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Preface

Good business letters help increase business and revenue; bad
business letters will end up costing your company money andglosing
business opportunities.

This handbook is designed to help you write good business letters.
However, the handbook not only gives guidance in producing good
letters in English; the translations will also be imstructive in good’
letter-writing in one’s mother tongue.

We all write letters to friends and acquaintances, but those are
informal and written in an informal manner. A business letter is a
totally different matter. It has to be perfectly clear and free from all
ambiguity. Misunderstandings cost money.

The book is divided into four parts.

Part One contains concise hints on how to write good letters and
reports. It suggests strategies and provides checklists to guide and
edit your writing.

Part Two is a compendium of model letters covering all aspects of
international business correspondence, divided into seven sections
for easy reference. You simply select the relevant section and then
identify, from the contents list, the model you require. !

The English model letter is on the left-hand page with useful
phrases, taken from the letter, and notes beside it. Comments and
alternative phrases are placed at the botiom of the letter. The
alternatives will allow you to vary the language you use and are
given a line reference. The translation version is put on the right-
hand page.

The style of the mode) letters is simple and direct. The aim is to
communicate and not to impress with literary language. An
executive working in English as a foreign language will have no
difficulty in producing letters that convey a clear message.

Part Three introduces you the most up-to-date means of
communication with your correspondents: the use of e-mail. This
part is divided into two sections. They provide you the idea of how
to write e-mail and show you some model e-mail messages.

0

Part Four contains three appendices. A model fax is included
because so much correspondence now takes place through that
invaluable medium. There is a model CV and a collection of key
phrases, divided into sections corresponding to the model letter
sections.

If you need to write business letters, this handbook wiil be an
invaluable tool to help you in that task.
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Part One
Writing
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Section 1 Good business letters

The following general guidelines will be useful when writing any
kind of business letter.

Be clear, brief and businesslike.

Don’t write confused, overlong or pointless letters.
Be polite, friendly and informal.

Don’t be rude or patronizing.

Write concise and purposeful letters.

Don’t try to write in a literary style.

Write to communicate.

Don’t try to impress with your writing.

Keep your letters:

short. Say only what you need to say. Use short words,
sentences and paragraphs.

simple. Decide what you want to communicate. Write
confidently and naturally. Keep related parts of a sentence close
together. Connect sentences so that the reader can follow the
complete meaning of the letter without getting lost.

strong. Use concrete words in preference to abstract words. Use
active verbs in preference to passive verbs. Stress the mam point
of your letter.

sincere. Write naturally and avoid old- fashxoned languagc

Organizing letters

All letters should follow the same pattern, making clear:

2

purpose. The first paragraph states the purpose of the letter:
what the letter is about.

circumstances. The next paragraph or paragraphs explain the
circumstances that prompted the letter.

action. The final paragraph or paragraphs explain what action
should be taken. They can contain a request, give permission,
refuse permission, approve or disapprove of an action.

To keep the letter clear and completely readable:
don’t put more than one idea in a sentence;
don’t put more than one topic in a paragraph;
don’t put more than one subject in a letter.

Be natural, human and sympathetic.

Think about the reader. Put yourself in the reader’s place.
Which words, phrases and paragraphs will get the reaction you
want?

Don’t try to intimidate the reader: this will make the reader
angry and the purpose of the letter will not be achieved.

Write short, businesslike letters which appeal to the reader’s
self-interest and sense of faimess.
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Style

The appearance of your letters is important. They should:
*  be accurate;

BT MRSt
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REERR;
=3/ & -5 H

+  beneat; SHETHEM-HELNRRBE: EHK, LER, AR
+  follow one of the basic styles—full-block, block, semiblock, X EE AR
official.
ERBAEMMT:
Examples of each style are given below.
B MO AT
Full-block
Mr James Brown .
Sales Directo ,
26 June 1997 Electra ple or .
§ North Way !
Mr James Brown United Industrial Estate - .
Sales Director Manchester. .
Electra plc MA2 3BA e
5 North Way UK
United Industrial Bstate . o : .
Manchester
VPR BEE: EERRESREREAORR.
UK

Dear Mr Brown,

The full-block style has no indentations. Everything
is ranged left. This saves a certain amount of typing
time. As you can see, there is no punctuation in the
address or the signature.

