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Chapter 1
Fundamentals of Business Letters

Today, almost all the business communities recognize with one consent—
the significance of essential communicating skills, for all business activities rely
on satisfactory exchange of information. The written mode of communication
has always been popular in business as it generally provides a more permanent
record of the messages transmitted. Among various written media including let-
ters, memos, reports, instructions, notices, meeting agendas, minutes and oth-
ers, business letters are the most frequently used and remain an indispensable
part of business communication.

Learning Objectives

® Understand the functions of business letters.
e Know the principles of business letter writing.

Functions of Business Letters

Although many of business activities can be handled over the phone or in
person, business letters remain an indispensable and essential part of business
communication since business letters are one of the best ways to ensure your
message is accurately received, particularly if you are discussing technical or
highly detailed information. Without them, it would be impossible to carry out
many ordinary business activities. They serve a variety of business functions.

First of all, business letters serve as a means to elicit and exchange business
information and help establish and maintain business relations. They are used
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_to make or answer inquiries and offers, confirm sales and purchases, request
materials or information, answer customers’ questions, maintain good public
relations, and fulfill other relative business functions.

Business letters also function as written records fully recognized by the
courts. Letters of agreement are often drawn up between companies and inde-
pendent suppliers or consultants. Job offers made through the mail are regarded
as legally binding on the sender. If you accept in writing, your letter is a bind-
ing contract of employment.

Furthermore, business letters are a part of a company’s permanent record.
They can be used to verify bookkeeping and inventory entries. If you have a
question about a customer’s order, or about the details in an agreement, you
can check your file copy of the letter. You cannot do the same with an oral
communication unless you record every outgoing and incoming call.

Business letters can act as formal or informal public relations material.
They help to build goodwill between you and your clients, creditors, suppliers,
and other public groups. Your letter represents you and your firm to people you
may never meet personally or call on the phone. How you express yourself and
the appearance of your letter form an impression in the reader’s mind of you
and your business. .

Therefore, every business letter fulfills more than one purposes and it de-
serves considerable care and attention.

Writing Principlés of Business Letters

Business letters play an important role in the development of goodwill and
friendly trade relationship. They should be friendly and courteous, easy to
read, and easy to understand. In writing a business letter, there are certain
principles for you to follow. These principles provide guidelines for style and
presentation and choice of content. Called “Seven C’s”, they are: considera-
tion, courtesy, completeness, concreteness, clarity, conciseness, and correct-
ness.

1. Consideration
Consideration means that you prepare every message with the receiver in
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mind and try to put yourself in his or her place. Your letters should help create
a good impression and avoid leaving unfavorable impression or offending oth-
ers. Try to give the consideration to the receivers’ wishes, demands, interest
and difficulties by adopting their viewpoint. Emphasize the “ You-attitude”
rather than the “We-attitude” in business correspondence, and you will find the
best ways to express your better uiderstanding and present the message ...
Compare the following pairs of sentences: -

We-attitude You-attitude

We allow you 2 percent for cash You earn 2 percent for cash pay-
payment. ment.

We regret our inability to serve you Perhaps next time we can send you
at this time. what you require.

Since you failed to make the down The reservation was automatically
payment, we could not keep the cancelled since the down payment
room reservation for you after  was not received before 6:00 p.m.
6:00 p. m.

2. Courtesy

Courtesy is not merely politeness with mechanical insertions of “please”
and “thank you”. Rather, true courtesy needs to use tactful tone and respectful
expressions to show the honest attitude, thoughtful appreciation, sincere polite-
ness, considerate understanding and heartfelt respect. )

Answer letters promptly, for punctuality will please your recipient who
hates waiting for days for a reply.

Adopt the right tone in writing. Before you begin to write, think carefully
about the way in which you want to influence your customer, and then express
yourself accordingly, being persuasive, firm, or apologetic.

Avoid courtesy blunders in your letters. Discrepancy often occurs in busi-
ness, but it should be handled and settled with diplomacy and tact without ill
will on either side. Never show your anger in a business letter. Avoid suspicion,
accusation and talking down. Never use irritating, offensive and belittling
statements. ‘

Compare the following pairs of sentences:
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Poor

We are sorry you have misunder-
stood us.

You obviously ignored our request
that you return the report by reg-
istered mail.

In an establishment as large as ours,
we ...

Better
We are sorry we didn’t make our-
selves understood clearly.
We did request that you return the
report by registered mail.

Please notice that it is our common
practice to ...

