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5.0 OBJECTIVES

In this Unit you will learn about:
@  The mechanics of writing effective business correspondence
@  Some more kinds of external business correspondence

»  Letters for Special Purposes
0. Agency letters
1. Personnel letters relating to employment
2. Status enquiries
3. Seeking finance
» Problem Letters
4. Claim letters
5.  Complaints and follow ups
6. Concessions
7. Collection Letters on account of overdue/pending payment
» Emails
- some guidelines for writing them

@  How to write these letters
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@_5.1 WARM UP Correspon]::iz;eclzi‘ll

After reading the previous unit on external correspondence you must have
realized the importance of using language correctly and clearly in order to
communicate effectively through writing. Barbara Tuchman (noted
historian) rightly remarks that it takes two persons to fulfill the function and
purpose of the written word. However, “this function can be largely met
only when the writer keeps the written form simple, concise and brief”.

Suppose you had to write an effective sales letter. It would be useful to
remember some key phrases:

e Are you having trouble ...

e This is why it is important to have ...

e At [your company name], we have the skills, know-how and
experience to ...

o If convenient, may we stop by and offer you a FREE estimate of how
much it would cost to ...

e Ifso, give us a call at [phone no. of your company] and set up and
appointment with us.

Here’s a Business Letter Template which you can use:

e  Your Name
Your Address
Your City, State, PIN Code
Your Phone Number
Your Email Address

e Date
e Contact Information

Name

Title

Company

Address

City, State, PIN Code

e Salutation
Dear Ms./Mr. Last Name:
. Body of Business Letter
. Keep your letter simple and focused, so that its purpose is clear.

. The first paragraph of your business letter should provide an
introduction to why you are writing.
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. Then, in the following paragraphs provide more information and
details about your request.

. The final paragraph should reiterate/repeat the reason for writing and
thank the reader for reviewing it.

Single space your letter and justify your letter to the left.

Leave a blank line between each paragraph.
e Complimentary Close:

Sincerely yours, / Yours truly,

e Signature:

e Handwritten Signature (for a mailed letter)
e Typed Signature

Here is an example of a sales letter:

Ashe Beauty Products
15, Okhla Industrial Estate
New Delhi 110023

December 12, 2016

Vincent Sharma (MD)

Shraddha Beauty Store
Friends Colony
New Delhi 110022

Dear Mr. Sharma

Do you want to increase your sale of beauty products? If you have trouble
selling expensive products, call us to find out how you can become a
franchisee of a reputed beauty products company which is committed to
providing quality products at economic rates.

At Ashe Beauty Products, we have the skills, experience and technical
know-how to come in and help you make the best possible impression in
this market segment. If convenient, may we stop by and offer you a FREE
estimate of how much it would cost to get our products? You are also
welcome to a preview of our range of products. If interested, give us a call
at 011- 26051111 and set up an appointment with us. We’d happy to meet
with you and talk further.

Sincerely,
(signature here)

Sherman Singh
President




5.1.1 Activity 1

To write effectively, you need certain skills that will enable you to write
simply, clearly correctly and briefly. Read the following paragraph.

When the mall owners were contacted on December 23" the assistant
manager informed the senior chief engineer that they were thinking over
ordering advertising block 1 for sale. But he also expressed his inability to
take a firm decision by requesting this company to confirm their intention
of buying the block within a month when their president will comeback
from a business trip, which will be January 22nd 2018.

The two things you would have understood after reading the above
paragraph is that the mall owners were contacted on December 23™ and the
president is returning on January 22nd. The important information about the
sale of the block of shops is muddled up in the use of excessive words.

How will you rewrite this paragraph to make sense? Check your writing
with the answer given at the end of this unit.

II5°5.2 LANGUAGE FOCUS

The mechanics of writing a letter
True ease in writing comes from art, not chance.
- Alexander Pope

A business letter should be neat, attractive and create a positive impression
in the mind of the receiver/reader. While there should be accuracy in both
facts and presentation, attention should be paid to ensuring that you have
included the date, name and designation of the person you are writing to
along with correct address of the receiver.

There are some situations in which writing a letter is more appropriate than
writing an email. If you need a permanent record of what you are writing,
or if you are writing in a formal situation, a letter is a better choice. For
example, you would probably write a letter of resignation and a covering
letter with your CV.

You are familiar with a business letter template (see above example). Given
below are some samples of sentences to use while writing these letters.

» When making a reference:
"With reference to your letter, I..."
"In response to your letter, I can confirm..."
"With regard to your memo, I..."
"Following our phone conversation, I....."
"I am writing with reference to your enquiry."
"Thank you for your letter of..."

External
Correspondence-II

229



Features of
Good

230

When replying to a request:

"As you requested, I am enclosing a brochure about our adventure
holidays."

"As you suggested, I am sending you my CV."

"In answer to your enquiry, I am enclosing information which I hope
will be useful to you."

"As promised, I am sending you the..."

When establishing context:

"Your name was given to me by (source)"

"My colleague, [name of colleague] suggested that I write to you about
/concerning..."

"I have been advised to contact you regarding your policy on insurance
claims."

