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Letter Writing
1.0
Nine principles of letter writing

i.
Be clear

Everything you write should be checked for clarity because if the message is not clear, communication will not take place.
a. Choose words your readers will understand. Avoid technical jargon unless you are a specialist writing to another specialist in your field.

b.  Use sentences of appropriate length- not too long. Good sentences allow the reader to grasp the points quickly.

c. Use ordinary words rather than more unusual ones. For instance, do not write ‘subsequent to’ when you write ‘after’.

d. Decide whether to use the active or passive voice. Simple, direct language is often the most elegant and forceful. The active voice is strong because the subject of the sentence is doing the acting. The passive voice creates a different meaning because the subject is being acted upon.

e. Make use of variety in your sentences. Do not begin each sentence in the same way.
f. Use paragraphing to make the letter readable. Each short paragraph should have one central idea expressed in a topic sentence, which is usually at the beginning of the paragraph. Every sentence in the paragraph should be related to the topic sentence to achieve unity.
ii.
Be complete
Completeness is just as important as any other element in making a letter clear. If you forget to include an essential detail in a letter there will be a delay, annoyance, extra expense and possibly a loss of business.

Before starting your communication it is important to collect all the facts that are needed. Then make a plan or outline of the letter, checking that nothing is missing. After the outline is completed, make a rough draft of the letter. Read it carefully as if you were the recipient. Rewrite or add to it if you are in any doubt or if it is incomplete.

iii.
Be concise (or brief)

Conciseness means saying all that you want to say in the fewest words possible. This does not mean you have to keep letters short- but do not waste words.
Your recipient needs to be able to understand the contents of your letter with as little effort as possible. Needless words are tiring to read. If you are not brief you are likely to lose the reader’s interest and risk the letter being put aside and not read at all.

Avoid the following:

a. Redundancy, or useless repetition
Please meet me at 2 pm in the afternoon

The words in plain type can be omitted without the message being altered or misunderstood.
b. Worn-out phrases, clichés and jargon
under separate cover

it has come to my attention

herewith please find

duly noted

c. Circumlocution or pomposity. Do not take the long way to say something simple
For the purpose of = for

With regard to = about
d. Verbiage or padding- the use of excess words
We apologize that we have made an error of this description and assure you that we will be doing our utmost to ensure there is no repetition in our future dealing with you.

It would be much simpler and clearer to write:

Sorry for the mistake. We will try not to do it again.
iv.
Be concrete

If sufficient information can be obtained, use concrete words and statements rather than abstract ones. Abstract words are general and vague, whereas concrete words have clear, specific meanings:

Majority (abstract), 73 percent (concrete)
Car (abstract), 1988 yellow automatic Ford Laser (concrete)

Progressive shares have fallen dramatically this year (abstract)

Progressive shares have fallen from 515 to 138 in year 2000 (concrete)

v.
Be correct

Errors in spelling, grammar and punctuation seem to leap off the page. The reader may become so put off by them that the message is lost or, at the very least, loses credibility.

Another reason for correctness is the possibility of a misunderstanding caused by mistakes. If someone wrote to a speaker ‘Your talk will be followed by dinner, to begin at 8.30’ can you see the possible confusion?
vi.
Be courteous

The tone of a statement is the emotional impression conveyed by the choice of words. Letters should convey a positive, helpful tone. There is no place for rudeness in business letters, even if you feel angry about the situation. 
Consider your use of the following type of words:
a. Courtesy words
Take every care to use polite words such as ‘please’, ‘thank you’ and ‘appreciate’.
b. Demand words
Stilted and impersonal expressions do not convey a real interest in the reader.

c. Negative or ‘snarl’ words
We do not like to be told about our defects bluntly, so we should beware of blaming people with such expressions as ‘unfortunately you failed’. A positive tone establishes a positive climate.  Compare these messages:

No smoking

Thank you for not smoking
vii.
Be considerate (the ‘you’ attitude)