3. Completeness

Completeness means your message contains all facts that the receiver needs
for the reaction you desire. _

See to it that all the matters are discussed, and all questions are answered.
An outline helps the letter to be full and complete. Keep in mind the following
guidelines for completeness: why do you write the letter, what are the facts
supporting the reasons, whether have you answered the questions asked or not,
what the reader has expected, and when desirable, give something extra,

4. Concreteness ‘

Concreteness means being specific, definite, and vivid rather than vague
and general.

Concreteness is always stressed, especially for letters calling for a specific
reply, such as trade terms, shipment, packaging, specifications and characters

of goods, figures and dates.

The following guidelines can help us write concretely: use specific facts
and figures; put action in verbs; prefer active voice to passive voice; choose
vivid, image-building words; pay attention to word order, putting modifiers in
right place. 4 '

Compare the following pairs of sentences:

Vague Concrete -

Please send your proposal to us as Please send your proposal to us be-

soon as possible.
There is a big market potential for
your products in China.

fore October 10.
The estimated annual market de-
mand for your products in China
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The sample will be sent to you by is about 600 tons.
our retailer. Our retailer will send you the sam-
ple.
5. Clarity

Clarity means getting your message across so that the reader will not mis-
understand what you are trying to convey.

A business letter is effective only when it communicates the necessary ideas
to its readers with clarity. Be certain about what you wish to say, express it in
plain, simple words, and present it in well-constructed sentences and para-
graphs, if necessary, in tables or graphs. Avoid ambiguity and expressions that
are liable to misunderstanding. Accurate, straight-forward, and simple English
is preferred in business letters.

6. Conciseness

Conciseness is saying what you have to say in the fewest possible words
without sacrificing completeness and courtesy.

In business correspondence, conciseness means increased effectiveness and
decreased costs. It helps to save both the writer’s and the recipient’s time and
energy. A business letter should be precise and to the point. To achieve con-
ciseness, try to keep your sentences short, eliminate excessive details, and a-
void wordy expressions and redundancies. What’ more, careful paragraphing
can make a business letter easier to read. It is a good rule to confine each para-
graph to only one point or topic.

Compare the following pairs of sentences:

Wordy Concise
at the present time now
due to the fact that because
Attention should be called to ... Please note ...
Please be advised we have received We have received your L/C.
your L/C. _
They attend the fair for the purpose They attend the fair to find a part-
of findirig a business partner. ner.

The writer wishes to extend grateful Thank you for your letter of March
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thanks to you for the letter you 15.
send us on March 15.

7. Correctness A

The term correctness, in addition to proper grammar, punctuation and
spelling, also means appropriate tone and accuracy of information.

Using the right level of language can help convey the real message without
causing offence even if it is a letter of complaint or an answer to such a letter.

Accurate information is of primary concern to business writers since busi-
ness letters involve the rights, the duties, and the interest of both parties. Ac-
curate figures and exact terms are particularly important as they are the basis of
all kind of business documents. Therefore, we-should neither overstate nor un-
derstate, because overstatement might throw you in an awkward position while
understatement would lead to less confidence and hold up trade development.

Words and Expressions

fundamental n. RBRE,RIN;EX K consultant n. P, & X &, &

iR #) &

community n. Bk, #£K, 44, binding contract A A kELH R A
R4 #) R ¢4

with one consent —#H B &, — % verify v. #H%,&iE.RE
B 2% bookkeeping n. ik, &t

communication n. X if; A5 inventory n. #AW;i@m 8 ;M
ik FEMEE

indispensable adj. AR X 49, entry n. BiL; ®IR;IEE; AR ;
oo RIT K B

elicit v. %, K&, FH query n./v. B #; & H, 4 F,

inquiry n. 4,99 T e

offer n. #HFL.AHK goodwill n. #&,FW, AFX%A

confirm v. #ik,HE client n. HBW%.%F

public relations 23t% % creditor n. fHAA

fulfil v. BA7; T8, TR represent v. K E;HAE

draw up - &, 2% courteous adj. HAALH.RAN

supplier n. AE#H,.H#HEH courtesy n. AL, AALALF
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guideline n.
AR

consideration n.

W F K, 4,

& BB, hix
-3
R E
L RRORES
AN
I, LM
business correspondence # Jk &
2, k%13
tactful adj.
35
promptly adv. Rifi,#3Hk
punctuality n. R
#8035 B S,

concreteness n.
* clarity n.
conciseness n.
correctness n.
completeness n.

