
G O O D W I L L  M E S S A G E S

1. What is the difference between internal and external goodwill messages?

Internal:

External:

2. What are some characteristics of successful goodwill messages?

a.

b.

c.

d.

e.

3. What is the most important characteristic of a goodwill message?

4. Should you avoid using humor in goodwill messages? Why or why not?

5. List some typical goodwill messages?

a.

b.

c.

d.

6. What are 2 types of invitations and what is the difference?

7. List 3 occasions when an announcement (either formal or informal) could be sent?

a.

b.

c.

8. What information should be included in a sympathy message?

a. first paragraph:

b. second paragraph:

9. What is the magic formula for writing a condolence letter if you knew the deceased personally?

C H A P T E R  8 B C O N C E P T  R E V I E W
W O R K S H E E T

Your Name 

people inside the organization

people outside the organization

reader approval

naturalness

sincerity

friendliness

enthusiasm

sincerity

Yes—because it could be misinterpreted as sarcasm

thank-you messages

congratulations

invitations, announcements, and welcome

get well wishes and sympathy letters

Formal—each line centered

Informal—a personal note or letter

major business change

personnel changes

new services or policies

express sincere sympathy

offer encouragement and reassurance

Cite a personal incident or some small thing the deceased said or did that 

showed him or her to be a kind, considerate, and thoughtful person
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10. What are the five principles you should emphasize in writing a goodwill message?

a. Write .

b. Make the feel .

c. Keep the message as and as a 
chat.

d. Send the message .

e. Avoid the use of because there is a fine line between 
and .

C H A P T E R  8 B C O N C E P T  R E V I E W
W O R K S H E E T

Your Name 

sincerely

reader important

natural friendly person-to-person

promptly

humor humor
sarcasm
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