The ‘you’ attitude maintains a tone of courtesy, tact and true consideration for the reader. It reflects sensitive thinking by the writer. Focus on the reader’s needs and put yourself in the reader’s shoes. It is important to avoid the ‘you’ approach at times, out of wish not to offend. For instance, instead of writing ‘You did not answer my letter’, it would be more tactful to write ‘I have not yet received an answer to my letter’. Changing from the active to the passive construction also takes away any curtness in tone.
viii.
Be coherent

Coherence is a natural or logical order which makes sense and is easy to understand. At sentence level, coherence refers to the order in which the words are arranged within each sentence. It is lacking if the arrangement causes misinterpretation.
At paragraph level, coherence means that sentences within a paragraph relate to one another in such a way that ideas develop smoothly and logically. Also, related paragraphs within a larger piece of writing flow smoothly from one to another.
ix.
Be candid
People appreciate sincerity and straight answers. You will lose the trust of your readers if you do not share your knowledge with them.
2.0
Guidelines for Writing Business Letters
Stated below are the guidelines for writing business letters:
i.
Positive letters

A positive letter is one in which we believe that what we have to say will make our reader pleased. The normal procedure is:

a. Present the good news
b. Give the details of the message

c. End with a statement of goodwill.

These letters are easy to write because of the nature of the message.

· First paragraph
Open the letter with a concise statement saying ‘yes’ at once. Be careful not to use negative words, e.g. ‘We will service your video but the labor charges are not covered in your warranty’. It is better to write ‘Yes, your warranty is still in effect’. The information about labor costs should be included in a letter paragraph.
· The body of the letter.
Be direct and specific about the details, leaving no possible questions unanswered.

· Ending
Here is a chance to promote goodwill for the company or service and possibly to promote other items.

ii.
Negative letters

A negative letter is difficult to write. Its main task is to refuse, but to do so in such a way that the reader will understand the reason and, although disappointed, will retain goodwill. It is important that the whole letter is read, so it must be designed to ensure this. The ‘you approach’ is therefore of paramount importance.

· Begin with an interesting, relevant but neutral comment.

· Present the explanation details in a positive manner.

· Ensure that the reader understands the letter is a refusal.

· Finish on a positive note t promote goodwill and, if possible, suggest a suitable alternative.

3.0
Types of Letters
There are several types of letters:
i. Complaint Letter
The letter should state clearly, calmly and specifically just why you think the company concerned needs to make an adjustment or an apology. It should be firm without being rude and it should state what action is required.
This following letter is modeled on the following checklist:
	Item
	Detail 

	Content
	1. relevant

	
	2. specific

	
	3. complete

	
	4. convincing

	Structure
	1. logical sequence

	
	2. suitably paragraphed

	
	3. suited to optimum acceptance by reader

	Format
	1. acceptance conventions evident

	
	2. consistent

	Expression
	1. clear

	
	2. concise

	
	3. suited to the context and audience

	
	4. correct

	Tone
	1. firm

	
	2. polite


Example:

ii. Enquiry Letter
A letter of enquiry asks for information and should be specific, simple and brief. There should be some indication of when a reply is needed.

Example:
BELL MANUFACTURING COMPANY
1-1-2 Shibaura Minato-Ku

Tokyo, 183-8538 Japan
Tel.: +81-038-555-2850  Fax: +81-038-555-2859
Bellmanufacturing@bellman.co.jp

www.bellmanufacturing.ac.jp
27 May 2014
Mr Neo Chan 

Sales Supervisor

Sales Department
Kowloon Company

13 Bayview Street

Kowloon, Hong Kong
Dear Mr Chan

Re: Advanced Semiconductors
I am a systems engineer at Bell Trading . We are planning to launch a new cell phone 

model. We need an advanced semiconductor for this project.

My company is considering using your new release semiconductors of your company.

We need, however, information about the following:

	1. Discount
	2. Unit price
	3. Delivery
	4. Terms of payment
	5. Warranty


I look forward to hearing from you.
Yours Sincerely,
J. Suzuki
Jun Suzuki 

Senior Systems Engineer 

cc Mr Masato Mukarami
iii. Request Letter
Request letters ask for services. They should be clear and written well ahead of the time the service is required. Because you are asking for a favor, try to make the project sound interesting and attractive.