A6 Bk &

accordingly adv.
T2

persuasive adj. HBLIR A, H&
AAE RS

blunder n. B&H4E,H5%
diplomacy n. XX FH
belittling adj. #BAH, KAy

I. Discussion.

trade terms

Ru&#: K HRE

shipment n. #£ 4, %5, (&)
15 Hr
packaging n. & E,.EH

specification n. ##&, T ;H K
B
modifier n. H4HE, BAHR S

ambiguity n. HEAR & T, ¥ L,

L

be liable to % F eeeee- o, %
G vennertly

straightforward adj. Hi:d, A

AT LY mEN
precise adj. (FiE%) AWy,
ey, AL '
o,
M2, HERR, M

to the point
climinate v.

redundancy n. # T, REkRLE
5
overstate v. A%, &k

AR IR AR T 23t

understate v.

1. How do you understand the functions of business letters in international

business?

2. What are the seven writing principles that we should observe when we
write a business letter? What is the implication of each principle?

Exercises

|. Rewrite the following sentences to make them concise and effective.
1. The plant is successful in terms of production.
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2.

10.

11.

12.

We wish to acknowledge receipt of your letter of July 5.

. It is inevitable that oil prices will rise.

. We require cameras that are of a new type.

. It should be noted that this is the best price we can offer in this season.

. We allow you 3 percent discount for cash payment.

. There is a need for more careful inspection of all welds.

- Our normal practice is that we usually insure shipments for the invoice val-

ue plus 10%.

. We are informed that similar goods of American origin have been sold

here at a level about 30% lower than you.

He will fly to Germany next week for the purpose of meeting Mr. Stwar-
tz in person.

There appears to be a tendency on the part of investment bankers to be-
come more cautious.

This product not only is welcome for its reasonable price, but also for its
fine quality.




Chapter 2
Layout of Business Letters

A good business letter can play an important role in trade, increase friend-
ship and obtain complete understanding between the parties involved. Business
letter-writing is one of the necessary business skills. To write an effective busi-
ness letter, you need to know not only the basic structure and the format of a
business letter, but also the addressing of an envelope.

Learning Objectives

® Know the parts of a business letter.
® Know the format of a business letter.
® Know how to address an envelope.

Elements of a Business Letter

The contents of a business letter can be divided into two parts: basic parts
and optional parts. The basic parts are those that must appear in a business let-
ter while the optional parts might appear when needed.

The following table shows the basic and optional parts of a business letter.

Basic Parts of a Business Letter

e 23V

Optional Parts of a Business Letter

AT EER Y

(1) Letterhead 1% %

(2) Date Line B #47

(3) Inside Address 3R ubit
(4) Salutation #r=f

(8) Reference %% /&%

(9) Attention Line ##A

(10) Subject Line ¥ dy/ F # 47

(11) Identification Line 4£&/47¢P A
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(Continued)

Basic Parts of a Business Letter Optional Parts of a Business Letter
AR ] 2R
(5) Body of a Letter JEXX (12) Enclosure Rt

-9 % T4 (13) Carbon Copy #)i% .

(6) Complimentary Close
(14) Postscript MZ

(7) Signature #.&

The following letter is designed to illustrate the position of each part men-
tioned above. After that, all the elements will be introduced one by one with

more details and examples.
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1. Basic Parts of a Business Letter _
(1) Letterhead {53k .

The letterhead expresses a firm'’s personality and is generally printed on the
firm’s stationery. It helps to form the impression of the writer’s firm. Styles
vary considerably, but they all give similar information, usually containing all
or some of the following elements: the company’s name and address, postcode,
telephone number, fax number, e-mail address, even web address. They may
be positioned in the center, or-at the left margin for the block style, or flush at
the right margin for the indented style. '

(2) Date Line HE8{T -

Business letters should have the correct date typed under the letterhead.
The date should be typed or written in full, not in abbreviated form since the
date records when the letter is written and may serve as an important refer-
ence. It is usual to show the date in the order of day/ month/ year (British prac-
tlce) , or month/day/year (American practice).

Regarding the date line, pay attention to the following points:

.A. YEAR should be typed in full.. Avoid abbl:eviation. For éxample, 2003

~ cannot be replaced by 03.
B. MONTH is preferably spelled out in letters, to avoid confus1on For ex-
ample, 12/11 can be November 12 or December 11.
C. For the day, either cardinal numbers or ordinal numbers can be used.
However, there is a growing tendency to omit the ordinal suffixes (e.
" g. -sty-nd,-rd and -th). So the recommended forms for the date are as



