
G O O D W I L L  P R I N C I P L E S

1. What is goodwill?

2. What is tone?

3. What are three things you can do to project a positive tone in your communications?

a.

b.

c.

4. What is the “you attitude”?

5. How do you show genuine interest in your readers as individuals?

6. List five of the destroyers of positive tone in your writing?

a.

b.

c.

d.

e.

7. What can you do to focus on positive ideas in your written messages?

8. What is meant by “a service attitude”?

9. What are 3 techniques to promote goodwill in problem situations?

a.

b.

c.

10. What does the term reselling mean?

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

Your Name 

An intangible asset—the favorable attitude and feeling people have toward a business.

Tone is attitude—the way the message sounds.

use the “you attitude”

show a sincere interest in the receiver

accentuate positive rather than negative ideas

focusing on the reader’s interests and needs rather than on your own

Showing respect for their intelligence, judgment, opinions, and preferences

talking down to the reader

exaggerating

showing doubt, irritation, or indifference

criticizing, arguing, or being sarcastic

showing anger

Focus on what you can do rather than what you can’t do

taking a sincere interest in the customer’s welfare and the willingness to do a little more

begin with a goodwill idea

consider the customer or client’s viewpoint

sell your organization’s viewpoint

Repeating the selling job that led to an original purchase—assuring the customer that he or she 

made a wise choice in buying your product or service.
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