Chapter 5: Memorandums, E-mails and Routine Messages

DATE, >TO, >FROM, >RE, >CC (optional)							ONLINE MEMO

OPENING: most important information regarding the subject, purpose for writing and/or action required by reader.

SUBJECT: indicates title, topic, purpose, and importance. Get to the point quickly. Give a reason for the request or tell readers why the information is useful to them.

BODY: provides necessary background and detailed information about subject. Reduce down details to include the ones readers must know to act upon. Points may be presented chronologically, in order of specificity (most to least or least to most), in order of importance

CLOSE: summarizes content and indicates next steps, invite feedback, offer further resources, and/or provide contact information. Summarize call for action. Show courtesy and appreciation.


Same header 												E-MAIL

Salutations,

Get to the point immediately. Begin by asking for action, information, or a reply by providing an overview. Use lists without overloading them (3-8 items)

Complementary close,
Contact information


Same header 										INFORMATIVE E-MAIL

OPENING: focus on action to be taken

BODY: explanation and highlights of benefits. List: outline procedure

CLOSE: reader benefits emphasized. Contact information0


Same header 											REQUEST E-MAIL

OPENING: combines statement of benefits with polite command

BODY: multiple requests presented in numbered list. Explanation establishes necessity for request.

CLOSE: You-attitude, active-voice verbs, and reason for end date help encourage call for action,





Same header 											RESPONSE E-MAIL

OPENING: refer to previous message and provide a summary statement to introduce response to individual questions,

BODY: responses arranged as a list in order of original requests; boldfaced catchphrases summarize original questions.

CLOSE: summarizes overall response and offers assistance


Same header 											THANK-YOU E-MAIL

OPENING: conveys thanks to the recipient for services provided and describes those services in detail

BODY: describe the benefit derived from service

CLOSE: close pleasantly with further thanks and recognition of positive effort.


Same header 											FOLLOW-UP E-MAIL

OPENING: identify the date and subject of meeting

BODY: major details and points agreed on are listed

CLOSE: use positive tone and forward-looking approach; message ends with allowance for detail correction.


Chapter 6: Routine and Goodwill Messages

DIRECT-APPROACH MESSAGE: THREE-PART STRUCTURE

OPENING: answers reader’s most importance questions, states good news, makes direct, specific request; provides most important information

MIDDLE: details, explanations, further questions, may use lists

CLOSING: contact information, call to action, deadlines/timelines, goodwill/appreciation



Same header 										INFORMATION REQUEST

OPENING: open with a direct request for information in the for of summary statement (put main idea first)

MIDDLE: phrase requested information in easy-to-read list. Give reason, introduce questions, and anticipate required details, 

CLOSING: make reason for secondary request; refocus request at the end, bettering the chance of obtaining quality information, end-dates




Same header 											ORDER REQUEST

RE: subject line, request purchase

No salutation

OPENING: authorizes purchase and indicates method of shipment

BODY: itemized list identifies quantities

CLOSE: preferred method of payment included with special instructions

Same footer (no complementary close)


Same header 													CLAIM

RE: neutral subject line, created focus for the message

OPENING: appeal to company to stand by its agreements to do the right thing (explain what you expect the reader to do)

BODY: provide a coherent unemotional explanation, supply supporting documentation. Outline situation and explain included documents (how they back up your claim), offer alternative solutions.

CLOSE: request for specific action

Same footer 


Same header 										INFORMATION RESPONSE

OPENING: open directly with a summary statement to introduce the specific answers that follow

BODY: answer logically and fully in list form. Every paragraph’s first line is a bolded heading.

CLOSE: build good will with offer of resources and assistance

Same footer 



Same header 									LETTER CONFIRMING ARRANGEMENTS

OPENING: thank reader for actions, give details of actions taken.

BODY: remind of details agreed on.

CLOSE: give details of arrangements

Same footer  										(similar to a follow-up letter)



Same header 										CLAIM RESPONSE

OPENING: announce good news immediately

BODY: regain customer’s confidence with positive language and an explanation of the claim investigation, resulting improvements, and claim settlements.

CLOSE: closes by conveying respect fro the reader and expressing confidence in a renewed business relationship

Same footer 


Same header 										APPRECIATION FOR BUSINESS

OPENING: identify relationship and length of association and express gratitude

BODY: remind recipient of pledge to customer service and service details. Make this relevant by use of you-attitude.

CLOSE: personalized gratitude and forward-looking statement

Same footer 

Same header 									APPRECIATION FOR SERVICE/FAVOR

OPENING: thank recipient for what was provided.

BODY: specifically recall what service/favor consisted of. Tell recipient of benefit derived from it.

