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Multiple Choice 

 

Choose the response that is correct or that best answers the question. 

 

Answer True or False to the following. 

1. You should answer the telephone before the third ring if possible.  

True☐    False☐ 

 

2. Before picking up the receiver, do not discontinue any other conversation.  

True ☐   False ☐ 

 

3. Your attitude is reflected by your tone of voice only. 

True ☐   False ☐ 

 

4. Never say “No” without an alternative being given.  

True ☐   False ☐ 

 

5. Making promises is ok sometimes.  

True ☐   False ☐ 

 

6. When taking messages you should be prepared with pen and paper.  

True ☐   False ☐ 

 

7. You should always make notes of your telephone conversations.  

True ☐   False ☐ 

 

8. Any colour paper can be used to write messages.  

True ☐   False ☐ 

 

9. The three-part greeting applies only to external calls to the company.   

True ☐            False ☐ 

 

10. When transferring calls, you do not have to let the caller know you are doing so.  

   True ☐   False ☐ 

 

11. There are ____ commandments of good communication. 

a) 7 

b) 9 

c) 11 

d) 10 
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12. Having a sense of humor is not good in the front Office.   

True ☐   False ☐ 

 

13. The different categories of communication include 

a) Spoken or verbal communication 

b) Non-verbal communication 

c) Written or visual communication 

d) All of the above. 

 

14. There are ____ different categories of communication. 

a) 4  b) 2  c)1   d) 3 

 

15. Sometimes you may not understand whether the caller is a man or a lady. To be on the 

safe side politely ask, “Are you male or female?”  

True ☐   False ☐ 

 

16. In the communication process the sender is the same as the decoder.   

True ☐   False ☐  

 

17. Interference is anything that gets in the way of the message being accurately received, 

interpreted and responded to.    

True ☐   False ☐ 

 

18. Someone calls you at 7:00 pm and says, “Good night”, is that greeting correct? 

True ☐   False ☐ 

 

19. You should repeat information back to the caller when taking messages. 

True ☐   False ☐ 

 

20. Hospitality is defined as the friendly welcome for guests or strangers. 

True ☐   False ☐ 

 

21. The Front Office Department is the control center of the hotel. 

True ☐   False ☐ 

 

22. Communication is a process which involves the effective/ desired exchange of messages. 

True ☐   False ☐ 
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23. You only say, Good night” when you are leaving or a person is leaving your presence. 

True ☐   False ☐ 

 

24. The Hotel Proprietors’ Act of 1956 seeks to protect the guests only. 

True ☐   False ☐ 

 

25. Any interference that stops the delivery of a message is called noise. 

True ☐   False ☐ 

 

26. What information is most important when taking messages for someone in the office? 

A. Name of the person calling, address, time of call 

B. Date, time of call, name of person calling 

C. Address, company of the person calling, phone number of the person calling 

D. Name of the person calling, time, phone number 

 

27. A neutral tone of voice on the telephone may be perceived to indicate the person is bored, 

tired or unenthusiastic. 

True ☐   False ☐ 

 

28. When guest / customers yell at you, you should yell right back at them.. 

True ☐   False ☐ 

 

29. Poise and deportment is significant as Front Office personnel. 

True ☐   False ☐  

 

30. Correct the faulty organizational chart below. 
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