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Chapter 1

Fundamentals of Business Communication

" Learning Aims

At the end of this chapter you should be able to:

(1) have a concept of several most popular business letter forms in
modern society;

(2) know the basic layout, format, components and writing
principles of business letters;

(3) learn how to address an envelope;

(4) get to know some other common communication methods like
Skype and MSN.

® Background Information

The underlying principle of business communication in today’s world is exchanging information
in the most concise manner possible in order to do business well. Written, oral, visual and multimedia
communications all aim at giving out a clear and well thought out message. Understanding how to
write business letters in a certain kind of setting is one of the most important things.

Advanced by technology, fax, email, and other instant communication methods such as
Skype and MSN, have been making business communication easier, and forcing business people
to communicate in a faster and clearer manner.

Although emails, which make business writing more casual, are most frequently used today, there
are still occasions when we need to write formal business letters. The two actually have many common
writing principles. Once you learn how to write the formal ones, you get to know the casual ones easily.

Some common principles for example are:

(1) Using proper salutations is still an indispensable part of both kinds of writings’ etiquette.

(2) Understanding how to compose the letter’s body by using introduction, supporting and
closing paragraphs helps to effectively illustrate a business idea.

(3) Using communication strategies—from persuasive phrases to the proper wording—to
help convince or appease the reader.

1.1 Letter

® 1.1.1 Parts of a Business Letter

Generally speaking, an ordinary business letter mainly consists of seven parts:

1
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(1) Letterhead (f53k)

(2) Date (H#¥D

(3) Inside Name and Address (3 P9 & FRFHAE)
(4) Salutation (FXIF)

(5) Letter Body (1F30)

(6) Complimentary Close (RN MI45R)

(7) Signature (24 )

Under some circumstances more parts may be contained:
(8) Attention Line (F§&WfE A)

(9) Subject Line/Caption (ZH )

(10) Reference Notation (£7p AL5)

(11) Enclosure/Encl. CF#44)

(12) Carbon Copy /CC (#/i%)

(13) Postscript /P.S. (&

Letter 1
BEIJING LIGHT INDUSTRIAL PRODUCTS
IMP. & EXP. CORPORATION Letterhead
Tel: (010) 66668888 E-mail: bjlipc@yahoo.com.cn
Your Ref: 038/te Our Ref: QY T/zcs April 9, 2012
~
P & H Company Reference and
8000 Lincoln Drive Date
New York, NY 1122
~USA. Inside N
" Attention: Import Dept. TISIE NATe
Dear Sirs, and Address
S,}lbject: Lea_
- Salutation
We thank you for your letter of March 28.
As requested, we are sending you herewith a copy of our latest price-list
for your reference. Please note that all prices are understood to be subject Letter Body
to our final confirmation.
We look forward to your specific enquiry. -
Complimentary
Yours faithfully, Close
Z.G. Wang Signature
Manager

Encl: as stated
CC: our Branch Offices
P.S.: Your letter of April 2 has just arrived. We will look into the matter.
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Q: Can you specify different parts in the above letter by using the following descriptions?

A letterhead includes the sender’s name and address, postcode, number of telephone, telex
Letterhead and fax, E-mail address, etc. It is usually printed on the top centre or typed on the right or
left side of the paper depending on the different styles of letters.

The reference is helpful for filing or searching. It may include a file number, department
code or the initials of the signer followed by the typist of the letter. They are marked “Our
Reference and Date Ref.” and “Your Ref.” to avoid confusion. They are typed immediately below the letterhead.

The date should always be written in standard form: September 3 (rd), 2012; or 3 (rd)
September, 2012 for British, for example. All number form (3/9/2012) should be avoided.

Generally, the inside name and address should include some or all parts of the following:
Inside Name and Address the receiver’s name and title, company name, street address, city, state/province, postcode
and country. It appears on the left margin and usually starts two to four lines below the date.

Two lines below the inside name and address of a letter is the salutation. The customary
formal greeting in a business letter is “Dear Sir” or “Dear Madam” (“Dear Sirs”, “Dear
Salutation Mesdames” for addressing two or more people).

It is always advisable to try to find out a name. If you know the name, use the title (Mr.,
Mrs., Miss or Ms, Dr, etc.) and the surname only.

The part that expresses the writer’s idea, opinion, purpose and wishes, etc. It usually
begins one or two lines below the salutation. Lines within a paragraph should be
single-spaced and double-spaced between paragraphs.

The first paragraph should be short and state the purpose of the letter—to make an

enquiry, complain, request something, etc.
Letter Body The paragraph or paragraphs in the middle of the letter should contain the relevant
information behind the writing of the letter. Most letters in English are not very long, so
keep the information to the essentials and concentrate on organizing it in a clear and logical
manner rather than expanding too much.

The last paragraph of a formal letter should state what action you expect the recipient to
take — to refund, send you information, etc.

The complimentary close ends a letter in a polite way. It is usually placed two lines below
the last line of the body of a letter. The main words in complimentary close are as follows:
sincerely, faithfully, cordially, respectfully and truly.

Usually, we use
Complimentary Close 1) Yours Faithfully,

If you do not know the name of the person, end the letter this way.