This style is widely used today because it is efficient
and reflects the dynamic approach we now take in
business. Its appearance is also quite pleasing.

Yours sincerely

3@wwlmdf"

James Watt
Sales Manager
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Block
Ms Mary Green
. Head Designer
1 April 1997 Elite Fashions Ltd
64B Cloth Lane
Ms Mary Green Nottingham
Head Designer NGS5 4GS
Elite Fashions Lid UK
64B Cloth Lane
Nottingham .
NGS 4GS LS
UK

Dear Ms Green,

This is probably the most popular letter style. The
date is ranged right but the address and the body of
the letter are ranged left, without indentations, as in
full-block style. Again, as in the full-block style, there
is no punctuation in the address.

The close is placed a little to the right of centre with
the signature aligned beneath it.

Yours sincegely,
abricia Rose

Patricia Rose

AREXFMAS RS, FEIESEA SR, FF
HRME, TENENEEMES R BRITEMSE.
HRMEREARL. BEREFNEM,

Pubricio Rose
MR - PHER
1997464 A1 B
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Semiblock
.Mrs Ann Gray
Head Buyer
21 March 1996 Orientl %oo s Tnc

Mrs Ann Gray . ?:Lg:f:
Head Buyer 90239
0rien91 Foods Inc USA .
Sca:;iz:s: ETFRAXABARMBR
90239 HEBAB=E
USA ) ;

BELKK
Dear Mrs Gray,

. ARARMLBARET RN, Kb LRERAH
This is semiblock style. Many people prefer it F, BRAIEMLFEENSS. .
because of its balanced appearance.
‘ o B KRN0 SOR M AR R AT SO

The paragraphs are indented five to ten spaces. As
in the block style, the date is ranged right. The close
is to the right of centre and the signature is aligned
beneath it. There is again no punctuation in the
address.

Yours sipcerely,

gt Lot

Roger Duncan

Roqer fLoncn
Bx - BHEEE

19964E3 A21 H
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6 August 1997
Dear Mr Edwards,

Official style is often used on headed stationery
which bears the company logo. The main difference
between this style and the others is that the address of
the recipient appears below the main body of the
letter rather than above it.

Paragraphs are indented and the close is aligned
with the’date above and the signature below it. The
recipient and his or her address are placed two lines
below the signature and ranged left, without punctuation.

Yours sincerely,

G

Peter Jones
Managing Director

Mr James Edwards

(RFEAHRT) (K15 AW5)
Mr James Edwards
Manager

Space Engineering Ltd
67 London Road
Derby

DR 10 2QR

UK 199748 H6 H

XTHELE AR BRI A

(RfEAMAL)

RWER L.

WAGEAAEF TRAERP RSN JRAKAL,
DEAREDLZBENTR, RARSEANBEX.

EHABMARSET SWEF&, WMECEVH, K
BATKRAARE, BEFLENHAE, TALSAREE
i

EEAREEARSETIR, KToANRREAN
fE AL, WEFEABLCHESKL, WALER,
THRAGRBEM, FHEENRETAPRAME. BRAW
§h, BT &1 B4 HER F R BB A PR,

Manager o823
Space Engineering Ltd
67 London Road
Derby s&a{&ﬂdﬂ
DR10 2QR
UK B8 - By
EEER
Checklist
BEMUEREERAR, TUMATIIKERE%.
To check how effective your letters are, you might use the following
list. : S
- BEARE?
The reader BEARESA?
Who am I writing to? KiEAMKEMLERT 4 ?
What does the recipient want? AT IR EIES ?
Do I have the correct name and title of the recipient? ARAPERL SHE ANER ?

Is the company address correct? REREEZRGEARKARNES 7 EAEREBR 2
Have I read all the recent correspondence with the recipient?
Do I need more information about the recipient and his or her

company? If so, where can I get it?

*« o & o o o
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The letter

Am I the right person to write this letter?