"I am the Marketing Manager of a search engine optimization
company, and I am writing to you to ask if your company would be
interested in promoting ..."

When making reference to something your reader knows:
"As you may already know / have heard, the Production Division is
merging with..."

When saying thank you:

"Thank you for your letter in which you enquired about..."
"Thank you for your advice regarding..."

"I am writing to thank you for your assistance."

When informing:
"It has come to our notice that..."
"I am writing to inform you that..."

When confirming:
"I am writing to confirm ...."
"I would like to confirm ...."

When asking for information or advice:

"I am writing to enquire about ...."

"I would be interested to receive further details about ...."
"Please could you give me the necessary details concerning ...?"
"I would be grateful for your advice concerning..."

"I would appreciate your advice on ..."

When explaining and clarifying:

"I am writing to explain ..."

"I would like to clarify certain points regarding..."
"I would like to take this opportunity to clarify ..."

When apologizing:
"Please accept our apologies for this misunderstanding."
"We apologize for our mistake and we would like to take this



External

opportunity to assure you that it will not happen again." Correspondence-II

"We hope that this misunderstanding has not caused you too much
inconvenience."

» When referring to a meeting;:
"I look forward to seeing you on..."
"I look forward to meeting you on..."
"I would be delighted to arrange a meeting with you."

» When expressing urgency:
"As this matter is now urgent, we would appreciate a prompt reply."
"We look forward to hearing from you at your earliest convenience."
"Due to the urgency of the situation, I would appreciate receiving your
advice as soon as possible."

Activity 2

What would you write for the following situations? Give 3 sample
sentences of each.

» Making a suggestion or giving advice
» Enclosing

» Asking for action

» Offering help

& 5.3 READING

Read the text below and then answer the questions that follow:

We have already learnt about routine and sales letters. In this unit you will
read about Letters for special purposes and Problem letters.

Letters for special purposes are:

v' Agency Letters relating to banks, insurance agents/company,
government and regulatory agencies, appointing business agents etc.

v’ Personnel letters relating to employment

v’ Status enquiries

v Seeking finance

Problem letters are:

& Claim letters

¥ Complaints and follow ups

# Concessions

# Collection Letters on account of overdue/pending payment
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5.3.1 Special Purpose Letters
Agency Letters
Correspondence with banks

A company needs to be in constant touch with its bank for various
commercial transactions like opening a current account, stopping payment
of cheque, request for an overdraft, loan, bank guarantee etc.

[Date]
[To — Name of branch manager]
[name of bank]
[Address]
[City, State PIN code]
Subject: Opening a Savings Bank Account
Dear [Ms/Mr last name]

I have a small business of selling readymade garments in Jangpura
Extension area with a turnover of about Rs 50 lakhs annually. I would like
to open a new Savings Bank account in your branch in order to facilitate
financial business transactions. Please let me know the formalities to be
completed and the documents you require from me.

Looking forward to an early response. This would be greatly appreciated.
Sincerely,

[Your name]

[Your designation]

[Your address, if not using your letterhead]

Request for agency

Business firms which do not find it suitable to open branches usually
establish agency relationships with other business firms in different towns
and cities. This helps to expand business and save the cost of operating and
maintaining branches.

There is a particular process of establishing an agency. A business concern
may advertise or apply to a manufacturer or supplier for an agency
explaining its financial resources, business connections, area and scope of
operations, guarantee of business, rate of commission, requirement of sole
agency or otherwise and lastly business references. When such relevant
information is provided, the objective is to achieve a positive response from
the interested party.




The manufacturer or supplier makes enquiries regarding the financial
position and business dealings of the applicant from the referees. When the
interested party is convinced of the applicant’s credentials, a draft
agreement or form is sent for completion and signature of the former and
agency is given to it.

If, for example, Ashe Beauty Products had advertized that they were
looking for new agents for selling their goods, then the response could be
like the one given below.

[Date]
To
[Company name]
[Address]
[City, State PIN code]
Subject: Request for Agency
Dear Madam/Sir

In response to your advertisement for appointing agents for your
products in Dwarka, New Delhi, we would like to offer our services.

We have been in the business of selling beauty products for more
than 15 years. We are interested in selling your products and we are
confident that we will be able to boost the sale of your products in this area.

To let you know our terms and conditions for doing business with
you, we charge 5% commission on gross sales and guarantee all payments
within a period of 120 days from the date of receipt of consignment. Our
bankers are State Bank of India, Sector 14, Dwarka, New Delhi. Regarding
our business credentials and financial soundness, you can refer to other
stores selling beauty products especially Beauty Corner, Sector 22,
Dwarka, for this information.

We shall do our best to promote your business in the Dwarka area
and look forward to a fruitful relationship.

Sincerely,
[Your name]

[Your company address, if not using your letterhead]

Activity 3

Read the letter of appointment of agent (given below) and fill in the gaps
with appropriate words.
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[Date]

[To - Name] Your address if not using letterhead
[Company] [City, State PIN code]

[Address]

[City, State PIN code]
Dear [Ms/Mr last name if you know it or Madam/Sir]
Sub: o

Weare ............ to inform you that we would liketo .................
you as our sole agent for the Dwarka area in New Delhi.. Your name has
been ......... recommended and we hope we ............. also establish good
business relations in the future.

