Written Communication 2

Saying “yes” and “no” in letters

Modern 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 defence 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/Analyse

· 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.

        --------------------------

Sayi n g l。yesl’and t’nOt l i n l ette rs

A．  Introduction

Bef。re Qoing on to discuss the two basic types of…ters t}]at

yOu will。be asked to write in this unit。1 would like to define a

busiRess letter as’。a written message that attempts to．  ．．

infIuenc：e；ts reader to take some action or attitude des’red bY

t}]e w riter．，’That is，when you write a letter you want it{o m0Ve

}ts reader to ag ree with you。Usually。this ag reement will take a

soecific form：tile reader will pay his bill，send necessary

lf、fo rmation，buy a product or se rvice，Sometimes－the

 aa reement takes a less tangible fo rm：the reader wiIl accePt a

 re~TJfu--s-aI as fai r。maintain an attitude of good will，decide that y。u

{and usually九s meansyou r company or employer  )are

 res0。nsible．understanding．efficient or whatever else You w’sh

 to conVeV．

The suecessful letter will get the reader to agree that a serV’ce

is worth buying。a bill ought to be paid，a contract ought t0 be

signed。r a product ought to be repaired or replaced‧Sinee th’s

attef"npt at agreement fo rms the central pu rpose ol the

business letter+whenever you write one you shouId employ the

‧‧you“attitude，the personal touch。and the positive app。0ach

 discllSSed in Unit 4．

A leHer also acts as an ambassado r of good will to people

0u{side vou r company or organization，Just as an ambassad0。

acts diplomaticaltY to create a favou rable imp ression，so the

b‘Jsiness letter works towa rd agreement by speaking clearlY‧

eoncisely and politely．For this reason，the business lette。

L】sually opens with a polite formula of introduction一。suc。h as

,iDear Mr．Johnson，‘‘and closes with an equally pofite FareweII，

such as”Yours sincerely．“Tile more informal memorandum

 omits these lines because it is sent to people within the same

 0 rqaf]ization，where a g reater sense of informality is desirable-

Business lette rs can be divided into two basic types：{etters

savinq。’yes’‘and lette rs saying“no”Every letter that moVes

business forwa rd－even if it only advises that a shipment‘s 0n

ttle way－is a good－news or“yes“letter．Any letter that slows

bLlsiness－－for exarnpie．a letter denying a request or

postponing an expected shipreent－ls a bad。news 0。  n0

letter These two types of letters caII fo r different strateg’es

      -----------

B．Letters saying

 yes

When YOU get good news．what do you want first－the good

news o r the detailS beh；nd the news，If someone writeS to say

that you}lave been given an income taX refund．the first thing

yOU wa『]t to}]ear is Here is a cheque for S50D YoU w…then be

delig hted to read about the deduction you ove rlooked．When

you have good news to report，give it fi rst；it wilt cast a glow of

good wilt over the enti re letter He re a re some exampies of this

kind nf 07e-i23：

Here is fhe bulletin yo“asked US tO send

The cata／ogue you requested on April 1 3 was mailed today．

Thank you for your hel。ful sugges tions about

Your car has been repaired and is ready for pickup．

We"re de／{ghted to tefl you that we want you to come to work

forUS．

COngr8tu|ations on yourpromotion to head ofmerchandising

After the reader has been pleasantly moved by the big news，

provide the details。Dates，prices，explanations，analyses－－

w}]atever IS needed－become the Second part 0f YOU r Ietter．

For the third and final part of your letter．d0 something that

salespeople call“reselling the customer．“This means ending

the Ietter with a positive statement that will leave your reader

feeling haPPY。as in these examples：

／hope this information，7學／ps make yourproject a success．

We thin七the catalogue wit／answer your questions，but if you

need f770re information，please let“s know．

|／ook forward to meeting with you on Friday at 1 0 ajm．to work

out the details of your suggestions for improvement．

For your one－stop convenience,we carry a full line of

au tomob#e accessories．

We know you"／I be happy working for Sally Watson，She’s a

fineperson．

You"／／make a great superviso r
  -----

：一('0k at t}1ese two letters and decide whjch ve rsion c reates a

})tj}}ef i ril【)fesslon

[)ear Mf  Kennev

}3ecouse ouf d rivers ope rate S50 OOO vehlcles ca rrymq

h{ghly fta門’fnabte ca rgo and a re ou r company。s most

Vls蛙)ie fep resentatlVes，we take g reat care in h}r{nq them

，i iis}s wh礦we dsk fo r refe rences ff0 n_1 Previous

enlf)f0Yers 9nd why we use personaI interviews to gain a

t：of。TlP r軹}tenstVe PIctu re of the apPiicant．You may be

…tQ res t ed to know that PersonaI appearance，physic81

c haf ac terlstics。abiIity to write routine reports．

IrlendI Jness，educatIon and expe rience are the aspects we

eValUa{e nlost ca refuIly．

^fter reviewing you r application。we have decided th8t

yO[J f-neet all o Ll r requifeH`ents，a nd we are happy to offe r

y0℃{the jo})

丫OLJfs Slflce rety．

L et￡ef?

~ca r Mf Kenhey

 VV e囂re haPPY to 0ffer you the job you applied for。As yolj

kn()w，we take g reat ca re in hiring because OUr d rivers

f)Perate$50 000 vehicles ca rrying highly flammable

cai-go anel a re 0ur comPanY’s rrlost vlsible

fepresentatives．T hat is whY we ask fOr references from

p’eVious efnf)foyers and whY vve use persotqal intervlews

‘o ga一1 8 comprehensive pictu re of the applicant。You

rnily b(j汀Ite rested to know that pe rsohal appea rance．

g)t”`YsIeaI c}la racteristics，abitity to vvrite routine reporls。

…end{。r]ess，e({ucation and experle r]ce are￡he aspects we

eVdilJa le rTlost ca refully

t is a pleasu re to welco rne you t0 0Uf team

Y(，u rs sincerely，
  -------

Both letters had the same message to CORVey，but the second

does a better job of building good wiII。The“yes“st rategy

}lelos to do precisely that．So rernember‘

1  Report the good news first

2．  Supply the necessary detoiIs．

3．  Close witt j c，00s八ve statement+

C。Letters saying’。n0”

