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Introduction §=

' I Yhis book deals with the language application in the fields of international business and
services, serving the purposes to carry out every step to undertake international business
transactions. This book falls into five parts as follows:

PartI  Forms of Business Correspondence

Part I Employment

Part III Business Negotiations

TE——

Part IV Payment

Part V. Complaints and Claims

In order to understand that in what kind of situations a foreign salesperson has to write what
kind of articles, readers of this book should have a clear understanding about the overall business
proceedings. And as a result, they know what kind of articles is necessarily written at different
stages of business transactions. Therefore a careful study on the procedures of foreign trade is
necessary to the readers of this book. These proceedings are introduced as an example of an
import business.
Procedures for import business:

Find a new customer’s A Make the first inquiry to B
=" . >
full name and address establish business relationship
: C. | Makea D S E
Ask for quotation | ——> —> | Make status inquiries | ——>
counter-offer

, . F G v .
Make a firm offer |——=> | Placeanorder | —> Sign a co fil —>
4 contract




Apply for opening a letter of credit through I Receive a complete set J
a bank, issue or establish a letter of credit of shipping documents

Check or examine the doétimenfs in | K Apply for the commodity L
strict conformity with each other inspection and quarantine
Apply for custo.n.ls §ntry &£ M Collect the copsi‘gnments f.rom‘ the | N
customs formalities clearance forwarder at the port of entering

Fetch the gooc‘:ls to the O Get the quality certificate from the P
plant for production CCIB

Complain or claim

Readers of this book will find rules and steps for writing all kinds of commercial
correspondence to carry out import and export business transactions involving the above-
mentioned procedures. In addition, samples with author’s comments are also presented for
readers’reference. In order to avoid separating the letter writing from the business practice, there
is a section of comprehensive case studies, in which the author demonstrates how to write letters
to undertake business practice.

In general, this book is specially written for both the full-time college students and the
active businesspersons who wish to learn some more about the art of writing business letters in
English. The former will find in the book the guidance on preparing for the future career; the
latter will find instructions on how to deal with correspondence in daily practice.
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Chapter 1

Business Letters S EH

Nowadays, in an age of electronics, people tend to make phone calls for the purpose of
communication, instead of writing, letters in daily life. The rapid development of
telecommunication makes telephone, 't d fax even more popular, and seems to have
decreased the importance of letters. Nev less, letters are still retaining their importance in this
age of electronic communication and they are still written in an overwhelming number in
international business. Business executives are supposed to write so good business letters as to
carry out business routine efficiently. This chapter is intended to develop skills in writing such
good business letters.

Section 1 _Advantages of Letters E&ilﬂjﬂ

Business letters are still popularly written because letters have the following advantages over

other means of communication:

1. No time limits for writing S{EJCH R
When writing letters, the writer can take his time to state the matter in question in greater
detail. For one thing, the writer is ju ;1ﬁe in giving full details and even in repeating some key
points to assist the reader to draw ade uate attentlon o the matteJ’s hile making a telephone
call or sending a telex message the write rg ?e'c!:ft at he must cé mpress the message to avoid

a recital of numerous details. For another thing, the writer can write the letters in whatever time
he likes, while when making a phone call or sending a telex, he must “get off ” the line as soon
as possible. And for the last thing, when writing or answering letters, the writer has enough
time for reflection. The writer has time to think about exactly what he wishes to say and to
make a draft of his letter. He has time to consider the impression that his words will make on
the reader. In a difficult matter, the reflection and writing may be spread over two or three days.
On the other hand, anyone who contacts others by telephone or by telex expects an immediate
or at least a quick response. As a result anyone who replies by telephone or by telex has to think
and to act under pressure.



2. Convenience for reading at anytime [EFEFR
It is convenient for the recipient to read letters at any time, or for an unlimited number of times.
Because letters are definitely permanent records of what has been communicated, the recipient
of letters can read them whenever he or she wants to, as long as it is kept on file.

/3. | Possession of the most legally binding force BEIERIH

> Letters are the most effective documents with legally binding force. Letters may be presented
as evidence in a court of law if there is a dispute between two business parties. For this reason,
many companies take refuge in writing feﬁe?to confirm not only what has been said on the
telephone but also wlms been said during a face-to-face discussion. Messages sent by
telephone are not so convincing as messages sent by letters because the person taking the call
may unintentionally or intentionally distort the messages when he makes a note of the
telephone conversation. Consequently, it may be one of the parties to a transaction or both of
them who require that what happens between them be expressed in permanent binding forms of
business letters.

4. Anyone can be reached RBIEAEFTA
A letter may reach anyone in the world as long as there are post services. Sometimes, it is very
difficult to speak to certain business people, because they withdraw themselves behind a screen
of receptionists, telephone operators, secretaries, personal assistants and clerks. Such “difficult”
persons can not be reached by a telephone call or a visitor. However, they can almost always be
reached by letters.