To oo, with, we quote below ....... prices of different kinds
of beauty products ............ have been recently ................. by us.

1. Lipsticks of medium size @ Rs 150/- per piece.
2. Facial Scrub (fruits only) @ Rs 1500/- per piece.

3. Facial creams - large size@ Rs 700/- per piece, medium size @ Rs
500/- per piece and small size @ Rs 250/- per piece.

According to your terms, you will be ................ 5% commission on
sales. The commission amount will ............. with increase in sales in
each quarter. Please ........... the enclosed Form of Agency and
............... it by return post.

We are also sending ...... separate post our latest catalogue .......... price
list of our other products. Kindly .................. receipt of this letter.

Yours ..o, s

[Your name]

Personnel Letters
Activity 4

Such letters relate to conditions of employment. Given below is a letter of
interest. A letter of interest is sent to a prospective employer who may be
hiring, but has not advertized or listed a specific job opening. When you
write to them, you should include information on why the company
interests you and why your skills and experience would be an asset to the
company. It is advisable to provide information on how you will follow-up
and where you can be reached.

The letter has some missing words. Complete it by choosing appropriate
words from the box given after the letter.




Your Name

Your Address

Your City, State, Pin Code
Your Phone Number

Your Email

Date

Name

Job Title

Company

Street

City, State PIN code

Dear Mr./Ms. Last Name,

I am interested in finance and I would like to .....(1)... about positions at
<give company name>. Your company’s Professional Leadership Program
has been ........ (ii)....... to me as one of most highly regarded corporate
finance training programs in the industry. I would be ....(iii).......... in
learning more about the company and about available opportunities for

I have a Bachelor's Degree in Accounting from <give University name>. In
addition, I ....... Gl . two summer internships focusing on finance
with <name of first company with whom you have interned> and <name of
second company with whom you have interned>.

I have ........ (Vi)...o..... my resume, which will provide more information
on my experience and skills. I would ...... (vii)........ the opportunity to
discuss the leadership program with you and to ....... (viii)...... further
information on my candidacy. I can be ....... (ix)...... at <your phone

number>or by email at <give your email address>.

Thank you for your time and consideration. I ...(x).... forward to speaking
with you about this exciting opportunity.

Sincerely,

(Your Signature)

Your Typed Name

appreciate; completed;  reached; interested;  provide;
inquire; look; enclosed; working; recommendedl

Activity 5

Given below is an incomplete response to the above application. Fill it in
with the correct form of the verb given in brackets.
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[Date]

[Name]

[Address]

[City, State PIN code]

Dear [Ms/Mr last name if you know it or Madam/Sir]

We oo (receive) your resume and letter showing
interest in ............... (join) wus. Your qualifications ............. (be)
excellent and we ..................... (add) you to the group of young and
enthusiastic future leaders we ............... (like) to bring in for our

Leadership Programme.

This programme ..... (be) an important one and a key to the growth
of our company. That is why we .............. (be) extremely careful in our
selection process. We ......... (be) in touch with you within the next 2
weeks and let you know when we would like to ......... (meet) with you for
a short interaction.

We appreciate your interest in ................... (work) with us. We look
forwardto .................... (talk) to you soon.
Sincerely,

(your signature)

[Your typed name]

Status Enquiry Letter

Enquiries about the credibility, financial standing and dealings of business
firms, customers and clients are often made. For this purpose, confidential
letters are sent to known referees or to other business houses and
institutions which may have dealings with the firms. It is expected that all
these letters as well as replies to the same are written in good faith and in
strict confidence. A straight forward opinion which does not reflect any
bias or exaggeration should be given when such enquiries are made.

[Date]
[To - Name]
[Company]
[Address]
[City, State PIN code]
Dear [Ms/Mr last name]

Thank you very much for your order dated <give date> of 100 Cook n
Serve bowls (large size) and 200 glasses (medium size) on credit for 2




months. As you are dealing with us for the first time, we shall be grateful if
you could furnish to us either a bank guarantee or a Delhi reference known
to us. This is standard and usual practice. Meanwhile, we shall give our
attention to your order.

Sincerely yours,
[Your name]

[Your company address]

Job Applicant Employment Verification Form/letter

Dear Mr/Ms <last name>

The person whose name is given below is being considered for employment
with us and has signed a statement authorizing this verification and
investigation. We shall appreciate a statement of your opinions and
experiences as outlined below. Your reply will be considered confidential.

Name of Applicant

Employment Number

Dates of Claimed Employment

Position Last Held

Final Rate of Pay

Is the above information correct? Yes No . If not please
make corrections.

What is your opinion as to this person's
Ability Effort

Conduct Attendance

Reason for leaving your employment

Eligible for re-hire? Yes No . If not, why?

Your further comments on any personal or professional strength and
weaknesses will be appreciated.