some lette rs have to convey bad news，The letter denying a

request for an adiustment and the collection ietter falI into th；s

ca{egory。For these Ietters a different strategy makes sense．

Rat}tef tha rl announcing your big news fifst。Prepa re you r

f eader fo r it bY opening with a buffer statement of some sort，

The buffer s￡a￡ement should be a genuine attempt t0 exPress

reg ret or to seek common ground，SUCh as：

We share your concern for the problem you ha v8 raised．

After your buffer statement，provide details and analysis that

support the bad news that is coming．After the analysis is

complete and you have provided the Iogical background for the

decision，such as the facts of company policy，announce the

bad flews：

4 cornptete refund of your money does not seem／ust／fled．

Next，present a positive alternative if you possibiy can

We will be happy,however,to discuss a partial refund with

you．

Fi rlaIiY．close in a friendly way

Thai＞女you for drawing this problem to ouF attention．

You flope to persuade your reader that your bad news is

unayoidabte。At the same time yOu want to retain good will．

Obviously，to do this your analysis has to be detailed and

persUasive，and it must precede the bad news．So remember：

    "    ，

1．  Buffer statement。

2，  Explanation and analysis

3，  Bad news

4．  A}ternative

5．  Friendly close

Consider the following two lette rs，dealing with the same

situation，~A／hich message does the best job of presenting the

bad news 7

    ----------

Le{te}1

Dear Mr．Wiley

We are sorry that we cannot fill your o rder of November 5

for 1 2 dozen men’S shirts to retail at$1 5．75 because we

no longer manufacture them．We have gone into the

production of mo re expensive shi rts for men．In the event

that you Reed any of these，we wilt be glad to serve you．

[ette r 2

Dear Mr．Wiley：

Thank you for your order of November 5 fo r 1 2 dozen

men’s shirts to retail at$1 5．75．

LaSt yea r We conducted a su rvey 0f buyinq habits at Six

Stores located ln your city and found that traditjonaI

patterns have changed drastically．Men are now

demanding shirtS that will wear longer and look better

than those that can be made to SeIl at$1 5．75．

COnsequently，we have replaced thlS Iine of shirt with

SOmethlng better．

We have designed”The Executive”to meet this demand．

ThiS Shirt iS of genuine broadcloth，haS been pre－Sh runk

and iS priced to sell at$24．50．It will give yoU，the dealer，

a larger margin of profit：it will enable you to take

advantage of our national advertising campaign which

features“The Executive”：and it will help to convince

your customers that your store carries quality

mereha nd；Se，

The enclosed postcard lists the wholesale prices for

“The Executive．“If you will sign and mail it today，a

supply of these high－quailty shirts will reach you within a

week to bring you added profit and satisfied customers，

You rs sincerely．
   ----------

D。  Exercises

Exe reise 1

Using the technique of saying“yes，“write a reply to the

following letter．

Dear Sir

0u r community has been experiencing a great deal of

difficulty with our telephone during the past few months．

Our office telephone is the only phone within thirty miles，

and it has been out of order frequently，for a totai period

0f about two weeks，Whenever thiS happens．business in

our comrnunity suffe rs，and I have to drive thirty miles to

another telephone to report fhe outage．I WOuld be

g rateful if you could provide a rebate or improve our

poS{tion

Yours sinceretY，

Bili Thomas

l Jse these facts to answe r Bill Thonlas’lette r

1  A Revv underg round cable will be laid to the community

wifin tV~0 weeks，allowing other telephones to be installed and

solvi rlg the problem of interrupted service which was caused

1)y the overhead lines being damaged，

2．According to records，the community tetephone was out of

order for 94 hours during the past few months：this will result

I『1 a rebate of$1 7．
   ----------

Exercise 2

Using the technique for saying“no，“write a reply to the

following letter received by Ma rilyn Chambers，Facilities

3Uperv~sor．

Dear MS。Chambers：

tt has become impossible to get la rge volumes of

ironwork into your Central 0ffice at one time．ThiS forces

US to shiP the ironwork；n smalI lots．whiCh iS costly and

inefficient because you send back to US whatever you

cannot install the same day。We understand the problem

stems from the fact that the floors in yOur warehouse

can only take a weight of 1 000 IbsJ sq．ft．，but can you

lgnore these regulations until we get our backlog clea red

away7

tf not，can you at least keep the large shipment sto red in

your yard overnight，rather than sending it back to US 7

We know that the wooden packaging of the large

shipments provides a fire hazard，but can yOU exercise a

little flexibility in this case?