CLOSE: close with final expression of appreciation

Same footer 

Chapter 7: Delivering Unfavorable News

Same header  +greeting 							BAD NEWS DIRECT APPROACH

OPENING: deliver and explain the bad news directly in the first paragraph

BODY: offer alternatives and tell the reader how to act upon information (explain)

CLOSE: final reminder of alternative, reader-oriented, and politely phrased (goodwill statement)

Same footer 



Same header  +greeting 							BAD NEWS INDIRECT APPROACH

OPENING: start with buffer

BODY: provide an explanation that will help the reader understand and adjust to the bad news (stick to facts, refer to company policy, use positive or neutral tone)
	
	State the bad news so that impact Is minimized: put in dependent clause, use passive voice use long sentences, use positive language, avoid spotlighting, imply refusal, suggest alternatives

CLOSE: close with goodwill statement. Do not repeat the bad news, offer good wished, don’t invite correspondence unless you mean it, don’t apologize unless necessary (and if it doesn’t admit to error, liability), don’t take credit.

Same footer 

Same header							REFUSING REQUESTS FOR INFO, ACTION, FAVOR

OPENING: open neutrally on relevant topic, without reference to the bad news (buffer)

BODY: establish logical basis for refusal though explanation. Announce bad news by de-emphasizing them with dependent clauses, passive voice and alternative offers

CLOSE: conclude with good wished & forward looking remark (good will statement)

Same footer 


Same header											CLAIM REFUSAL

OPENING: open neutrally with statement of company policy and philosophy; last sentence foregrounds main topic of claim response (begin with a statement of appreciation, common ground, understanding)

BODY: provide short, factual explanation in neutral language and make distinctions that lead to a logical conclusion.

	Refusal de-emphasized by dependent clause and conciliatory offer of next-best alternative

CLOSE: express confidence in a continued relationship (don’t apologize be confident)

Same footer 


Same header											CREDIT REFUSAL

OPENING: open neutrally, express appreciation for business without referring to the bad news (buffer)

BODY: offer tactful explanation of the processing of the credit request. Refusal softened though passive voice and offered alternatives

CLOSE: close with forward-looking expression of confidence in current or future business.

Same footer 


Same header										EMPLOYMENT REFUSAL

OPENING: open with appreciation for expression of interest in the company and general comment on overall quality of applications (buffer)

BODY: refusal softened […]. Give reason for selection if possible, quickly move onto bad news.

CLOSE: close with good wished and encouragement (goodwill closing)

Same footer 


Same header									ANNOUNCEMENT OF BAD NEWS

OPENING: open with brief statement of benefits and direct statement for bad news, and date new measure goes into effect

BODY:  brief explanation. Details and purpose of the change help reduce resistance, language is factual and unapologetic.

CLOSE: diect recipients to additional resources offering information and further interpretation of the change

Name
Title
Company Name
Address
Tel.
Fax.
[bookmark: _GoBack]*********Chapter 8: Persuasive Messages*********


Company information									FAVOR (OR ACTION) REQUEST
	
Date

Tile, name
Outgoing address

Salutations:

OPENING: being by praising reader for social responsibility and generosity. (Gain favorable attention; use genuine compliments/facts of social conscience). Avoid closed questions.

BODY: persuade reader to accept request. Give background information and outline potential benefits. Provide dates, times and locations. Appeal to reasons and emotion and highlights direct and indirect benefits.

CLOSE: ask for action. Provide contact names and numbers and a reminder of necessary response. Summarize request by linking to benefits.

Complementary close, 
Signature
Name, title



Company information 										PERSUASIVE MEMO

TO:
FROM:
DATE:
SUBJECT: (focuses on positive results and benefits. Show cause of problem and avoid negative language)

OPENING: gains attention by describing problem and quantifying it with statistical evidence.

BODY: explain solution and benefits.  Explains hoe problem can be solved and lists advantages for greater emphasis.

	Minimize resistance by acknowledging counter-arguments and potential drawbacks

CONCLUSION: politely ask for action; connects action to benefits


Same header 											PERSUASIVE CLAIM

OPENING: begin with compliment; expresses disappointment at circumstances leading to claim. Gain positive attention & rapport.	

BODY: include a chronology and clear reasons in support of the claim. Prove validity of claim, explain occurrences, provide s	supporting data, and anticipate blame.

CLOSE: end pleasantly by appealing to the company’s pride in its reputation and express confidence in adjustment requested.

Complimentary close,
Signature






Same header 								COLLECTION REMINDER LETTER

OPENING: open politely, reminding customer of good credit record. Mention problems; uses neutral language. Make a polite request for payments in terms of benefits on paying on time.

CLOSE: close with appreciation for business.

Same footer


Same header 										COLLECTION INQUIRY LETTER

OPENING: summarize facts of overdue account and expresses concern over non-payment; mentions previous correspondence.

BODY: make direct request for payment and remind customer of benefits of immediate compliance.

CLOSE: make it easy for customer to respond by providing contact information. Close positively by expressing confidence,

Same footer






Same header 										COLLECTION DEMAND LETTER

OPENING: make unequivocal demand for immediate payment.

BODY: deliver an ultimatum, clearly state the consequences of non-payment, and set deadline for compliance with request.

CLOSE: tone is polite yet firm.

Same footer


Same header 											SALES MESSAGE

OPENING: gains attention with a question and limited-time and special offers.

BODY: product description links need and benefits to product features; builds confidence in product with documented assurances of customer satisfaction. Itemized list reduces resistances by highlighting advantages.