2) Yours Sincerely,

If you know the name of the person, end the letter this way.

See Tips for more information.

The writer’s signature consists of a handwritten signature and a typewritten signature.
When typing a letter, sign your name below the complimentary close, and then print it
underneath the signature, followed by your title/position. Signature can either be Chinese or
English, and should contain your own style of writing.

The attention line is used to name the specific individual the letter is addressed to. It is
Attention Line usually placed between the inside address and the salutation or within the inside address and
centered over the body of a letter in the indented style.

The subject line is the general idea of a letter. It is usually placed one or two lines below

Signature

subjert Line/Caption the salutation and centered over the body of a letter in the indented style.
The initials of the person who types the letter should appear in business letters. If the
Reference Notation dictator’s name is not typed in the signature area, the reference notation shows the initials of
both the dictator and the typist. It is placed two or three lines below the signature.
Enclosure/Encl. If something is enclosed, note it below the reference notation.
Carbon Copy / CC If copies of a letter are sent to other parties, type CC below the enclosure.
Postscript/P.S. If the writer wishes to add something he forgets or for emphasis, he may usually add the

postscript two lines below the carbon copy notation.

® 1.1.2 Layouts of a Business Letter

There are several letter styles used by people nowadays. We mainly introduce two styles
that are frequently used, namely the blocked style and the indented style. The modified style and
the simplified style will be simply referred to.

1. The Blocked Style
All typing lines begin at the left margin of a letter.

3
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Letter 2
R A ) BIE 3K H 1% B R B RES INA R AL 50 8GR L B BSR4 B K B [a] I
Ui B PR ML (6] 5 3 f, R T BRI
Marketing Department of Huagiang Company
200 Beijing Road, Changchun, Jilin, 130001, China

September 12, 2012
Prof. Thompson

Harvard University
Boston, MA 02163
U.S.A.

Dear Professor Thompson,

To celebrate the fiftieth anniversary of the founding of our company, we request the honor of
your presence at a reception which is to be held at Dayu Hotel, Changchun on September 30
from 7 p.m. to 9 p.m.

We would be glad if you could come.

Sincerely yours,
.. Mike Tang
2. The Indented Style
(1) Paragraphs of a letter are indented, usually four or five spaces.
(2) Each line in the letterhead and the inside name and address is indented one or two spaces.
(3) The date should be placed on the right-hand side.
Letter 3
GYERBIRER THBRAFIEE, FFERREWE.
Harvard University
Boston, MA 02163, U.S.A.
September 20, 2012

Mr. Mike Tang
Marketing Department
Huagiang Company
200 Beijing Road
Changchun, Jilin 130001
China

Dear Mr. Tang,

Thank you very much for your invitation to join the fiftieth anniversary of the founding

- of your company at Dayu Hotel, Changchun on September 30.

4
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: I will be happy to be there at 6:50 p.m. to take part in the reception, and look forward to
. it with pleasure.

Yours sincerely,
Thompson

3. The Modified Style

(1) The mixture of the above two formats. Some of the parts remain “blocked” with the
body paragraphs, allowing some other parts — both standard and optional parts — indented.

(2) There is more than one format for this style.

(3) Suitable for friends or people with close relations.

Sample

Huaqiang Company
200 Beijing Road, Changchun, Jilin, 130001, China
July 8, 2012

ABC Company
5688 Sussex St.
Buffalo, NY 14384
US.A.
Dear John,

We enclose detalls Of ****************************.

Wlll yOU ************‘?

Best regards,
Mark

4. The Simplified Style
(1) All parts of a letter begin at the left margin.
(2) This style omits the salutation and the complimentary close.
Sample
" 245 Zhongshan Street
Fuzhou, Fujian 350001
China
July 25, 2012
Miss Helen Brown

128 Berry Drive
Minneapolis, MN 55106
U.S.A.

We haVe received **************************‘

We hope we can place large orders.

. Zhao
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“ 1.1.3 Principles of Business Letter Writing
When writing business letters, there are several principles to help you write better, such as
“Seven Cs of Effective Business Letter Writing”.
1. Courtesy

Try to avoid irritating and offensive statements. It is also polite to answer a letter promptly.
For example, “Thank you”, “I’m sorry” and “If you have any question, please feel free to ask
me.” are sentences with courtesy. Avoid phrases like “you should”, “you must”, etc.

2. Clarity

The sender must express the meaning clearly so that the receiver will understand it well.
Therefore, Clarity includes the following requirements:
(1) Use common words:

Unsuitable Suitable
metropolitan big city
render give
accomplish do
approximately about
obligation duty
utilize use

(2) Use pictures: pictures include line graph, map and photos. They can be easily understood
rather than long descriptions or figures.

3. Conciseness

Try to use the simplest sentences and fewest words to explain the meaning clearly.
Remove cliché and unnecessary words / information.
Replace the nouns with verbs.