Should 1 use ‘I’ or ‘we’?

Should anyone read this letter before I send it?

Who should get copies?

Have I got all the information I need to write the letter?
Shouid I write a rough draft before dictating the letter?
Should I show the rough draft to anyone before dictating the
letter?

Does the letter involve any expenditure? If so, do I need to get
competitive tenders and approval?

Be polite, friendly and informal.

Don't be rude or patronizing.

Write concisely and purposefully.

Write to communicate.

Don’t try to write in a literary style.

Don’t try to impress with your writing.

Evaluation
Examine your letters critically. Ask yourself:

Does the letter achieve its aim?

Is the letter friendly and pdlite?

Would other people in my organization approve of the letter?
Does the letter reflect well on the company?

il
- REBERAHENGEAE?
BEA B BR R ?
EHFLXHEUWEEHRALR ?

W BB B ?

EX#ENLHANFEG?

HEEETHMN?

HE S NREALE ?
EHEABTYRAAA L ? RAEWERFNHD LRMAE?
B, KEF. R,

FEERHMN.

EERMAANTZAHY.

RiGAEA.

AELXFEREE.

REEABE.

L]

Wb EAE. Bl—0:

- REEARTABEAMN?
EHERBREAAIR?
PLHI R A HLAR A R B R BHEE L%
RHERTHAAERGHER ?

£ wn il Ml 7



Section 2 Reports
Types of report

There are many different kinds of report. Here are some of the basic
types.

Periodic reports

These are submitted at regular intervals. They provide information
on the status of an organization.

Progress reports

These provide information about projects or activities concerning
sales, profit margins, stocks, etc.

Research reports

These can be about any area affecting the company, such as market
research, new products, competition and so on.

Recommendation reports

These are the bases for decisions and action: whether to introduce a
new product, relocate the company, make a new investment, etc.

Examination reports

These contain data such as financial information, the condition of
plant, the value of stocks.

A checklist before writing a report

* Whatis the purpose of the report?

« Is a written report really needed?

*  What will be the result if the report’s recommendations are
accepted?

*  Who will read the report?

Steps in report writing

Preparation

Use the checklist to decide whether the report is really needed. Then
think about the contents of the report.

Research

Check all the available sources: files, records, reports, brochures,
catalogues, etc.

Consult other people in your company for advice, information
and suggestions.

Put your notes on small file cards. These make organization of
the material easier.

8 Part 1 Section 2
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Organization

Present your information in a logical sequence. You might find the

following method very useful.

*  Write your notes on cards, one point to a card.

+  Divide the cards into piles, one pile for each group of related
points.

*  Arrange your piles of points in a logical sequence.

¢ Within each pile, arrange the points in a logical order.

The above method will provide the outline. All you need to add
are an introduction and a conclusion.

Putting the report on paper

Using your cards, write the report without stopping to check style or
choice of words. Do not look for missing facts: leave blanks. You
can do all these things at the revision stage.

Revision/editing

The following hints apply to letter writing as much as to report
writing. *

Revision is an important step in report writing so that mistakes
can be corrected and missing information may be added. If
necessary, the order of presentation may also be changed at this
point.

Here are some thoughts to consider when revising a first draft.

*  Avoid being abstract. Write about people, things and facts.

*  Write the way you talk.

* Don’t be afraid of using ‘I’

*  Quote what people have told you.

*  Quote what you read.

»  Put yourself in the reader’s place: make your writing easy to
read, simple and direct.

*  Anticipate questions and give the answers.

« Be brief but not too brief: make sure you include all necessary
facts and explanations.

¢ Plan a beginning, middle and end.

¢ Check names, titles and positions carefully.

*  Use pronouns (he, she, they) rather than repeating names.

* Try to use active verbs: ‘I recommend’ rather than ‘It is
recommended’.

*  Avoidj Jargon especially if people who are not familiar with the
jargon will read your report.

*  Be specific: use illustrations and examples.

¢ Keep your sentences short.

*  Keep your paragraphs short.

¢ Use simple language.