Date Signed Title
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Letters seeking finance

These letters are written to banks or other financial institutions asking them
to extend loan facility to business concerns.

Activity 6

The letter below has some phrases or parts of sentences missing. Complete
it by writing appropriate and meaningful sentences.

[Date]
[To — Name of branch manager]
[name of bank]
[Address]
[City, State PIN code]
Subject: Request for a loan for expanding business
Dear [Ms/Mr last name]

I have a small business of selling kitchenware and related items in the
Chandni Chowk area with a turnover ................oooiiiiiiiiiiiniien.. I
have a degree in interior designing and I would like to expand
....................................... For this, ...coovviiiiiiii

Sincerely,
[Your name]
[Your designation]

[Your address, if not using your letterhead]

5.3.2 Problem Letters
Claim letters

They are persuasive letters sent by customers to business organizations or
agencies to identify a problem with a product or service. Typically, a claim
letter opens (and sometimes closes) with a request for adjustment, such as a
refund, replacement, or payment for damages. A reply to a claim letter is
called an adjustment letter.

There are some useful Key Phrases to remember while writing these
letters.

e Assomeone who has worked with ...

e we were very disappointed to find / see / have discovered ...




e As our written agreement stipulated, we expected ...

e I think you will agree that a communication problem exists/there has
been a communication problem somewhere.

e We would like you to ..., or provide us with a refund.

Example Letter

Kitchen Expressions
276, Central Market
Sector 6, Dwarka

New Delhi 110075
August 17,2016

Raghav Chandan, President
Publicity Creators
14, NDSE II 110020.

Dear Mr. Chandan:

As you know, we have worked with your company for over 3 years and that
is why we were very disappointed to see the advertisements you produced
for our latest publicity campaign.

According to our written agreement stipulations, we were promised full
color leaflets with fancy explanatory texts. Instead, we found that black and
white photos had been included in the prepared leaflets. I think you will
agree that there has been a communication problem somewhere.

We would like you to send a photographer to provide us with the promised
color coverage. If that is not possible, you can provide us with a refund.

Yours truly,
(signature here)

Typed name and title/designation

Complaints
When writing a complaint letter, keep the following points in mind:

e Keep it short and to the point to help ensure that your letter will be read
in its entirety.

e It should be addressed to the customer service/consumer affairs
department or the head office if there is no customer service
department. The address and contact information of the customer
service department should be available on the company's products or
website.
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e A hard-copy complaint letter should be written in the business letter
format, while an email should be sent in the same format but without
the heading (your return address, their address, and the date).

e In the first paragraph, state what the issue is and any relevant
information that you believe is important. Be sure to include the
following information if it's applicable to the situation: the date/time of
the issue, location, name of person on duty, name of product, what the
problem was, your account number, model number, price, warranty
information and reference number. Write facts and not emotions.

e The next paragraph should state what you would want to resolve the
situation. If you received poor service, you could request an apology, a
redoing of the work or a refund of money. If a product malfunctioned,
you could request an exchange of the product for a new one or request
a refund.

e The last paragraph should thank the reader for the time. You can also
throw in some compliments about something you liked about their
company's product or service.

e You should include your telephone number/email address after your
printed name so that they can contact you ASAP if necessary.

e Be sure to keep a copy of the letter for yourself and include
photocopies of any relevant documents and enclose them with your
letter.

Given below is a letter of complaint for a company’s product:

[Your address]

[Date]

Customer Service

Soccer Sports Center
Dwarka, New Delhi 110075
Dear Sir/Madam

I had recently ordered a new pair of soccer shoes (item #275) from your
website on June 21, 2016. I received the order on June 26. Unfortunately,
when I opened it, I saw that the shoes were used. They had dirt all over and
there was a small tear in the front end of the left shoe. My order number is
SS112616.

In order to resolve the problem, I would like you to refund the amount
charged for the shoes. I have already bought a new pair of shoes from the
local sporting goods store. Hence sending another pair would be a fruitless
exercise.




Thank you for taking the time to read this letter. I have been a satisfied
customer of your company for many years and this is the first time I have
encountered a problem. If you need to contact me, you can reach me at
<give your phone number>

Sincerely,

Signature

(Your name)

Letters asking for concessions

These letters are usually written by business organizations to financial
institutions requesting for concessions in the terms and conditions of loan

repayment.
Collection Letters

They are sent by business firms to defaulting customers. They are also
known as ‘dunning letters’. The tone of such a letter should be courteous
and polite. The usual practice is to write these letters in 3 stages, first in the
form of a mild reminder, the second as a persuasive letter and the third is
the last resort stage. The first mild reminder is the ‘will pay’ stage where
the company is confident of receiving payment. The second ‘persuasive
letter’ is the ‘should pay’ stage. The business house has to persuade and
appeal to the erring customer. When all reminders and persuasive letters
fail to elicit the desired response from the customer, the ‘last resort’ letter is
sent. This letter is short and to the point. It gives the customer one last
chance to pay.