® We can’t deliver the parts in PO 528-746 today because of the heavy rain. ~
® [t’s a pity to inform you that due to the heavy rain at this moment, we can’t make it
possible for the delivery of PO 528-746 within today. X

4. Consideration

Keep the receiver’s request, need, desire and feeling in mind. Plan the best way to present
the message. Moreover, a skilled communicator take a you-attitude, showing your interest in
reader’s circumstances. Take the following sentences as an example:

We would like to take the opportunity at the fair to demonstrate our full range of products
and services which we can offer our customers (we-attitude).

Please join us at the fair and you will have the chance to see how our products and services
can benefit you and your company (you-attitude).
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They also use more positive tones than negative tones. Try to feel the differences.

® You forget to transfer the money, so we can’t mail your order. X
® We’ll mail your order as soon as we receive your money. v

5. Completeness
All the necessary information should be included in a business letter.
6. Concreteness

Make the message specific and definite. Avoid ambiguousness.

Ambiguous Concrete

Our product has won first prize in four national contests within the past

Our product has won several prizes.
three years.

an increase on sales a 10% increase on sales last month

7. Correctness

Standard language, proper statements, and accurate figures are needed in a business letter.
Grammatical mistakes and spelling mistakes show your inefficiency in writing.

Let us remember seven Cs principles when we write a business letter. We are trying to
convince the other party to respond in a positive way, with interest, as quickly as possible.

“ 1.1.4 Envelope Addressing

Addressing an envelope calls for accuracy, legibility and smart appearance. The sender’s
name and address should be placed in the upper left corner, while the receiver’s name and
address should be placed about half way down the envelope.

The stamp or postmark should be placed in the upper right corner. The bottom left corner is
for post notations such as “Confidential”, “Par Avion”, etc.

Business envelopes usually have the return address printed in the upper left corner. The
address on the envelope and the inside address should be in the same style. The blocked style is
preferred. Here are two examples which show the blocked style and the indented style.

1. The Blocked Style

'J"Elegance Clothing Company

A
60 South Street -
Dalian 116000 ¢ sender’s name
. \ and address !
China S e i !
\\'
i
Mr. Allan Addison P,
1220 South Main Street /* =======~ o
Atlanta, GA30091 A pidress
[ PAR AVION J U, \\;' _________
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2.The Indented Style

Elegance Clothing Company
60 South Street
Dalian 116000
China

Mr. Allan Addison
1220 South Main Street
Atlanta, GA 30091
U.S.A.

[ CONFIDENTIAL ]

Tips How to Put the Address in English
Room—Building—Number—Road/Street— District— City— Province/State/County—Country

Examples
(1) Chinese address: 1 E L4 T i hJbi# 392 5% 32 5 703 =
English-written: Room 703, No. 32, Lane 392, North Zhongshan Road, Ningbo, Zhejiang, China
(2) Chinese address: b ARK%E 6 5
English-written: 6 East Changan Avenue, Beijing

1.2 Fax

@ 1.2.1 Characteristics of Fax

Faxing is an efficient way to quickly send documents that you
don’t have time to mail or the technology to scan. It is still the
preferred method for sending SIGNED documents.

In 1842, Alexander Bain, a Scotch, invented the first fax machine
in the world, and in 1865, an Iranian invented a practical fax machine

based on the theory of Alexander Bain. With the development of
science and technology, a fax machine is having more functions, such as photo transfer (Edward,
France, 1907), color transfer. Today, it also has special functions like automatically transmitting and
receiving files, and correcting errors during the process of transmission.

(1) A fax machine is easy to operate. Just insert the documents into the slot and then dial the
fax number of the opposite party. One can easily send the documents to his opposite party’s fax
machine, and the documents will be printed out.
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(2) Fax has its own layout.

(3) The cost of fax or electrical transmission is expensive before. Now the fee is decreasing.

(4) A fax can only be sent one piece in one time, and documents can’t be saved as E-mail format.

“®1.2.2 Layout of Fax

Fax can have many different formats, but they all stick to certain rules such as containing
“to” and “from” parts. Companies may have their own templates. Consult your senior fellows
when doing the job. Following are some samples.

Samples

[Company Name]|

[Street Address]
[City ST Zip Code]
[Phone]

[Tax]

[Web Address]

Fax

To: From:
Fax: Pages:
Phone: Date:
Re: Ce:

OUrgent [OFor Review [1Please Comment [JPlease Reply [JPlease Recycle

® Comments: Select this text and delete it or replace it with your own. To save
changes to this template for future use, choose Save As from the File menu. In the
Save As type box choose Document Template. Next time you want to use it, choose
New from the File menu, and then double-click your template.
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Street Address
Address 2

City, ST ZIP Code
Phone: 555.555.0125
Fax: 555.555.0145
E-mail address

FAX
Fax Transmittal Form
To From
Name: Sender’s Name:
Organization Name/ Dept: Sender’s Title:
CC: Company:
Phone Number:
Fax Number:
Urgent
For Review Date Sent:
Please Comment Time Sent:
Please Reply # of pages including cover page:
Message:

In writing a fax message, all the four layouts of letter can be used, including the blocked
style, the indented style, the modified style and the simplified style. But the blocked style is
more often used.

Letter 4

THFENMAR AR X FHERGERARKER, SHITHE 523-754 48k H,
I B g ok B AL SO DA (4 . X B P EAE A — L.
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