4.0 Format of Letters
i. Letterhead
Most business stationary is printed with the company’s name or individual’s name, address, telephone number(s), fax number, address and logo.

ii. References
Serial numbers on letters aid filing. The correspondent’s reference should be copied under the heading ‘Your reference’.
iii. Date
Write the date as follows:

day, month, year, with the month written in full – 3 December 2014.
iv. Inside Address

Always include the name and address of the person or organization being written to.
v. Attention line
This is included when the sender knows who is dealing with the correspondence yet the letter is being sent to a company.
vi. Salutation
‘Dear Sir or Madam’ is used if the recipient is not known. Where the addressee is known, the name should be used either formally (‘Dear Ms Colbert’) or familiarly (‘Dear Ethel’), depending on the circumstances. Companies are addressed as ‘Dear Sir/Madam’.
vii. Subject heading
It is useful for filing. It helps the letter reach the right department in a big company. It summaries what the letter is about so helps the reader. It also helps the writer to get straight to the point in the letter.
viii. Complimentary close
The close should agree with the salutation. If the letter is impersonal and informal, the salutation should be:

‘Dear Sir … Yours faithfully’.

When there is more personal approach it should read:

‘Dear Ms O’Sullivan… Yours sincerely’.
When personal names are used, often just ‘Sincerely’ is used as a close.  If there is a special friendship between the parties the close should be ‘Best wishes’ or ‘Kind regards’.

ix. Signature
Every letter should be signed by the person responsible for it. The name should be typed beneath the signature, with title or office (designation) below it.
x. Enclosure
The abbreviation ‘Enc.’ means that something has been enclosed in the letter.   If there is more than one enclosure, a number is added (e.g. ‘Encl. 4’).
Sometimes the enclosures are named, e.g. ‘Enc. Cheque'.
xi. Copies

The notion ‘cc’ (‘carbon copies’ or ‘copies circulated’) means that copies of the letter have been sent to the person or persons named (e.g. ‘cc Ms J. Robinson’).
5.0
Letter layouts
i.
Full–Block Layout
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· All the typing begins at the left-hand margin (except for the printed letterhead).
· Open punctuation is used. All punctuation outside the body of the letter is omitted.
· Note the short paragraphs for easy reading.
ii.
Semi-block layout
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A semi- block layout business letter is justified against the left margin with the exception of including ;the return address, the reference line, and your closing, signature, and printed name. These are tabbed about one third to the right of the page.
iii.
Block Layout

6.0
EXERCISES
Find the mistakes and rewrite the letter.
February 21th

Dear Alan Thompson

Thank you for your letter from February 18 and for your interest in our products.

I am sorry to hear that you wont be able to attend our presentation on March but I hope we can to arrange a later date. We’re planning another presentation for April 11. I attach a copy of our latest catalogue and prize list Contact me again if you need any more information.

I look forward to hear from you. Your sincerely
Paul Jones



Source:
Beisler, F., Scheeres, H. and Pinner, D. (1993). Communication Styles (2nd ed.). Ceshire: Longman.
Appendix 1
Departments in a company:

1. Human Resource Department

· Responsible for employing and training people and for taking care of workers who have problems.

2. Personnel Department

· Responsible for taking care of and keeping records of all the workers working there and for choosing new workers.

3. Marketing Department

· Responsible for how a product/service is advertised and promoted.

4. Research and Development Department

· Responsible for studying new ideas and developing new products.

5. Information Technology Department

· Responsible for company’s computers and network.

6. Maintenance Department

· Responsible for the office/building.

7. Sales Department

· Responsible for selling the product/service.

8. Customer Service Department

· Responsible for providing customers with information and deals with any problems or complaints that they have.

9. Finance Department

· Responsible for payments, bills and expenses.

10. Dispatch Department

· Responsible for the delivery of orders.

11. Production Department

· Responsible for making the product.
Appendix 2

PLASTIC ENGINEERING SDN BHD

No 24 – 30 Jalan Tanah Merah 60

Kawasan Industri II

81000 Kulai Johor Darul Takzim
Tel.: 07-6523366  Fax: 07-6526699

Your reference PS/pj

Our reference DS/jr

18 April 2014-09-03
Mrs Julia Sutton

258 Jalan Cemara

Taman Gemilang

81300 Skudai

Johor Darul Takzim

Dear Mrs Sutton

DONATION TOWARDS A PLAY CENTRE

Thank you for your letter of 10 April 2014 asking our organization for a donation for the Skudai Play Centre.

