Chapter 6

DIRECT WRITING PLAN

Good news and informative messages are the mainstays of business correspondence
Don’t make readers wait
Take the direct approach and make your point right away.
· Direct-Approach: message a message that presents the main point in the first paragraph.
i. This type of message saves time and has an impact, but when communicating across cultures, it is important to remember that not all people view directness in the same way, so be sure to familiarize yourself with cultural expectations before delivering the message the way you are used to.
· 3 part structure:
1. Opening: delivers the main message first
2. Middle: explains details of the news
3. Closing: ends pleasantly 
· Can be used for most routine correspondence

REQUESTS

Request Memo: a message that asks the reader to perform a routine action.
1. Put the main idea first
2. Give a reason for the request or state it benefit
3. Introduce multiple requests or questions with a summary statement
4. Anticipate required details
5. Strike a tone that is right for your reader (be firm but respectful)
6. Keep minor points to a minimum (edit out unrelated facts)
7. Use a layout that focuses attention on your request
8. Close in a courteous and efficient way

REQUETS OR INFORMATION, CREDIT, AND ACTION (p. 160)

An effect request for information or action lets the reader know at the beginning exactly what is required, what should be done, or what compliance you seek.

Be first but respectful

Ask open-ended questions







ORDER REQUESTS (p. 162)

Order Request: a request for merchandise that includes a purchase authorization and shipping instructions.

1. Authorize the perchance and specify the preferred method of shipment
2. Itemize requested merchandise, using a list format
· Align dollar figures
3. Close with special instructions and thanks

CLAIM LETTERS

Claim: a demand or request for something—often a replacement or a refund—that is considered one’s due.

Filing a claim means you are writing as a customer about something that has gone wrong

Avoid expressing anger; stay objective

Adjustment: a written response to a complaint that tells the customer what will be done about the complaint in terms of solving the problem, correcting an error, granting a refund, or adjusting the amount due.

1. Make your request for an adjustment
2. Identify the faulty item or problem and explain logically and specifically why your claim is justified
3. End positively and pleasantly

RESPONSES

Response: a message that answers a request or a query.
· Most effective when prompt, informative, and gets to the point
· Provides: focused detail of a decision, answer, or action 
· Readers can make informed decisions, follow through, or know what happens next
1. Determine if you are the right person to handle the response
2. Reply as soon as you possibly can
3. Begin with good news or the most important piece of information
4. Design your response to be useful
5. Respond within your company’s ethical guidelines
6. Make your closing work for you

INFORMATION RESPONSE (p. 167)

Inquiry: a message that asks for or seeks information. (An inquiry or information response is a message that supplies information).
It is unnecessary to confirm the receipt of a request or to begin by thanking the reader for having written or having made an inquiry

When replying to multiple requests, answer questions in the order they were asked. Introduce answers with a summary statement

PERSONALIZED FORM LETTERS

Personalized Form Letter: a letter in which the identical message is sent to more than one person; adapted to the individual reader with the inclusion of the reader’s name, address, and perhaps other information, all of which may be stored in a database and merged with the form letter.

ORDER ACKNOWLEDGEMENT

Order Acknowledgement: an informative letter that confirms the details of a merchandise purchase and shipment.

1. Acknowledge when and how a shipment will be sent
2. Give details of the shipment and convince readers they have made a wise purchase
3. Use discretion in pushing additional products
4. Close pleasantly

MESSAGE CONFIRMING CONTRACTS AND ARRANGEMENTS

Summarizes and clarifies the following:
· Terms of an agreement
· Action or transaction that has taken place
· A decision
· Arrangements for a future event

The goal is to confirm and explain details already established in a related document or to put an oral agreement into writing.

The confirmation keeps planners and participants onside so that they can properly coordinate their activities and ensure that those activities have the intended outcome

Key functions (5)
1. Highlight the key terms of a contract
2. Show appreciation to the reader 
3. Specify and delegate tasks to be completed and identify administrative tasks
4. Provide clear wording 
5. Set out actions the reader must take

Sometimes the recipient’s signature is required

CLAIM ADJUSTMENT

Purpose (3)
1. Inform a customer that their claim has been successful
2. Show how you intend to rectify the problem or resolve the complain
3. Repair customer relations

Claim Adjustment: a response to a claim letter telling the customer what a company intends to do to correct the problem.
1. Grant the adjustment
2. Explain how you intend to make the adjustment
3. Close pleasantly

GOODWILL MESSAGES

Goodwill Message: a message that enhances the value of a business beyond its tangible assets by creating a bond of friendship and establishing trust and mutual understanding between the writer and the recipient.

Put you in a positive light, enhance your visibility, and make people more willing to help you in the future

Have the power to improve and solidify relationships with customers and co-workers

To be effective, these messages should be:
1. Personal: address by the first name
2. Prompt: the longer you wait, the less it can seem that you care
3. Spontaneous, short, and sincere: imagine what your reader would like to hear

THANK-YOU LETTERS

Thank-you Letter (or letter of appreciation):  a message thanking someone for his or her help, hospitality, or business.

Focus on the reader:
1. Thank the reader for what they have done, given, provided
2. Include a few details: show that you are not just standing on formality
3. Close with goodwill or forward-looking remark

LETTER OF CONGRATULATIONS

Letter of Congratulations: a message conveying pleasure at someone’s happiness or good wishes on someone’s accomplishment.

Avoid language that may sound patronizing
LETTER OF SYMPATHY

Letter of Sympathy (or condolence): a message expressing sadness at someone’s bereavement and offering words of comfort.