A Collection Letter has two main objectives

e To get paid

e Retain customer goodwill

To write effective collection letters, consider the following points:
Style:

e Keep the letter to one page

e  Be brief, with short sentences, paragraphs and simple words
o  Customize the letter according to the severity of the issue
Opening and Closing:

e Use Dear Customer (Mr./Ms./Mrs. (last name)

o  Sign the letter personally

o Keep a non-threatening tone.
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Body

e Date(s) of Invoice(s)

e Total amount due

e Request for Full Payment immediately or by a certain date
e Reference your numbers

e Request for sending the payment by courier.
e Convey urgency

Tone

Be

e Firm

o Urgent

o and Unapologetic

A ‘mild reminder’ collection letter:

[Your Name]

[Street Address]

[City, State PIN Code]
July 8, 2016

[Recipient Name]
[Designation/Title]
[Company Name]
[Street Address]

[City, State PIN Code]

Dear [Recipient Name]:

You have been a valued customer for many years, and you have always
been conscientious about paying your bills within the 30-day payment
period. However, we find that there is an outstanding amount of Rs
76,000/- pending against your order # 3421 even after the 30-day payment
period.

Your good credit rating has enabled you to purchase from us on convenient
payment terms and that too at a substantial discount. We have also served
as a reference for your credit credibility with other suppliers because of
your prompt payment record.

To keep your good credit rating and to continue receiving a substantial
discount, you must pay your account immediately. Is there some problem
that we can help you with?




Please send your cheque for Rs 76,000/- in the enclosed stamped envelope
in order to update your account with us and keep your good credit rating as
well. If this is not possible, please call or write to me today.

Sincerely,
[Your Name]
[Designation/Title]

Activity 7

Complete the body of this ‘last resort’ collection letter.

[Date]

[To - Name]
[Company]

[Address]

[City, State PIN code]
Dear [Ms/Mr last name]

We regret to point out that we have written to you repeatedly, on 20"
November and 24" December, 2015 and again on 21 January 2016, calling
your attention to our unsettled account of Rs 76,000/- against your order #
3421.

We trust you will make this action unnecessary by settling our account
immediately.

Sincerely yours,

[Your name][Your company address]

Check Your Progress 1

Now that you have seen how business letters are written for different

purposes, answer the following questions:

1)  Why do business firms appoint agencies instead of opening branches?

2)  What is the process of appointing an agency?

3)  What is a letter of interest? What information should be included in
it?

4)  Which points should you keep in mind while writing a complaint
letter?

5)  Define collection letters. What is the purpose of writing them?

6)  Describe the stages of sending collection letters.
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7)  List the factors you should consider while drafting collection letters.

54 VOCABULARY

Activity 8

Given below are sentences taken from an application for the post of a sales
officer. Rearrange the sentences in the correct order and organize them into
separate paragraphs.

i) My present job requires me to not only to sell goods but also to keep
an account of the sales and do some typing too.
ii)  Tam 26 years old and hold an MBA degree.

iii) I am interested in applying for the post of a sales officer which was
advertised in The Hindustan Times on 30" of July 2009.

iv) I enclose my CV and will be happy to give you further information if
required.

v)  You can contact me at my home phone or on my mobile during
business hours.

vi)  The reason for wanting to leave this job is that I find the office
routine 100 monotonous.

vii) I have been working in a department store for the last three years
where I have been in sole charge.

viii) Since the job advertised involves traveling and meeting people, it
would suit my abilities and temperament.

2 55 GRAMMAR: SOME COMMON ERRORS

You probably know that errors in your writing will make you look
unprofessional. It's essential to learn grammar properly, and to avoid
common mistakes that the spell checker in your computer won't find.

Here are some examples of commonly misused words:

o Affect/effect

v “Affect” is a verb meaning to influence. (Example: The weather
forecast will affect our crop production.)

v “Effect” is a noun meaning the result or outcome. (Example:
What is the effect of this new medicine?)

e Then/than

v “Then” is typically an adverb indicating a sequence in time.
(Example: We ate dinner at home, and then we went to see a
movie.)

v' “Than” is a conjunction used for comparison. (Example: The dinner
was less expensive than the movie.)



e Your/you're
v “Your” is a possessive. (Example: Is that your book?)

v “You're” is a contraction of “you are.” (Example: You're the new
assistant, aren’t you?)

o Its/it's
v “Its” is a possessive. (Example: Is that its motor?)

v “It's” is a contraction of “It is.” (Example: It's often that we forget to
help others.)

e Company's/companies (and other possessives versus plurals)

v “Company's” indicates possession. (Example: The Company’s
trucks failed to deliver the goods on time.)

v “Companies” is plural. (Example: The companies in this industry
are suffering from recession.)

Activity 9

There are other common homophones (words that sound alike but have
different spellings and meanings) — such as advice/advise, accept/except,
adopt/adapt, collage/college, idle/idol etc. Can you explain the differences
in meaning?

Ik 5.6 LISTENING

Activity 10

Listen to the audio recording and then complete the sentences. You
may listen to it more than once if required.

(The tapescript given at the end of the lesson may be recorded on a CD or
cassette. Students have to listen to it and then find out the following).