CLOSE: positive tone encourages immediate action; action is made easy.

Same footer

POSTSCRIPT: urge immediate actions with incentive – a limited-time special offer that makes product a bargain.


Same header 											SALES FOLLOW-UP

OPENING: expresses appreciation for order.

BODY: confirm details of sales/service agreement and provide schedule for delivery of services. Offer further assistance.

CLOSE: close in friendly but professional manner

Same footer

Chapter 9: Communicating for Employment

Same header 									SOLICITED LETTER OF APPLICATION

Subject: clearly identifies the position applied for

OPENING: gains attention with a concise summary of qualification. Refers to accompanying resume.

BODY: gives background summarizes skills acquired in past work experience. Relates skills and background to requirements of position, incorporating keywords from the job and quantifying achievements,

CLOSING: asks for action courteously and provides necessary for follow up.

Same footer (no title)


Same header  									UNSOLICITED LETTER OF APPLICATION

OPENING: gains attention by demonstrating knowledge of and interest in the company

BODY: links to potential employment to the job seeker’s asset and skills (list)

CLOSING: takes initiative for follow up.

Same footer (no title)

Chapter 10: Informal Reports

DATE 													TRIP REPORT
>TO
>FROM
>SUBJECT: subject line identifies event name and date

OPENING: provides even location and purpose, quickly describes event, previews major topics.

BODY: headings (draws attention to major topic with centered headings)
Covers details of interest to management, refers to attachments and enclosures.

CLOSE: closes synthesis of the value of the event and a suggestion for action.


Same header 											ACTIVITY REPORT
>SUBJECT: identifies reporting period
Activity summary

OPENING: the following is an account of my activities for the period …

BODY: Summarizes activities and events carried out during the reporting period. First sentence summarizing paragraph in bold. Describes irregularities (problems) that require attention of management. Highlight special needs.


Inter-office memo 										PROGRESS REPORT

Same header
>SUBJECT: concise and descriptive, created a focus for the report

OPENING: summary statement describing the project and its proposed deadline for completion

Background: establishes purpose and special requirement

Work completed: describes what has been done since the last report and mentions actions pending. Actions listed by dates.
Work to be completed: describes work that remains and mentions deadlines for anticipated completion

Anticipated problems: looks ahead to conditions and circumstances that may alter the proposed plan

CLOSE: confirmation of delivery time of report


Same header (no company information) 							JOB COMPLETION REPORT

OPENING: overview, clients, confirms completion, identifies major tasks/activities, notes outcomes and next steps

Back ground: purpose, authorization/supervision, who was involved, author, dates (schedule)
>Project highlight: major accomplishments
>Process and encountered problems: restates outcome, asks reader to review the project, respond, sign-off, follow-up
>Action

Same header








Inter-office memo 									INCIDENT/ACCIDENT REPORT

Same header
>SUBJECT: identifies problem/event and dates

OPENING summary statement of the accident/incident, dates, who was involved primarily, result.

Accident details: precise description (what happened? Was anybody hurt? Was there any property damage? Was there a work stoppage? What were the contributing factors? What was the root of the event?)
>Recommendations: describes if accident/incident was preventable and what can be done to correct it.


Same header 									PROBLEM-INVESTIGATION REPORT
	
OPENING: summary of main points, defines problem, notes causes and resolutions, notes further steps to be taken.

Background: establishes purpose/causes and sets out circumstances of the problem.
>Approach and findings: describes methods and approach taken. Reviews findings and significance.
>Conclusion: what has and should have been done outlines disadvantages of proposed solution and how the corrected one makes for a better outcome


Same header 									DIRECT RECOMMENDATION REPORT

OPENING: introduces report problem

BODY: background (causes), recommendations. Explanations of recommendations introduced by bold headings. List benefits for readability and emphasis.

CLOSE: summary and actions to be taken with bolded headings. Gives specific details of the actions to be taken.


Same header 									INDIRECT RECOMMENDATION REPORT
>SUBJECT: highlights benefits without referring to the problem

OPENING: identifies the report purpose and data collection methods

BODY: previews report organization. Each section introduced by bolded headings. Establish scope and significance of the report problem, offer and evaluate alternatives from least to most effective

CLOSE: conclusion and recommendation with bolded headings. Summarize findings and gives reasons for giving recommendations. Reveal recommendations based on logic of findings and conclusions.


Same header 											FEASIBILITY REPORT

Salutations,

OPENING: announce decision immediately, outline report organization.

BODY: subjects introduced by bolded headings. Discuss problem and background to the report, describe advantages an disadvantages of proposed plan (benefits), list problems of the plan,  present cost and schedule.


Same header											COMPARISON REPORT

OPENING: introduce purpose and provide overview of report organization

BODY: identifies problem and discusses background (bolded headings), presents a solution and alternative for its implementation, outlines criteria and determines how it was selected. Discusses criteria, summarizes data for conciseness and readability, compares and contrasts alternatives, , reputation, costs (refers to data from table) and recommendations (eliminate les effective alternatives from considerations, narrows choice). 