Yours sincerely，

Frank Reynolds

Use these facts to answer Frank Reynolds‘letter

1。The floor loading allowances are strictly enforced by the

SafetY Committee。

2．The Fire Marshall insists that no flammable material be

stored ovemight in the yard。

3．YOU would like to meet with Frank Reynolds personallY to

work out better shipping procedures．
  --------

Writing letters of complaint

W}1en vCuj W rjte a}etter 0f complali3{，you should not be

breathincl fire。You should not be writing at the top of you r

VOice，W}ly 7 A Ietter of cornplainl is nol Written to express your

i rritation Or frustrati01"1 butll0 attemp{to get the reader to take

SOree action AS with alI letters，this kind will be Rqore effeCilVe

if yOU are se r10us and direct rath8f than sa rcast~c or harsl`，

O r gani ze you r lette r in the following waY

1  State t11Q exact ilature Of the complaint．Make sure the

i eade r is awa re of what happened，

2 Lay the blame where it belongs－if this is l~ecessa ry Be

c0 reful about this．especially if it concerns a person，since an

accusatiofl directed against the wrong person will dest roy you r

cfedibility，

3．State w}]a c action you would like taken or what you think is

Recessa ry to correct the situation．Assume that the reade r is a

fai r-and reasonable person－even though you maY think yOu

have reason to believe otherwise．．－－who would want to know

what went w rong，SO that he or she could correct the situation．

4  Suppo rt your request fo r action．Give the facts on which

you r request is based．

5  Cotlclude by restating ttle specific action you would like

t11e reader to take．

Remembe r．the more objective and businesslike you r complaint

is，the easier it is for your reader to answer．Present you r facts

clearly，fullY a－n，~。C：o。，。。。O。。。一Usi ly－

Ttle foltowing letter features this type of orga rfization

Dea r Ms．Ha rn rnersledge

It haS now been three months Srace I left my Cindicoe

baby stroller with you to have the handle repaired．I have

called your store twice a week to find out when it will be

ready and have been put off Colqtinualty

  --------

Ttl8 worker in your store who answers the phone has

been rt,de and unhelpful．In a nutube r of instances。he toId

rY／e that you were out of the store but would call me back

at a certa；n time．You did not caii back．

1 would like you to repair the handle immediately o r to

replace the stroller w；th a new one，I am su re that as

manager of a large store you share my feeling that th ree

months is a bit too long to wait fo r service

l realize that the manufacturer may be slow in providing

you with information on his policies regarding returns；

However，l think that as Vendor of the stroller you also

~)ea r a portion of the responsibility for the defective

product．

1 would greatty appreciate your telling me soon that you

will repai r or replace my stroIler immediately．

You rs sincerely

Rosalind Sherry

Notice that all angry outbu rsts have been winnowed out of this

letter．aIong with all accusations and a considerable amount of

ranting and raving．All that remains is a direct，factual and

cont r oiled presentation of the complaint

E。  Answe ring letters of complaint

A13swers t0 fetters of cornplaint and requests for adiustments

should be mailed out promptly．WhY 7 Remember that me

purpose 0f al{business writing；s to build a climate of good will

11-1 t}1is case．your specitlC purpose Is to convince the reader that

You a re concerned about what disturbed him or her and to

c}1ange a feeling of antagonism；nto satisfaction。You may

expect to benefit either by later sales to the reader or by havina

tl le reader publicize the fact that Yours is a good company to

deal with，lf you do not value good will。you wilIllave to face

ihe fact that readers wil}be spreading the impression that

customers are not wetl treated by your Companv．The same tine

of reasoflmg applles to large organlzatlons，where you may be

wrlt{ng a fellow manager}n anothe r district who has

(：ot’Tiplained about Your departm8n{，If you do you r utmost to

t reat the comPlaint seriously，fairly and COUFteously。you Wil}be
  ------------

building bridges that you may find important later on．

Remember，you are not writing to win an argument but to come

{0 an understanding．

Ttlere are two basic kinds of adjustment letters：letters g ranting

adjustments and letters refusing to make adjustments．These

call for different strategies．

1。Letters granting adjustments

This kind of letter uses the order of saying“yes．’’

