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UNIT-II: Business Communication And Correspondence
Maximum Marks: 30  Timing: 1 Hour

Section-A

 1 Marks Questions

Ans. 1.  (A) from top to bottom.

 Explanation: Formal Communication follows 
chains of command so it flows from top to 
bottom.

Ans. 2.  (D) Internal and Informal

 Explanation: Internal  and informal comm-
unication without following chain of command 
is also known as Grapevine communication

Ans. 3.  (B) Opening  Part

 Explanation: Opening  Part is the introductory 
part of the letter. In this part, attention of 
the reader should be drawn to the previous 
correspondence, if any

Ans. 4.  (D) Resignation Letter

 Explanation: Letter of Resignation  is a 
document that notifies an employer that the 
employee is leaving his/her job.

Ans. 5.  (A)
Ans. 6.  (A)

 Explanation: As there is a paper trail in formal 
communication, it is more reliable than other 
forms of communication.

Ans. 7.  (D) Internal Communication

 Explanation: Internal communication is 
the transmission of information within an 
organization. It is communication among 
employees.

Ans. 8.  (A) Complaint letter

 Explanation: Complaint Letter  is written  
when the purchaser does not find the goods 
up to his satisfaction.

Ans. 9.  (C) Informal

 Explanation: Under informal communication 
system,  no established  rules or policy is 
obeyed. So, it is very much difficult to control 
the information.  In this system, rumours 
spread rapidly.

Ans. 10.  (C) Semantic barrier

 Explanation: Semantic barriers are concerned 
with problems and obstructions in the process 
of encoding and decoding  of message into 
words or  impressions.

Section-B

 2 Marks Questions

 Ans. 11. (A) Disruption to executives–The ease of 
sending messages  by the employees bypasses 
the established chain-of-command and disrupts 
the executives who need to focus on high-level 
opportunities rather than day-to-day personnel 
issues.

 (B) Increases Business Competition–Email  makes 
it easier for the customers to transact with those 
domestic or offshore companies that provide 
services at lower prices.Therefore, increasing 
business competition especially for small 
business  

 Ans. 12. Business  correspondence means the exchange of 
information in a written  format for the  process 
of business  activities.  Business  correspondence 
can take place between  organizations,  within 
organizations or  between  the customers 
and the organization. The correspondence 
refers to the written  communication between  
persons.  Hence oral communication or  face 
to face communication is not a Business 
correspondence.
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Section-C

 4 Marks Questions

 Ans. 13. Barriers to communication are the obstacles in 
the process of communication. Physiological 
barriers:  Emotional or psychological factors  act  
as  barriers to  communication.  For example, a 
worried person cannot communicate properly  
and an angry receiver cannot understand the 
real meaning of message.  The state  of mind of 
both  sender  and  receiver of communication 
reflects  in the effective  communication. Some of 
the psychological barriers are: 

   (i)   Premature  evaluation:  Sometimes  people 
evaluate  the  meaning  of  message  before 
the  sender  completes  his  message.  Such 
premature evaluation may be due to 
preconceived notions  or prejudices  against  
the communication. 

  (ii)    Lack of  attention:  The pre-occupied mind 
of receiver and the resultant non-listening 
of message  acts  as a major psychological 
barrier. For  instance,  an employee explains 
about his problems to the  boss  who is pre-
occupied with an important file before him. 
The boss does not grasp the  message  and  
the  employee  is disappointed.

   (iii) Loss by transmission and poor retention: 
When communication  passes  through  
various levels,  successive  transmissions  
of the  message results  in loss  of, or 
transmission of inaccurate information. 
This occurs more frequently in case of oral 
communication. 