*  Use simple words whenever possible.
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Part Two
Model letters
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Section 1 Business relations

2.1.1
2.1.2
2.13
214
2.15
2.1.6
2.1.7
2.1.8
2.1.9
2.1.10
2.1.11
2.1.12
2.1.13
2.1.14
2.1.15
2.1.16
2.1.17
2.1.18
2.1.19
2.1.20
2.1.21
2.1.22
2.1.23
2.1.24
2.1.25
2.1.26
2.1.27
2.1.28
2.1.29

A request to establish business relations

Reply to a request to establish business relations
Requesting to become a sole agency

Refusing a request for becoming a sole agency
Agreeing to a request for becoming a sole agency
Using a reference to establish contact

An invitation to a trade show booth

Contacting a company you have traded with in the past
Confirming an appointment

Thanking a customer for an order

Selling more to a steady cust(.)mer:‘

Canvassing advertisers for a trade directory

A request to use a customer as a reference
Announcing a price increase -
Explaining a price increase

Answering a thank-you letter

Referring a customer elsewhere

Offering better service

Refusing a customer’s request

Dealing with a difficult customer
Congratulations to a new business

An informal request for an appointment
Identifying a distributor

Welcoming a distributor

Requesting an appointment

Refusing a request for an appointment

Agreeing to a request for an appointment
Welcoming a new customer

Terminating a business relationship

12 Part 2 Section 1

14
16
18
20
22
24
26
28
30
32
34
36
38
40
42

46
48
50
52
54
56
58
60
62

66
68
70
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211 HREIRLXER 15
2.1.2 o] & Xt &Rk REER 17
213 EREEMEAHE 19
214  IE&EXTFHAMFABEMER 21
2.1.5 R Bt AR R AU R . 23
216  EEIFEEIVFER 25
2.1.7 BESMAZ RN S ' 27
218  SiEHEASERNAFBRKER 29
219 BHAAS 31
2110  BSE TR 33
CO2L11 KA P HRETE 35
21.12  HERIEERMSTEEFS 37
2113 EREPEREAN 39
2.1.14  BHE PO RE 4l
2115 HEMEIREER 43
2.1.16  [EEREHE 45
2117 HEFEPIEHHMAAT 47
2118 HMERSF . 49
2119 T EHAZEFAHER ' 51
2120 FATHEEIHEF ‘ 53
2121  HBFHAF B 55
2122 FEERBTHENR 57
2123 YR 59 -
2124 KO HARHERE 61
2125 ERHYW 63
2126 WIEAW 65
2127 REARL - 67
2128 KAFHEF 69
2129 RIEEIER 71
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Useful phrases

Line 1
We have obtained your

name and address from. . .

Line 1
. . we are writing to
enquire . . .

Line 4
We would appreciate your
catalogues and quotations.

Line 8

We look forward to your
early reply.

Notes

Para. 1

Explain how you got the
recipient’s address, and
state the main purpose of
the letter.

Para. 2
Add a few details about
yourself and what you

require.

Para. 3

Give the recipient an
incentive to reply.

Para. 4
Encourage a prompt reply.

Comments

2.1.1 A request to establish business relations

Modern Shoes
Fashions

78 Via Appia

Rome

taly

Telephone 4637838
Fax 4637000

Telex 971473 MODFA

16 August 1995

Moda Shoes

Boulevard Haussman

Paris

France

Dear Sirs,

We have obtained your name and address from Aristo Shoes, Milan, and we are
writing to enquire whether you would be willing to establish business relations

with us.

We have been importers of shoes for many years. At present, we are interested in
extending our range and would appreciate your catalogues and quotations.

If your prices are competitive we would expect to transact a significant volume of
business.

We look forward to your early.reply.

Yours faithfully,

Angelo Bonetti
Chief Buyer

~ Alternative phrases

The letter is brief and to the point. It says enough to interest Line 1 Our attention has been drawn to your . . .
the recipient and encourage a prompt reply. More detailed Line1 We would like to know whether . . .

negotiations will follow.

Line4 Ourcompany is considering to extend our range . . .

Line 6 If your prices are reasonable . . .
Line6 ... a great volume of business.
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