A. Say whether the following statements are true or false. Correct the
false ones.

1. The passage tells us about bad email writing.

2. The first question that the writer wants us to ask is whether our
email is asking the reader to take some action.

3. We should try to write like Manoj Night Shyamalan, the
Hollywood personality.

4. Don’t explain anything in your emails. Assume that the reader
knows what has happened behind the scenes.

5. When you write an email, it is important to give your reasons and
what you want the reader to do.

B. Answer the last question asked by the writer on adding your tips for
good business writing. Add at least 3.
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#$ 5.7 WRITING

e  On behalf of your business organization write a letter to the financial
institution from which you have taken a loan, seeking concessions in
payment terms and conditions.

e How will you write a reply to a letter of complaint from a customer
who has recently bought a new mobile phone (from your showroom)
which is not working properly?

e  Write a second stage ‘persuasive’ collection letter to a defaulting
customer.

&~ 5.8 READINGII

Email or “electronic mail” is a process of sending text messages in
electronic form. The messages can also include images and video clips.
Email has the characteristics of both writing and speaking. It is presumed to
not be subject to the same standards as other written correspondence. As it
is a fast and convenient way of communicating, some people believe that it
almost as immediate as a phone call. But the tone of voice and the facility
of being able to explain immediately when you sense that there is
miscommunication are missing from email. Hence, it cannot be
overemphasized that the correct use of language is important to
communicate effectively.

Ny 2 How Email Appears to Work a L
g & i g &

Sender's Outbox > Recipient’s Inbex

Q X How Email Q M

Yt [T
Sender's Mail Client 9 Recipient's Mail Client
o Really Works o
W N
\/ D
| Sender's MDAMTA | @) | Recipient’s MDAMTA |
Company Network @ Company Network
/—/W\ .
Sender's Mail Server Router | Spam & \l_b Recipient .5 Mail Server(s)
(MTA) \Internet Router 7 Yirus ] l.MTA:I
/W’ “ Blockers » E—
wuww«n»«wk B ~
email queus Router

1€ F




How email really works
<http://support.kavi.com/khelp/kmlm/user help/html/how email work

s.html>

Given below is a sample email page

¥ Your website - Message

! Fle Edit ‘Wew Insert Format  Tools  Ackions  Help

iigend | Il B 4 o | 0 A g
[ To... ] |cnmments@learnthenet.cnm |
[ ce. | |
) |
Subject: |"|"|:n.|r website |
Hello,

I've looking for information sbout the origins
of the Internet. MHaybe yvou can refer me to the
right page or tell e where to find it.

Thanks!

Email Etiquette

Some rules have to be observed while writing emails. These guidelines
constitute ‘email etiquette’. They are:

4
+

Make your mail easy to read.

Your subject line should tell the recipient the purpose of the message.
Have one subject in each mail.

Words with negative connotations/meanings should be avoided.

Do not be too casual or informal in your emails. If you are writing to
your boss, be as formal as you would be in printed letters.

Write clearly and concisely. Organize your matter and points.

Write short and simple sentences. Check your spelling and basic
grammar.

Keep the length of your message to one screen only. Send
files/documents as attachments with your email.

Begin emails with a salutation/greeting like ‘Dear Dr. Shankar’ or
‘Dear Ms Kashyap’ and also close with a salutation like ‘Sincerely
Yours’ etc.
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% Do not write emails in upper case letters as this is like
shouting/screaming. This is also called “flaming” and considered bad
manners.

% Your emails should have clear, short paragraphs and be direct and to
the point; professionals and academics alike see their email accounts
as business. Don't write unnecessarily long emails or otherwise waste
the recipient's time.

+ Have a “you” attitude, emphasize positive points, be polite, use bias-
free language and project the company’s image.

4 Revise your email before hitting the send button.

#+ Email is not private correspondence. Don’t send information to
recipients who shouldn’t read, receive or don’t need it.

#+ Avoid sending usernames or passwords through email. Information
about credit cards or bank accounts should never be given via email.
Don’t send sensitive or information that could be potentially
damaging to someone's career and/or reputation, including your own.

#+ Explain email acronyms or abbreviations that your reader may not
understand.

4+ Avoid using exclamation marks in every important sentence. Also,
don’t use emoticons in business letters.

Activity 11
Can you add more guidelines?
Check your progress 2
1. How is email better than other forms of communication?

2. Enumerate some rules/guidelines (at least 5) to observe while
writing emails.

3. What kind of language should be used in emails?

$ 5.9 WRITING II

Activity 12

You work for Ms Reema Sahni, General Manager of Akash Automakers.
She has left instructions in a note, which you have to carry out.

“Write an email to Mr Fumisato at Bals Corporation, Japan, apologizing
for the delay in delivery of their order. The Production Dept. Form below
gives you the information you need. Ask if this is acceptable — if not offer
alternative. - RS”



Despatch Delay Notification — Internal
Order no: C123
Customer: Bals Corporation
Contact: Mr Fumisato

The above order has been delayed for the reason(s) given below.

O Parts not in stock

M Difficulties with our export license — renewal will be done in a
week’s time.

