Part 1 (Questions 1–25)
1. Communication in IT is important because…
a. IT staff only work alone
b. Users need clear explanations
c. Computers do everything
d. No interaction is needed
2. IT staff must explain concepts to…
a. Experts only
b. Managers only
c. Non-technical users
d. Programmers only
3. Clear communication helps…
a. Confuse users
b. Improve satisfaction
c. Slow down work
d. Increase problems
4. Giving instructions means…
a. Complaining
b. Asking questions
c. Telling someone what to do
d. Saying thank you
5. “Please restart your computer” is an example of…
a. Complaint
b. Instruction
c. Greeting
d. Apology
6. Good instructions should be…
a. Complicated
b. Technical
c. Simple
d. Long
7. Asking for clarification is used when…
a. You understand everything
b. You are confused
c. You are angry
d. You are finished
8. “Could you explain that again?” is…
a. Instruction
b. Complaint
c. Clarification
d. Greeting
9. Asking questions helps to…
a. Waste time
b. Avoid mistakes
c. Confuse users
d. Stop communication
10. Complaints should be handled…
a. Rudely
b. Calmly
c. Ignored
d. Quickly without thinking
11. IT staff should be…
a. Emotional
b. Professional
c. Angry
d. Silent
12. “We are sorry for the error” shows…
a. Instruction
b. Apology
c. Complaint
d. Greeting
13. Compliments are used to…
a. Criticize
b. Encourage
c. Complain
d. Order
14. “Great job!” is a…
a. Complaint
b. Instruction
c. Compliment
d. Question
15. Feedback is important because it…
a. Discourages users
b. Motivates users
c. Confuses users
d. Stops learning
16. Reading comprehension means…
a. Writing text
b. Understanding text
c. Listening only
d. Speaking only
17. The main idea is…
a. Small detail
b. Example
c. Main point
d. Question
18. Supporting details are…
a. Main ideas
b. Extra information
c. Titles
d. Questions
19. True or False questions require you to…
a. Guess
b. Compare with text
c. Ignore text
d. Write answers
20. Keywords help you to…
a. Sleep
b. Focus
c. Forget
d. Skip
21. Multiple choice questions require you to…
a. Write essays
b. Choose best answer
c. Translate
d. Speak
22. Eliminating answers means…
a. Choosing all
b. Removing wrong answers
c. Ignoring options
d. Guessing
23. Instruction expressions usually use…
a. Questions
b. Commands
c. Complaints
d. Apologies
24. “Check your internet connection” is…
a. Instruction
b. Complaint
c. Greeting
d. Compliment
25. “Can you describe the problem?” is…
a. Instruction
b. Clarification
c. Complaint
d. Compliment

Part 2 (Questions 26–50)
26. Apology is used to…
a. Thank
b. Say sorry
c. Ask
d. Order
27. “We apologize for the mistake” is…
a. Complaint
b. Apology
c. Instruction
d. Question
28. Complaints come from…
a. Happy users
b. Angry users
c. Confused users
d. All users
29. IT staff should respond to complaints by…
a. Ignoring
b. Arguing
c. Helping
d. Leaving
30. Good communication creates…
a. Problems
b. Confusion
c. Satisfaction
d. Anger
31. Sentence arrangement focuses on…
a. Meaning
b. Grammar
c. Order
d. Spelling
32. Correct order is…
a. Verb + Subject
b. Object + Verb
c. Subject + Verb + Object
d. Object + Subject
33. “The technician fixed the computer” → technician is…
a. Object
b. Verb
c. Subject
d. Adjective
34. “Fixed” is…
a. Subject
b. Verb
c. Object
d. Noun
35. “The computer” is…
a. Subject
b. Verb
c. Object
d. Adverb
36. Listening is important because…
a. It wastes time
b. Helps understand problem
c. Stops communication
d. Makes confusion
37. IT staff should avoid…
a. Clear language
b. Simple words
c. Technical jargon
d. Instructions
38. Empathy means…
a. Anger
b. Understanding feelings
c. Ignoring
d. Talking
39. “Let me help you” shows…
a. Complaint
b. Offering help
c. Instruction
d. Greeting
40. Offering help is important to…
a. Ignore users
b. Support users
c. Confuse users
d. Delay work
41. Positive feedback helps…
a. Decrease performance
b. Increase confidence
c. Create problems
d. Stop learning
42. Negative attitude causes…
a. Satisfaction
b. Success
c. Problems
d. Motivation
43. IT communication should be…
a. Rude
b. Clear
c. Complicated
d. Silent
44. “Please follow these steps” is…
a. Complaint
b. Instruction
c. Apology
d. Compliment
45. “You did well” is…
a. Complaint
b. Compliment
c. Instruction
d. Question
46. Asking politely means…
a. Being rude
b. Being respectful
c. Being angry
d. Being silent
47. “Could you…” is a form of…
a. Command
b. Polite request
c. Complaint
d. Apology
48. Clear instructions help users to…
a. Fail
b. Understand
c. Confuse
d. Ignore
49. Communication failure causes…
a. Success
b. Misunderstanding
c. Happiness
d. Satisfaction
50. The best IT staff is someone who…
a. Only knows technical skills
b. Has good communication skills
c. Ignores users
d. Avoids problems

