reply should NOT be:

a) specific 

b) sales oriented 

c) delayed
d) helpful 

2. Any order acknowledgment should NOT contain:

a) the date of the order

b) the order or invoice number

c) the date and method of shipment

d) the check of payment
3. Letters of congratulations must NOT:

a) be sincere 

b) be enthusiastic

c) be formal
d) have personal remarks or references
4. Letters of congratulations should NEVER:

a) say “Good luck”

b) mention the reason for the congratulations 

c) have a personal or informal comment

d) end with an expression of goodwill

5. The message of condolence should NOT…

a) begin by referring to the situation and the people involved.
b) be a bland statement that avoids unpleasant reminders. 
c) describe the death.
d) have an encouraging reference to the future or a gesture of goodwill

6. A proper letter of appreciation does NOT…

a) begin by saying “thank you”

b) end with a positive and genuine statement
c) make a sincere personal comment
d) finish by  “Thank you again.”
7. Sales letters do NOT…

a) convey enthusiasm for the product

b) promise benefits

c) demonstrate the writer’s knowledge of both product and customer

d) illustrate the advertising principles known as AIDA

8. Among the categories of sales letters there is NO…

a) direct mail

b) retail

c) promotion

d) invitation

9. A retail sales letter must NOT contain:

a) the reason for the sale (a seasonal clearance, holiday, special purchase)

b) the advertisement of the product

c) an honest description of the sale merchandise 

d) comparative prices and a statement encouraging the customer to act quickly

10. AIDA means: 

a) Action, Interest, Desire, Attention

b) Advertisement, Interest, Desire, Action

c) Attention, Interest, Desire, Action

d) Action, Interest, Desire, Advertisement

III. (2 points for every correct answer → 26 x 2 = 52)
	Type in the Business English word, which names the corresponding INTERNAL DOCUMENT in an organization.

	TASK
	ANSWER

	a written statement, record, or communication such as within an office (memo); its objective is to deliver information or instructions;
	

	a statement of company policies and instructions (how to enter orders, how to run fire drills, etc.); its aim is to inform reader;
	

	congratulations to employees who have won awards, been promoted, or earned community recognition; its purpose is to build goodwill;
	

	Type in the Business English word, which names the corresponding EXTERNAL DOCUMENT in an organization.

	a description of qualifications and duties of each job, used for performance appraisals, setting salaries, and for hiring; the purpose is to persuade good candidates to apply and build goodwill (job duties match level, pay);
	

	a letter to suppliers, customers, or other people who have helped individuals or the company; its aim – to build goodwill;
	

	Type in the Business English word, which names the corresponding INTERNATIONAL DOCUMENT in an organization.

	a letter from someone who knows the person we hope to visit, asking him or her to make time to see us;
	

	Type in the name of the corresponding part of a business letter.

	printed and supplied by our employer, used only for the first page of a letter
	

	not always required and used when the letter is addressed to a company or organization as a whole, but we want it to be handled there by a specific individual
	

	the actual message of our letter
	

	signer’s name and any relevant titles, printed four lines below the previous item to allow space for the signature 
	

	a courtesy to tell the reader who has been sent a “carbon” copy of the letter
	

	Type in the Business English word meaning …

	to agree with or match
	

	a duplicate copy, which is not seen by other recipients
	

	a reduction in rank, status
	

	relevant
	

	financial
	

	one who receives
	

	to save from destruction
	

	unrequested
	

	showy, attractive
	

	to take quickly
	

	an award, reward
	

	to seek, request
	

	mild, lacking flavor
	

	prescribed forms of behavior
	

	cheering, rousing
	


Total score is 70 points

5 = 70 – 63

4 = 62 – 53

3 = 52 – 42

