Written_Communication2_Letters_Yes_and_No

Business letters can be divided into two basic types: letters saying “yes” and letters saying “no.”  Letters that move business forward — even if they only acknowledge receipt of a shipment or advise service is on the way – are good news or “yes” letters.  Letters that slow business or carry negative messages are bad news or “no” letters.  These two types of letters call for different approaches. 

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 your 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.