[0 Transport problems in our despatch department

M Transport problems with national haulers — the strike by dock
workers should end by this month end.

5.10 LET US SUM UP

In this unit you have learnt what interactive external business
correspondence is. You have been introduced to various types of such
correspondence and the purpose for which they are written. You have also
become familiar with letters written for special purposes and Problem
letters. The former includes agency letters for appointing business agents,
letters to banks, insurance companies, financial institutions, government
agencies or regulatory bodies, letters relating to personnel and status
enquiry letters. The problem letters include claims, complaints and follow
ups, concession letters and collection letters.

Email is another form of communication which is transmitted
electronically. You saw how easy it is to use email which makes us treat it
casually. However, you also know that this should not be the case in the
business world and great care has to be taken in drafting formal business
emails.

¥$ 5.11 ANSWERS

Activity 1
Suggested answer.

The senior chief engineer contacted the mall owner, on December 23" 10
enquire if block 1 was on sale. He was informed by the assistant manager
that the company was thinking of selling block 1. He was further told that
the decision would not be taken until the president returned / came back
from a business trip on January 22" 2018.
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Activity 2

» Making a suggestion or giving advice
"In response to ..... may we suggest that you contact ...."
"With regard to your enquiry about ... we advise youto ... "
"We would like to advise all our customers to ..."

» Enclosing
"Please find enclosed ...."
"Enclosedisa..."
"Enclosed are ...."
"I am enclosing a ..."
"I have pleasure in enclosing ..."

» Asking for action
"I would be grateful if this matter could be resolved..."
"I would appreciate further information on..."
"I would be grateful for further advice."
"I would be grateful if you could send me..."

» Offering help
"Please do not hesitate to contact me if I can be of further
assistance."
"If you would like any more information, please do not hesitate to
contact me on..."
"Please feel free to contact me again if I can be of further
assistance."

Activity 3

Dear [Ms/Mr last name if you know it or Madam/Sir]
Sub: Appointment of Agent

We are glad to inform you that we would like to appoint you as our
sole agent for the Dwarka area in New Delhi. Your name has been highly
recommended and we hope we shall also establish good business relations
in the future.

To begin with, we quote below the prices of different kinds of
beauty products which have been recently launched by us.

1. Lipsticks of medium size @ Rs 150/- per piece.
2. Facial Scrub (fruits only) @ Rs 1500/- per piece.

3. Facial cream - large size@ Rs 700/- per piece, medium size @ Rs 500/-
per piece and small size @ Rs 250/- per piece.

According to your terms, you will be allowed/paid 5% commission on
sales. The commission amount will increase with increase in sales in each




quarter. Please fill in the enclosed Form of Agency and send it by return
post.

We are also sending by separate post our latest catalogue and price list of
our other products. Kindly acknowledge receipt of this letter.

Yours Sincerely,

[Your name]

Activity 4

1) Inquire i1) recommended 1i1) interested
iv) working v) completed vi) enclosed
vii) appreciate viii) provide ix) reached  x) look

Activity 5

[Date]

[To - Name]
[Company]

[Address]

[City, State PIN code]
Dear [Ms/Mr last name]

We have received your resume and letter showing interest in joining
us. Your qualifications are excellent and we have added you to the group of
young and enthusiastic future leaders we would like to bring in for our
Leadership Programme.

This programme is an important one and a key to the growth of our
company. That is why we are extremely careful in our selection process.
We will be in touch with you within the next 2 weeks and let you know
when we would like to meet with you for a short interaction.

We appreciate your interest in working with us. We look forward to talking
to you soon.

Sincerely yours,
[Your name]

[Your address]

Activity 6

[Date]
[To — Name of branch manager]

[name of bank]
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[Address]
[City, State PIN code]

Subject: Request for a loan for expanding business
Dear [Ms/Mr last name]

I have a small business of selling kitchenware and related items in the
Chandni Chowk area with a turnover of about Rs 50 lakhs annually. I have
a degree in interior designing and I would like to expand my business by
adding kitchen renovation and furniture to it. For this, I require a loan of Rs

70 lakhs in order to buy space for keeping the furniture. Also, I'd like to
request you to let me know about the formalities that have to be fulfilled in

this respect and how long would this process of loan approval take.

An early response would be greatly appreciated.

Sincerely,
[Your name]
[Your designation]

[Your address, if not using your letterhead]

Activity 7

[Date]

[To - Name]
[Company]

[Address]

[City, State PIN code]
Dear [Ms/Mr last name]

We regret to point out that we have written to you repeatedly, on
20™ November and 24™ December, 2015 and again on 21* January 2016,
calling your attention to our unsettled account of Rs 22,250/- against supply
of dresses as per your order 3421. But you have not responded to any of our
letters.

In such circumstances we are compelled to inform you with great
reluctance that unless our account is settled by the end of February 2016,

we shall place the matter in the hands of our solicitor.

We trust you will make this action unnecessary by settling our
account immediately.

