Review COMM 205
Chap. 8 
Creating request messages
· When you write messages that request info or action and you think your request will be received positively, start with the main idea first. 
· The most empathic positions in a message are the opening and the closing.

· The first sentence of an information request is usually a question or a polite command. It should not be an explanation or justification, unless resistance to the request is expected. Ex. Can the hotel provide meeting rooms and accommodations for 250 people? or Please answer the following questions about providing meeting rooms and accommodations for 250 people from September 26. 
· When the info or action requested is likely to be forthcoming, immediately tell the reader what you want.
· Avoid begin with Will you please… Start with Please answer 

· Bullet list 
· Details in body 

· In the closing, tell the reader courteously what is to be done.
· If a date is important, set an end date to take action and explain why. 
· Avoid: Thank you for your cooperation, Thank you in advance for, If you have any questions do not hesitate to call me. 
· Do: Thanks for returning the questionnaire before May 5, when we will begin tabulation or We are grateful for the information you will provide because it will help us serve you better or I appreciate the information which will enable me to.. 
· Do: Here is my e-mail address so that you can reach me quickly. 
Responding to requests 
· Start with an effective subject line (Subject: Your July 12 Inquiry About WorkZone Software)
· In the first sentence of a direct reply e-mail, deliver the information the reader wants. 
· Avoid wordy drawn-out openings (I am responding to your e-mail of December 1, in which you request information about..)
· Do: Here is the information you wanted about…
· When agreeing to a request for action, announce the good news promptly: Yes, I will be happy to speak to your business communication class on the topic of..

· In the body, supply explanations and additional information. 
· When customers inquire about products or services, your response should do more than merely supply answer. Try to promote your organization and products. (You can use our standardized tests to free you from time-consuming employment screening) 

· In concluding, refer to the information provided or to its use. (The attached list summarizes our recommendations. We wish you all the best in redesigning your social media presence.) 
Responding to customer comments online 
· Respond if you can add value 
· Respond to provide facts (misinformation) 
· Respond to serve the customer (admit mistakes ad rectify the situation if possible)
· Be positive, do not argue
· Be transparent, state your name and position with the business
· Be honest, inform when and how you will improve the situation 
· Be timely, respond in less than 24 hours
· Be helpful 
Instruction messages
· A message that delivers instructions should open with an explanation of why the procedure or set of instructions is necessary.

· Divide the instructions into steps
· List the steps
· Arrange the items vertically with numbers
· Begin each step with an action

· Try to tie following the instructions to benefits to the organization or individual (following these guidelines will save you work and will also…) 

· Tell readers what they should do and not what they shouldn’t do 
Direct claim
When you as a customer must write to identify or correct a wrong, the message is called a claim. 
· Claims written as letters are taken more seriously than telephone calls or e-mail. 
Opening a claim with a clear statement
· Open your claim with a compliment, a point of agreement, a statement of the problem, a brief review of action you have taken to resolve the problem, or a clear statement of the action you want. (Please correct an erroneous double charge of $59 to my credit card for LapLink migration software. I accidentally clicked the Submit button twice.)
Explaining and Justifying a Claim 
· In the body of a claim message, explain the problem and justify your request. 
· Avoid becoming angry
· State the fact logically, objectively and unemotionally 
Concluding a Claim with an Action
· End a claim with a courteous statement that promotes goodwill and summarize your action request (I hope you understand that mistakes in ordering online sometimes occur. Because I have enjoyed your prompt service in the past, I hope that you will be able to issue a refund or store credit by May 2) 
Guidelines for Writing Online Reviews and Complaints
· Establish your credibility (facts)
· Check posting rules (polite)
· Provide balanced reviews 
· Consider the Web’s permanence
· Embrace transparency 
· Accept offers to help 
· Refuse payment for favourable critiques 
Adjustment Messages
· When you say yes (refund, replace..), your adjustment message will be good news to the reader. Deliver that good news by using the direct strategy
· When you say no, your adjustment message will be bad news. Deliver that bad news by using the indirect strategy.

· Rectifying the wrong, if one exists 
· Regaining the confidence of the customer
· Promoting further business
Revealing Good News Up Front in an Adjustment Message
· Present the good news immediately 
· Don’t begin with a negative sentence (We are very sorry to hear that you are having trouble with your dishwasher).
· Do:  (You’re right! We agree that the warranty on your American Standard Model UC600 dishwasher should be extended for six months. The enclosure cheque for $325 demonstrates our desire to satisfy our customers and earn their confidence)
Explaining Compliance in the Body of an Adjustment Message
· If procedures need to be revised, explain what changes will be made.
· If a product has a defective part, tell how the product is being improved. 
· If service is faulty, describe genuine efforts to improve it.
Using Sensitive Language in Adjustment Message
Don’ts: 
· Don’t use negative words
· Don’t blame customers – even when they may be at fault
· Don’t blame individuals or departments within your organization 
· Don’t make unrealistic promises
Showing Confidence in the Closing
· End positively by expressing confidence that the problem has been resolved and that continued business relations with result.
You were most helpful in informing us this situation and permitting us to correct it. We appreciate your thoughtfulness in writing to us. 
Thanks for writing. Your satisfaction is important to us. We hope that this refund cheque convinces you that service to our customers is our No.1 priority. Our goals are to earn your confidence and continue to justify that confidence with quality products and excellent service.
Goodwill Messages (letter ++ or e-mail) 
Goodwill messages should be: 
· Selfless (don’t talk about yourself)
· Specific (personalize the message)
· Sincere 
· Spontaneous (avoid: good luck in your future, congrats on your promotion) 
· Short

· You can open directly with the purpose of your message
Expressing thanks for a gift: tell what the gift means to you 
Sending thanks for a favour: explain the importance of the gesture to you 
Extending thanks for hospitality: compliment the fine food, warm hospitality..
Recognizing employees for their contributions: Letter
Replying to Goodwill Message
· Keep it short and simple
· Use simple words
Expressing sympathy 
· Refer to the death of misfortune sensitivity, using words that show you understand what a crushing blow it is
· In the case of a death, praise the deceased in personal way
· Offer assistance without going into excessive detail 
· End on a reassuring, forward-looking note