1．  Acknowledge the complaint and tell the reader that an

adjustment(or whatever action has been requested)is being

g ranted

2．  If the complaint was a major one，provide a since re

expression of reg ret．Otherwise，omit this step．

3．  Explain what went wrong but keep the explanation simple

4．Turn the reade r，S attention away from the complaint to the

futu re，closing with a positive statement。

Be cheerful about it when you are granting an adjustment：you r

main purpose is to build good will and future business．The

。’you’’attitude should be much in your mind while writing，

Exe rciSe

Figure 6一A reproduces Rosalind Sherry’S Getter of COmplaint．It

is typewritten to show you an acceptable format for personal

bus；ness Ietters．

Taking the part of Ruth Hammersledge，Manager of Babywo rld，

w rite a reply to Rosalind Sherry’S Getter。Use the strategy for

letters granting adjustments．Invent any details you may need

t0 write an effective letter．

When you finish your letter，refer to Figu re 6一B for my sample

reply．Figure 6一B shows you an acceptable format for a

typewritten business letter。
  ---------

}fls．R。Ha~lrnersledge

Hanager

[3abywor]d

321 1－26th StFeet

Vernon，BC V1T 383

Dear Hs．Hammersl edge：

1 900－36th Avenue

Vernon，BC V1T 3[34

Ha rch 31，1 980

It ha S T10N been thFee months Sj nce I 1eft my C{ndl coe baby Str01 1er

w{th you to have the handle repajred。  I ha Ve cal 1 ed you r"store

twice a week to flnd out when jt w{11 be ready and ha Ve been put

off contj nual 1y．

The worker 1 n you r"store who a rlswO．rs the 0h0}1e ha s  been rude

and unhel Pful．  In a number"of{rlSta rices。he to]d me that you

were out 0f the Store but WOUl d call me back at a certaj rl t{me。

You d1 d n01：Cal 1 back．

i wou]d 1 1 ke you to repal r the

the str01 1er wlth a Flew one。  I

handle 1mmedjatelY or"to

am sure that as ma r18ger

1 a r'ge Store you share my feel j ng that three months j S a

10ng to we’t for Servlce。

rePlace

of a

b1 t too

I r'eal 1 ze that the manufacturer may be s10W{n provldj ng you wlth

1 nformatlon on hi S po]{cieS regarding returns．Howeve r"，I thl nk

that as vendor of the str01 1er you a1 so bear a portjon of the

irespo r~sjb{1{ty for the defect{ve product．

1 wou]d g~-eatly apprec{ate your tel 1 jng me soon that you wil 1

~-epa{}^or rep]ace my stro]1 er 1~nedi ately。

j’uu r 3  s；Ilt_cf℃1 2／，

＜。。Q屯，f

＜6_Q k。，【

Rosal{nd She

   ----------

Ms。

1 90

Ver

V]T

ROSal j nd

O  ，  36th

nOR，BC

 384

 Sherry

Avenue

Dear Ms．Sherry：

B A B Y W 0 R L D

 321 1－26th Street

 VERNON，BC V1T 383

]980 04 05

f h…an{k．you for yo。ur 1etter drawing my attention to the difficul tjes

YOu have faced 1 n havi ng your Str01 1 er repaj red 0r repl aced．  。…

‘：m；!．meased t．o say that your new Ci ndicoe baby strol 1er 1 s n。w

waltl ng for P1 Ckup。    。…’。

’0u jave waited a 10n9 time for it，and I am very sorry that

you have been put to SO much work。

Ms．Sherry，you are

CUS

hap

the

new member

I ha ve taken

rlght-  We here at Babyworld are dedlcated

tomer．s wi th the best posSlble servjce．  I am

py w!th your new Str01 1er and I know that

 performance YOU expect from a 1 1 our products。

Yours S1ncerelY，

腸嫩－以紅

Ruth Hammers 1 edge

Manager