This is a very worthy cause and deserves every support from the community.  We wish that we could help you.
Company policy is that we allocate all charitable donations for the following year at a meeting in December.  It is then that we examine all the requests and and decide on our contributions.  This saves us time and pleases our accountant.
Perhaps you could write to us later in the year with a view to being on our distribution list in 2015.  A special distribution form is enclosed.  We hope that you are successful with your play centre.

Yours sincerely
Paul J. Simons

Paul J. Simons

General Manager

Encl

Appendix 3

PERPUSTAKAAN SULTANAH SURAYA INTAN
Univeristi Kejuruteraan Kebangsaan
68000 Ampang
Selangor

Tel. 03-41074462   Fax: 03-41074464   www.pssi@ukk.edu.my
Your reference PH/fee/18.7.14
Our reference SMSJ/pssi/18.7.14
22 July 2014

Mr Peter Hopkins

Faculty of Electrical Enginnering

Dear Mr Hopkins

BORROWED LIBRARY BOOK AND MATERIALS

This is to request the return of your borrowed library book and materials that have long been overdue.

Thank you for your cooperation.
Yours sincerely

Sharifah Munirah Syed Jaafar
Sharifah Munirah Syed Jaafar
Circulation Unit

EXAMINATION

PART 1

To : 

All Staff

From : 

Head of Welfare Committee

Date : 

4 December 2014

Subject : 
Free Breast Cancer Screening Session

According to the subject above, we are from welfare committee of our company will organise a free breast cancer screening session for ladies. You are kindly invited to our free breast cancer screening session in order to detect early signs of breast cancer as it is a rising concern among women.

All of you are kindly invited to join this event to make sure you are free from breast cancer.

The details of the event are as follows:

Date : 

10 December 2014


Time :

 8.00 a.m. to 5.00 p.m.

Venue : 
Seminar Hall FGHT

Thank you.

Head of  Welfare Committee 

To : 

All Office Staff

From : 

Mr. Salman Khan ( Event Director of Welfare Committee)
Date : 

4 December 2014

Subject : 
The Talk Of Breast Cancer From The Welfare Committee Too wordy\
Free Breast Cancer Screening Session
Due to rising cases of breast cancer among women, you are kindly invited to the upcoming event about our breast cancer screening session that are organized by The Welfare Committee that will be held on the following:

Date : 
7 December 2014

Time :
 9.00 am – 5 pm
Venue : 
Dewan Sultan Iskandar

Agenda :

1. Address by Chairman.

2. Confirmation of minutes .

3. Matters arrising.

4. To discuss about the breast cancer as it is a rising concern among women.

5. To finalize the effort and method of free breast cancer.

6. Other matters.

If you have any questions or concerns, please contact me at ext. 31791.  Attendance is mandatory.

Thank you.

Mr.  Salman , Office Manager

To
: 
All Female Staff

From
: 
Welfare Committee

Date
: 
4 December 2014
Subject
: 
Free Breast Cancer Screening Session
You are kindly invited to attend an event on a free breast cancer screening session that will be held on :


Date
 :
 6 December 2014

Time
 : 
2  pm - 5 pm


Venue : 
Meeting Room

This event is conducted to detect early sign of breast cancer as it is a rising concern among women. If you have any questions, please contact me Mr Shahril, Head of Welfare Committee at 011-1234567.  Your participation are is kindly appreciated.

