Business Writing in English Uses

· Positive, polite, friendly tone 

To get the response you want, and to create good will by focusing on what you can do rather than what you can’t do)

· ‘You’-centred (or reader-friendly) attitude 

(See/write things from the reader’s point of view as much as possible: use the word ‘you’ more than ‘I’, in subject-position when possible)

· Direct, simple, modern) ‘action-language’

(Make it easy to understand by avoiding passives, jargon and phrases that could be replaced by a verb)

Group work: first, discuss the problem areas in the examples below and then write an improved version together:

1. Dear Sir,

The annual report will supply you with the information you asked for.

2. Dear Madam,

Please be advised that we are shipping …

3. We have spent a lot of time and money designing a new burglar alarm for private homes.

4. This will acknowledge receipt of your order of 29 Oct.

5. This is to inform you that we learned from our Mr. Wong that you ….

6. With reference to your letter, I am giving you herewith the figures on …

7. We regret that we cannot comply with your request until you fill in the enclosed form.

8. The captioned order will be checked by the undersigned 

9. The jury will make a decision after the defense lawyers have come to a conclusion.

10. Thank you for your attention.

Yours faithfully,

11. Email to all staff:

All personnel take note that we are not going to employ any more of your relatives.  We are changing our company policy.  We will only allow relatives to be employed in the new child care centre.  The cafeteria, which used to close at 4 p.m., will now be closed at 6 p.m. daily.  In addition, it is forbidden to open the fire doors in hot weather, or at any other time.  You can use them only during an emergency.  

12. Memorandum to all staff:

Some departments have tended to alleviate their problem of filing space by indiscriminately sending all their excess to Central Records for storage.  This does not solve the problem, it merely relocates it.  Therefore, before sending any file for storage, every Manager should review the deposits and purge anything that is not essential.  Central Records is not exempt from the general space problem.  Please conform to the guidelines for keeping our total space requirements under control.

Letters saying ‘yes’

· Give good news before details
· End with another positive statement
Letters saying ‘no’

· Start with a ‘buffer’ statement (to express regret or establish common ground)

· Explain/Analyze

· Give the bad news

· Give an alternative

· Use a friendly close

Letters of complaint

· Be polite, objective and clear

· Explain the exact complaint and circumstances

· State the action you would like to correct the situation

· Support your request for action with the facts on which your request is based

· Restate the action you want the reader to take

Answering letters of complaint or requests for adjustment

· Be prompt, polite and fair

· Use a reader-friendly attitude

· Decide if you are writing a ‘yes’ or a ‘no’ letter and follow the basic pattern above: either 

acknowledge the complaint; explain briefly; end positively

or

acknowledge the complaint; say you are glad the writer brought this to your attention and that you’re sorry for any inconvenience caused;  state the principle on which you base decisions and the facts as you know them; state your decision (try to give some small adjustment or help); end positively by turning the reader’s attention to the future.
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