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1. Reading comprehension (30%)

Read the two reading passages given below and answer the questions that follow each
passage.

A) An email requesting leave

To: Ms. Laura Chen
Date: 20 July
Subject: Request for leave

Dear Ms. Chen,

I hope vou are doing well. I am writing to request leave for two days next week because of a family
event,

My sister is getting martied on Thursday, and the ceremony will take place in Kandy. I will need to
travel there on Wednesday evening to help my family with the preparations.

I will complete all my tasks before I leave and will return to work on Monday.
Thank you for your understanding.
Kind regards,

Kevin Fernando

Customer Service Officer

A- 1. Underline the most suitable answer.

(1 mark X 5 = 5 marks)

1. Who is Kevin writing to?
a. His sister
b. Ms. Laura Chen
¢. His manager in Kandy
d. A customer
2. Why does Kevin want leave?
a. To travel for work

b. To attend a wedding



¢. To go on holiday

d. To attend a meeting
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3. Where will the wedding take place?

a. Colombo
b. Galle
c. Kandy
d. Jaffna
4. When will Kevin travel?
a. Monday evening
b. Tuesday evening
c. Wednesday evening
d. Thursday morning
5. When will Kevin return to work?
a. Friday
b. Saturday
c. Sunday

d. Monday

A- 2. Write a number (1-5) to put the events in the order they are mentioned.

(1 mark X 5 =5 mmarks)

1. Kevin explains that he will complete his work before leaving. (......... )
2. Kevin writes an email requesting leave. (......... )

3. Kevin explains that his sister is getting married. (......... )

4. Kevin says he will travel to Kandy. (......... )

5. Kevin says when he will return to work. (......... )



B) Customer Service in Business

Customer service plays an important role in the success of any business. When customers have a
positive experience with a company, they are more likely to return and recommend the business to
others. For this reason, many organizations invest time and money in training their employees to
communicate effectively with customers.

Good customer service begins with listening carefully to customers. Employees must understand the
customer’s problem or request before offering a solution. Being polite and patent is also very
important, especially when customers arc upset or frustrated.

Technology has also changed the way businesses communicate with customers. In the past, most
customer service interactions happened face-to-face or over the telephone. Today, companies often
use emails, live chat systems, and social media platforms to respond quickly to customer inquiries.

However, providing good customer service can sometimes be challenging. Customers may have
different expectations, and it may not always be possible to satisfy everyone. In such situations,
businesses try to resolve problems faitly and maintain a professional attitude.

Companies that consistently provide excellent customer setvice often develop strong relationships
with their customers. As a result, customer loyalty increases and the business can grow more
successfully in a competitive market.

Source: https:/ /lingua.com/businessenglish/reading/problem-solving/
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B- 1. Underline the most suitable answer.

(2 marks X 5 = 10 marks)

1. Good customer service helps businesses
a. reduce emplovee salaries
b. attract and keep customers
c. close their offices
d. reduce communication

2. What should employees first do when dealing with customers?
a. Offer discounts

b. Listen carefully



c. End the conversation
d. Send emails

3. How did most customer service interactions happen in the past?

a. through social media
b. through live chat
c. face-to-face or by telephone
d. through websites
4. How do companies communicate with customers today?
a. only telephone calls
b. emails and social media
c. printed letters only

d. newspapers

n

Companies that provide excellent customer service often ........ooovviviiviiiianineon...
a. lose customers

b. develop loyal customers

c. reduce their services

d. close their businesses

B-2. Are these statements True or False?

(2 marks X 5 = 10 martes)

1. Customer service has no impact on business success. (............ )

2. Employees should be polite when communicating with customers. (............ )

3. Technology has changed how businesses communicate with customers. (............ )
4. Itis always easy to satisfy every customer. (............ )

5. Strong customer relationships can help businesses grow. (............ )



2. Grammar (20%)

A) Write appropriate questions for the responses given below.

(1 mark X 10 = 10 nrarks)

eln o bk B Sl L=l e el St S LSRR S = Sl e e Sl
Yes, the team completed the task on time.

L ey s
The finance department prepared the budget report.

it L e Moo b b S I oo R S = o Gttt
No, we did not receive the email yesterday.

T
Yes, they are planning the new marketing campaign.

T e e e e G T et T S S o L L B
The meeting will take place in the conference room.

B e e vt o]
The supervisor assigned the new tasks.

T
Yes, the system problem has been solved.

B I e e e IS R St
He usually arrives at the office at 8 a.m.

e s e e s R e P o T S A T B o

1 contacted the customer about the complaint.



L1 s mmsummivsnsasintinrssts omession ssbon s o AT R s e B A

We launched the new product last month.

B) Put the words and phrases in order to make sentences.

(2 marks X 5 = 10 marks)

1. experience / T/ have / management / project / in

3. Yocabulary (30%)

A) Write the correct form of the word in brackets.

(2 marks X 10 = 20 marks)

RN o el a)o v b trbe | 1 To Mn T on = s or 1o S S SO in the global market.
(compete)

2. Wehada ¥Ry coievicvenmiseiim e sensai i discussion about the new business strategy.
(product)

3. Themarlketing tearn i WOTking O & NEW s isimrimsmnes somannan vosesssnmmss campaign.
(promote)



4, - The manggermade an IHPOTCINL i e isgs sree fisaes o during the meeting,

(announce)

5. . Lhe company hopes €00 i mas whmmu vt sy customer loyalty through better
service.
(strong)

6. - The new employee showred Preat . i ot s vovusi i o ses sin during the training session.

(confident)

i oo T s e e A I e has improved since the launch of the new
product.

(perform)

B, LB ALE DIATHOIRG U0 i sm wostossaass it inis amisisis sisisnciiees o their services next year.

(diverse)

9. The company fociises on building [ong-tetim ...ooucervraimimne s sons senesos with its clients.

(partner)

10: The teport PHOVIAEs @ CIEAE ..vvs o s smnrns ssssore possssns oonis of the company’s financial
position.

(explain)

B) Select the most suitable word for each blank from the box and complete the email.

(1 mark X 10 = 10 marks)

imform. | delay | apologize | expect | update | -complete | delivery
possible | understanding |  delivered

Dear Mr. Rodrigo,

I o Wt to-Lesevninivinsss s sssanvmnsssoniis

the shipment of vour recent order.
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Unfortunately, due to an unexpected technical issue in our warchouse, the

Fovim e sanss veevenensnsss Of the products has been postponed.

We sincerely devvainvivinarssassnivs veereneneneas for any inconvenience this may have caused. Our team
1s currently working to resolve the issue as quickly as 5.......... ko Sens s i i .

e B. conswvorisneinmnbgsimigi sesvpene i s that the order will be ready for dispatch very soon, and the
sluptnent should Be Taaiiianmn. oy suumane e WItHIE the next two days.

We will send you another 8,.erveernes e o L e e as soon as the process is

Thanlyonvery much for your patenice and 10: . vesnsrvronsmnsrispss s s ;

Best regards,
Amal Jayasinghe
Operations Coordinator

4. Writing (20 marks)

You are the manager of a customer service department. Write an email to your team addressing recent
customer complaints and explaining the importance of improving service quality. Suggest actions the
team should take to ensure better customer satisfaction.

Word limit: 150-200 words.