Salutation:

Dear Sir/Madam


Yours faithfully

Dear Mr Thomas (Surname)

Yours sincerely

Dear Michael



Yours sincerely

Dear Sir



Yours faithfully

Dear Madam



Yours faithfully

Dear Ms Smith


Yours sincerely

Hi Michael



Warmest regards/regards
Miss

Single

Ms

Privacy/Professionalism (No biasness)

Mrs

Married

Part 2:

1. Mahathir

2. Suhada

3. Faizman

Part 3:

1. Nur Farhana

2. Mohamad Azuwan

3. Nursyahira

amjamiah@yahoo.com[image: image3.png]



No. 171, SS2/76 Kelana Jaya


47300 Petaling Jaya


June 30, 2014


Customer Service


Cool Sports Sdn Bhd


Lot 2898, Jalan SS2/72 Kelana Jaya


47300 Petaling Jaya


Dear Sir/Madam


FAULTY SOCCER SHOES


I have recently ordered a new pair of soccer shoes (item #6542951) from your website on June 21. I received the order on June 26. Unfortunately, when I opened it I saw that the shoes were used. The shoes had dirt all over them and there was a small tear in front of the part where the left toe would go. My order number is AF26168156.


To resolve the problem, I would like you to credit my account for the amount charged for my shoes. I have already went out and bought a new pair of shoes at my local sporting goods store so sending another would result in me having two pairs of the same shoes.


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 019-2672434.


Yours Faithfully,


Ken W. Thomas


Ken W. Thomas





TREEFERN GULLY TENNIS CLUB


10 Dorset Park Road


TREEFERN GULLY 4063


Tel. 416-2807


5 July 2014


Manager


Success Sprayers Ltd


53 Melbourne Rd


BOX HILL 4129


Dear Sir


REQUEST FOR A QUOTATION FOR WEED SPRAYING


At yesterday's Committee Meeting the club decided to obtain quotations from three weed spraying companies, including your own, to help us overcome our weed problem.


We have four grass and two asphalt courts. The courts, verges and fencing are weed infested. Also weeds grow in cracks in the paths. Our efforts to pull them out by hand over the years have not been successful.


As our season opens on Saturday 18 August we would like to have the weeds cleared at least two weeks before that. So our deadline for a quotation is Monday 30 July.


Our other concern is for safety. We need the job completed using a spray that cannot endanger children and animals.


lf you are interested in quoting I can be contacted at 3 Maynard Crescent, Treefern Gully (Ph: 387-1452) most evenings. I can then make a convenient time to show you around the club.


I hope to hear from you soon and hope that we can do business together.


Yours faithfully


Joseph Jackson


Joseph Jackson


Hon. Sec.





HORIZON MANUFACTURING PTY LTD


624 Kingsford Street


Smithfield, NSW 2164


Australia


Tel.: 297580624  Fax: 297580634  www.horizon-manufacturing.com/


Your reference DR/ct


Our reference CD/mp


13 February 2014


Ms Donna Rogers


Production Manager


Banksmeadow Ceramics Pty Ltd


Botany Road, Banksmeadow


Sydney, NSW 2019


Dear Ms Rogers


MODIFIED MJ-157 KILN


Thank you for your detailed report on the development of a modified MJ-157 kiln which would fill a potential market opening in Australia.  Ideally the kiln needs to reach a maximum temperature of 1250 C at 190 volts.


Your estimated development costs of $272 000 would make the project viable.


We agree to pay 40 per cent of the development costs providing


the cost is kept under $280 000 and


the kiln is ready to go into production by 15 December 2014.


Do you have any idea at this stage when the prototype would be ready for us to do the necessary testing?


We will be waiting for information on how the project is going.  Please keep us fully up to date with quarterly reports so that we can monitor progress and perhaps even assist with our expertise.


Please confirm these arrangements in writing so that there is no delay in beginning this venture.


Yours sincerely


Bryan E. Lewin


Bryan E. Lewin


Project Manager





You are a secretary at Public Alliance Bank. As a token of appreciation, your company plans to organise a trip to Egypt for salespeople who have met sales targets. Your manager has asked you to write a letter of enquiry to Golden Travel Sdn Bhd to enquire about the tour packages available, cost, itineraries and other necessary details.





Your restaurant recently hired a contractor to carry out some paint work. The work was completed on time but the workers did not follow the color specifications agreed upon earlier. Not only that, certain parts were done sloppily and the paint has started to peel off. 


Write a letter to the contractor regarding this matter.





FULL-BLOCK LAYOUT


‘Saying No to a Request’ Letter





FULL-BLOCK LAYOUT


Letter of Request
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