Sincerely yours,
[Your name]

[Your company address]




Check Your Progress 1

Do all questions 1-7 yourselves

Activity 8

Paragraph 1 : sentence (iii)

Paragraph 2 : sentences (ii), (vii), (i)

Paragraph 3 : sentence (vi), (Vviii)

Paragraph 4 : sentence (iv), (V)

Activity 9

“Advice” is the noun, “advise” the verb. When someone advises people,
s’he gives them advice.

If you offer me chocolate cookies, I will gladly accept them — except for
the dark chocolate ones. Just remember that the “x” in “except” excludes
things, that is, keeps them separate and different. And be careful; when
typing “except”, it often comes out “expect” which means something
different.

You can adopt a child or a custom or a law; in all of these
cases you are accepting it. When you adapt something,
however, you are changing it.

You can paste together different pictures or writing to make a collage, but
the institution of higher education is a college.

Something or someone inactive is idle or lazy. Unemployed
workers are said to be idle. Someone you admire or something
you worship is an idol.

Activity 10 Tapescript
4 Tips for Writing Better Email

by David Silverman, Harvard Business Review
http://blogs.hbr.org/silverman/2009/03/4-tips-for-better-business-
wri.htmINote: Heading and author’s name & website should not to be
recorded.

After all my posting about what makes for bad business writing, what is
my advice for writing well? I'm glad you asked — because that's the subject
of the list below.

1.  Call to action. The number one thing that separates a memo, report,
or PowerPoint from A Tale of Two Cities is a call to action. A novel
is to be enjoyed. Business writing is intended to get the audience to
do something: invest in a popcorn factory, fill out a kidney donor
form, or flee the building in an orderly manner.

Questions to ask: Does my email ask the reader to do anything? If
not, why am I sending it?
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Say it up front. Manoj Night Shyamalan, the Hollywood film
director cum writer, is paid to surprise folks. We are paid to not
surprise our boss. Whatever the purpose of your missive, say it in the
first line. Mystery and story are great ways to entertain and teach, so
unless you're looking for a job doing that, sayspit out why you're
writing up front.

Questions to ask: Can the reader tell from the subject line and first
sentence what I'm writing about without going further? If not, why
are you insisting that they guess?

Assume nothing. Does the reader need to know that the project won't
succeed if the factory workers strike, that everything depends on a
category 5 hurricane not happening in the next 100 years, or that if
the top man leaves the entire firm will implode? Let the reader know
what thinking has gone on behind the scenes. And when following
up, don't assume everyone remembers everything you've said. If
you've got any worries that an acronym, term, or reference is going to
elicit a confused moment, just explain it.

Questions to ask: Am I relying on what the audience knows or what |
think they ought to know? Am I hiding anything from the reader
unintentionally? If so, why do I want to surprise them later on?

Do the thinking. How many times have you gotten an email that
says, "What are your thoughts?" followed by a forwarded chain of
messages. That's the writer saying, "I can't be bothered to explain my
reasoning or what I want you to focus on." When you write, make
sure you've explained what you're thinking and what you want the
reader to spend time on.

Questions to ask: Is my email giving my opinion and options for the
reader to respond to? If not, why am I making them try to read my
mind?

What makes business writing good or bad in your opinion? Is this
something that can be taught, or do you just have to have an instinct
for communicating? What are your tips?

Answers to Activity 10

A.

1.  False, gives us tips for good business writing
2. True
3.  False, should have no suspense or mystery

4.  False, let the reader know what thinking has gone on behind the
scenes

5. True



B.  Some tips:
a)  Good Business writing should be taught.

b)  Be clear when you explain something. Don’t use 3 words when
you can use one.

c) If you are using abbreviations or acronyms, explain them.
Activity 11
More on email etiquette:

1) Double check the name(s) you have entered in the “To” line before
sending your mail.

i1)  Reserve the “high priority” label for emails that are in reality “high
priority”. Don’t label all mails as “high priority” as nobody will take
your mail seriously after some time.

i11)  Keep attachments to a minimum.

iv)  Use bullets/markers/numbers so that the recipient can focus at once
on the important details.

v)  Being gender sensitive helps when replying to women.
vi) Do not use jargon and slang.

Activity 12

To:  fumisato.a@balscorp.com

Cc:

Bcec:

Subject: Apologies for non delivery of order no. C123

[Text of Message]
Dear Mr Fumisato:

At the outset, on behalf of our company, I would like to apologize for the
non-delivery of your order no. C123. Our Production and Sales Dept state
that reasons beyond our control were responsible for this. One was our
export license which had gone for renewal well in time; however,
administrative glitches at the other end caused a delay in getting it back.
Another was the unexpected strike by dock workers at the port from where
export materials are sent. I’'m sorry for the inconvenience caused by us.
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If I may suggest, now that our renewed license is with us and the strike has
been called off, we can still despatch your order. It will reach you in about
10 days time. If you can bear with us for some more time, we promise to
make amends by sending your order first and offer a 5% discount on the
total amount. Alternatively, we are willing to refund the amount paid to us
for this order.

We look forward to hearing from you and to the continuation of a fruitful
relationship.

Thank you.

With regards,

[Your name]
[Your full company address with contact details]

[Give your company’s website address if you have one]