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2．Letters refusing adjustment

This kind of letter uses the order of saying。no?

1  Acknowledge the complaint but keep your restatement of

it to a r_}1inimum．Show that the comptaint has been received by

0 person with an open mind

2  Say tt’1at you are glad the reader brought the matte r to you r

attention and that you are eager to set matters right．Provide a

word of regret at the ineOnvenience caused．

3．  State the principle or policy on which you base decisions

and the facts you consider relevant in coming to a decision Do

not repeat false or erroneous statements or call attention to the

fact that they differ from what you believe simply state the

facts 8s you know them

4  State your decision．tf you cannot grant the request，try t0

grant a partial adjustment o r to supply help of some kind．

5 Tu rn ttie reader’s attention away from the cornplaint to the

f LltUf馥．

CorTlpanles sellIng products are not the only organizations that

receive letters of complaint。Public service 0rqanizations do．

too．一f-fle{etter that follows iilustrates a refusal from Such an

organization－the Highways Depanment，tn this case．a citizen

h8d written stating that a seCtiOn of highway neaf his home

was dangerous．He requested that a flashing amber Iight be

1 rtStaIIed to warn drivers of a dangerous intersection The rePlv

useS the St rategy outlined above：

Deaf Mr。Lee：

Thank you for your letter concerning the section of

Highway 50 1 near your home+The Highways

Department shares your concern about the safety of

50 1，particularly that section of it which has an

intersection near your home。

Highway 50 1，as you mention。has a considerable

amount of daily traffic，However，its accident rate－－2。65

accidents per million vehicle kilometers－is far from the

worst in the province，In fact，there are 2 9 other

highways with worse safety records．
   -------------

We have studies Underway that wilI result in the buildinq

of overpasses for a number of intersections a}ong

Highway 50 1．These things take time，as l’m su re you

know．We have to CO，ordinate OU r plans with mumicipaI

and provincia J authorities and the federaI government．

Money is assigned to these projects by priority，and，

judged by itS accident rate，Highway 50 1 does not have

top priority．

Accidents along Highway 50 1 a re not concentrated at

any one intersection。They a re spread over all the

intersections．Installing 8n amber light would cause little

change in the overall accident record．

However，we are CUrrently evaluatinq the need fO r a

reduction in the speed limit from 90 krn／hr t0 60 km／h r

along the entire length of Highway 5 0 1．1t is likely that

this measure will be taken within a yea r．Most certainly

this reduction will affect the intersection you mention．

This should correct the situation to some extent．

We appreciate your concern。Please w rite to US again if

we can be of further help．

Yours sincerely。

ln this case the goal is not to keep a paying customer but to

keep a taxpayer friendly，In either case，the strategy of refusing

8n adjustment is tO offer an honest，detailed，factual

explanation in a cheerful way
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