  (iv)  Distrust:  Distrust  between  communicator 
and receiver  acts as a barrier. If the parties 

do not believe each other, they cannot 
understand each other’s message in its 
original sense. (Any Three)

 Ans. 14. Functions of Business Letter:
  (i)  Promotional Functions:  Business organisations 

have to grow and enlarge, improving the quality 
of their products, by producing new products 
and providing better services. The customers 
have to be kept informed through letters of 
these developments. Business organisations 
have to expand their market by tapping new 
areas. All round expansion is possible only if the 
organisation keeps all the people concerned well 
informed through letters that promote sales and 
services.

  (ii)   Informational  Functions:  Business  letters 
provide  valuable data about earlier policies, 
transactions and all other activities of the 
organisation. Modern business  cannot depend 
on memory  as in olden days. Letters  are ready 
references  if  they  are  available.  New policies  can 
be  evolved by studying the  earlier ones. It is not 
only  essential  to maintain good correspondence 
but also to make them be available  whenever 
required. 

 (iii)   Legal Functions:  Business  letters can provide 
evidence in legal disputes,  if any, that occur in a 
transaction. They are useful as legal documents 
in quotations and offers. 

 (iv)   Goodwill Functions:  Business  letters  promote 
goodwill among parties  transacting business. 
They build a good rapport between  parties  in a 
business transaction.

Section-D

 8 Marks Questions

 Ans. 15. Types of Business Letters :-
 (A) Business Enquiry Letter:  Sometimes prospective 

buyers want to know the details  of the goods  
which they  want to buy, like quality, quantity, 
price, mode of delivery  and payment, etc.  They 
may also  ask  for a  sample.  The  letter  written  to 
sellers  with  one  or more of the above purposes is 
known as Enquiry Letter. 

 (B) Quotation Letter:  After receiving the letter of 
enquiry from a prospective buyer, the sellers 
supply the relevant information by writing a 
letter that is called quotation letter. These  letters  
are written keeping in view the information 
asked for like price list, mode of payment, 

discount to be allowed, etc. Businessman  should 
reply to the inquiries carefully and promptly. 

  (C)  Order Letter:  The prospective buyer after 
receiving the reply to his enquiry letter, may 
decide to place an order with that business  house 
which offers goods at minimum price and at  
favourable terms and conditions.  Letters  written  
by a buyer to the  seller  placing  the  order to 
purchase  the goods is called Order Letter. 

  (D) Complaint Letter:  A Complaint Letter  is written  
when the purchaser does not find the goods up 
to his satisfaction.  It  is  normally written  by the  
purchaser  when  he  receives  wrong, defective  
or damaged  goods or  receives incorrect quantity 
of goods. It can also be written directly to the 
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transit authority when the goods are  damaged  
in transit.  Thus,  we  may define  a  letter  of 
complaint as  the  letter  that  draws  the  attention  
of the supplier or any other party on account of 
supply of defective or damaged goods.

  (E) Recovery  Letter:  The letter written by  the seller 
for  collection of money  for  the goods  supplied 
to the buyer is called recovery  letter. The aim 
of recovery  letter is to collect money  without 
annoying  the customers. The letter  should 
include information regarding the amount of 
arrears, argument for payment, and last  date 
for payment.  The  language  of recovery letter  
should be polite,  so that  the  customer is not 
offended  and future transactions with him are 
not adversely affected.

 (F) Solicited Letter:  A  Solicited  Letter  is in  
response to an advertisement/sales  letter of  a 

seller. Already  the buyer has some information 
on the product or service. He requires further 
details.  It is not as lengthy as an unsolicited 
enquiry.  The  questions  relate  to  particular 
areas  of a  sale/service.  A solicited  enquiry may 
ask  for a  brochure/ bulletin/catalogue or for a 
clarification of the items mentioned in them. 

 (G) Unsolicited Letter:  A job seeker may desire 
employment with a particular company that  has 
not posted open job requisitions. In this case,  
an unsolicited application letter  is used as  an 
inquiry about possible  openings and to gain a 
hiring managers attention.

 (H)  Letter of Resignation: it is a document that 
notifies an employer that the employee is leaving 
his/her job.
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