It should be handwritten offer something you can do, such as personal help or business-related assistance

INFORMATIVE LETTERS

Informative Letters: messages that provide important/relevant information and to which the reader will react neutrally.

1. ANNOUNCEMENTS
· Announcement: a message that makes something known about a company policy, event, or personnel change.
· Give most important information first; details later
· Use direct approach
· Present negative news as positively as possible

COVER OR TRANSMITTAL LETTERS

Cover Letter (or transmittal letter): an informative letter that accompanies materials sent from one person to another explaining why those materials are being sent.

· Report
· Proposal
· Shipment of materials

1. Identify what you are sending
2. Briefly summarize the attached document or describe the enclosed materials
3. Point out important details
4. Offer further assistance or tell the reader what happens next

INSTRUCTIONAL LETTER/MEMO

Systematically explain a process, activity, or operation and make it doable for the average reader

Use a direct approach

Clear and accurate
Precise
Complete
User-friendly
Action-oriented
LETTER FORMAT

LETTER BALANCE AND PLACEMENT

Ragged Right Margins (or unjustified margins): margins that end unevenly on the right side of the page.

LETTER STYLES AND LAYOUTS

Full-Block Letter: style a letter format in which all elements are aligned at the left margin.
Modified-Block Letter: style a letter format in which the return address, dateline, complimentary close, and signature block are aligned just to the right of centre page and all other elements are aligned at the left margin.

Simplified Letter Style: a letter format in which the salutation is replaced by a subject line and the complimentary close—except for the writer’s name and signature—is omitted.

LETTER ELEMENTS




Standard Elements: 
· heading/return address
· dateline
· inside address
· salutation
· message
· complimentary close
· signature block


Optional Elements:
· reference line
· delivery/confidential notation
· attention line
· subject line
· identification initials
· enclosure notations
· copy notations
· postscript
· continuation page heading


Letterhead: a printed heading on company stationery, containing the address of an organization or individual, but not the individual’s name.

Dateline: identifies the date on which a message was written.

Delivery/Confidential Notation: an optional letter element identifying how a message is transmitted and who is authorized to open and read it.

Inside Address: a standard letter element supplying the name and full address of the recipient.

Attention Line: an optional letter element identifying the individual, officer, or department to whom or which the letter should be directed. 
Reference Line: an optional letter element identifying a file or policy number.

Subject Line: an optional letter element that identifies the content or focus of a message.
Message Body: two lines below the salutation. Should occupy the middle of the page. Begin each new paragraph at the left margin

Complimentary Close: the word of formal closing (often Sincerely) after the body of the letter and before the signature.

Signature Block: the part of a letter that includes the writer’s name, title, and organization in a neatly formatted arrangement.

Identification Initials: the part of a letter that indicates the writer (capital letters) and typist (lowercase letters) of a message.

Enclosure Notation: the part of a letter that indicates enclosed or attached material that accompanies a document.

Copy Notation: the part of a letter that indicates that copies of a letter have been sent to individuals other than the addressee.

Continuation Page Heading: a heading that identifies the second and succeeding pages of a letter; includes the name of the addressee, the date, and page number.	 



Review Questions

For sample answers, see below.

1. What is a direct-approach message?
2. What are three key elements of an order request?
3. What are the three elements of effective goodwill messages?
4. What type of goodwill message would you write if your colleague got promoted?
5. What is the inside address and what is included in it? 
6. After the salutation, what punctuation is used in a business letter?
7. What is a signature block?  
8. Look at the following claim letter and discuss how it can be improved: 
 
123 Sprint Avenue 
London, ON  N6A 4C4 
 
June 17, 2014 
 
Customer Service Department 
Happy-Go-Lucky Corp. 
58 Turner Street 
Vancouver, BC  V6B 3P7 
 
To Whom it May Concern: 
 
Last month I ordered 6 of your Teflon-coated fryers for my home. My kids really love French fries, and so do my brothers and their families. It is a family tradition to have fries every Saturday night. It started with my grandfather, who has passed away and is no longer with us. 
 
Well, I got your package yesterday and opened it only to find I am missing a fryer and I got a waffle iron instead. How do you cook French fries with that I ask you! 
 
Please rectify this immediately. 
 
Sincerely, 
 
Rachel Good 
 
Rachel Good 
Angry Customer

Review Questions: Answers

1. A direct-approach message is a message that presents the main point in the first paragraph, often in the first sentence. (p. 157)
2. Three key elements of an order request are authorizing the purchase and specifying the preferred method of shipment; itemizing requested merchandise, using a list format; and closing with special instructions and thanks. (p. 161)
3. Effective goodwill messages should be personal, prompt, spontaneous, short, and sincere. (pp. 174–175)
4. If your colleague got promoted, you could write a letter of congratulations. (p. 179)
5. The inside address identifies the person and/or company to whom the letter is being sent. It includes the full name of the person receiving the letter, the person’s professional title, the company name, the street address, the city, provincial abbreviation, and postal code. (p. 187)
6. In a business letter, you should use a colon after the salutation. (p. 188)
7. A signature block is room for your signature (after the complimentary close), your name (typed), and your title. (p. 189)
8. The claim letter has the following problems that should be corrected:  
· The tone is offensive. 
· There is no addressee. 
· It takes too long to get to the point.  
· It includes too much unnecessary information. 
· It fails to state what needs to be fixed. 
· There is no indication of what will happen to extra merchandise. 
· It omits important contact information, such as phone number or e-mail address. 
· There is no need for adding “angry customer” at the end. 

(For more information about claim letters, see pp. 163–165.)
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