5. Convenience for sending statements and tables EFEEE
Letters can be used to send statements of account and lengthy tables of statistics. Telephone or
telex can not be used to send such information conveniently and confidentially, but they can be
sent easily and confidentially as a part of a letter or as an enclosure attached to the letter. A
facsimile system can easily transmit such information, but it is less confidential than transmission
by letters.

Even though writing letters is a slow way of communicating, it is very this slowness that produces

a higher degree of accuracy, whereas the haste with which the telex messages are often composed

tends to result in oversights and errors. Letters are both indispensable and essential as a means of

communication in international business.

Section 2 Rules and Steps for Writing Business Letters '_Eﬁg E n}éllﬂl
k3

® Rules for Writing Business Letters S{E[RN

Even | though different people may have differentideas about writing letters;-there do exist
some rules for writing business, letters. Writers of busmess letters have to follow these general

e
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1.

Be clear FE#HA

A letter should indicate exactly what the-gubject matter is. Don’t put more than one subject in a
letter Be sure not fo put more than one idea i in a sentence or more than one topic in a paragraph,
i., one point in Mmagraph Never mix different ideas in one paragraph Select a toplc
senté‘ﬁéé“{ﬁén decide the_ relevant _in_the same paragraph The presentatlon “of the 1 message
should also_ be clear and intelligible, so that the reader can see ‘without difficulty what the points

of the letter are, and what he should think or do accordingly.

. Be relevant FH VI8

A letter should contain all the relevant information and nothing irrelevant. It is very hard for a
writer to make a judgement about what is relevant and what is irrelevant. Whether certain
information is relevant or not depends on the subject discussed and the occasion on which the
letter is written. Generally, even though the following information is relevant, they should be
handled with varying degree of confidentiality:

personnel matters such as the appointment of senior staff

company’s finances except those that have to be disclosed by law

visits made by directors to other companies

company’s plans to expand its business or to purchase property

the writer’s opinions of other companies and their products or services

tenders

security procedures and installations

admission of failures or mistakes on the part of the writer’s company.

'Beconcise,ﬁ.ﬂﬂﬁg( kJ n' Lars /

Many business executives believe that conciseness is the most important writing principle,
because a wordy message requires more time and money to type and to read. Conciseness is
saying what you have to say in the fewer possible words without sacrificing completeness and
courtesy. To Fch; f Q%eness try to observe the following suggestions:

u Onnt%‘&mm ?‘f %essmns

m Avoid unnecessary repetition and wordy statements \

B Include only relevant facts with courtesy # 'b) S

B Organize effectively. i

Be courteous #L.3i/R 2| -k&f’ﬁ-h(m

Courteous messages help to strengthen present business friendships, as well as make new
friends. Courtesy stems from the sincere you-attitude. It is not merely politeness with
mechanical insertions of “please”, “thank- you , “your kind inquiry”, and “your esteemed
order”, and “your valued custom” etc. To be courteous the considerate communicator should
take the following advice:

B Be sincerely tactful, thoughtful, and appreciative



% (9
tGriteit ﬁﬂﬁsﬁ \
B Omit expressions that{ ir'rlqa;{fhur/t, or belittle { l)i {[I‘k{ / 37}, iﬂy%j’b

B Apologize good-naturally, inject a courteous tone, and “ring true”.
The following is considered to be impolite. The writers of letters had better avoid using them.

we deny your claim we do not believe
we find it difficult to understand we insist f?”’ﬂ \
you neglected /failed to/forgot/misunderstood you must i

you lack of communication
your delinquent account (HER KO

you should know you are delinqyient
your ignoring your credit refusal
your neglectful attitude your disregard for

we are forced

confusion delinquent deny disagreeable exasperate
ignorance impatience incompetent  incredible inexcusable
inference insincere insinuate intolerable insulting
irresponsible  irritated neglect objection obnoxious
offensive unbelievable uncooperative

Avoid using some words indicating racial discrimination. If the writers of letters have to use

them, they have to make some changes:

‘Say Instead of ~ Say Instead of
businessperson businessman business employees ,busirv‘lessmen
chairperson chairman Supervisors . _ foremen
sales rcpresentative/person salesman spokesperson spokesman
stock clerk 5 stoékboy worker/employee workman

5. Be correct HERHTCR

Correctness not only refers to correct grammar, punctuation, and spelling, but also emphasizes
the accurate facts, and figures, nonsexist expressions. Avoid using following phrases with
vague ideas:

. bad
majority

a great deal of time good

minority

large

small less most

For example, saying that she types in the fast rate of 85 words per minute, is more believable
than saying she is a fast typist.

. Be short fj4IF1R
By being short, it means not only keeping letters short and simple but to the point, but also
using short words and short sentences. Short words, for example, although “experiment” and

“test” do have slightly different meanings, “test” may have more impact. Too many long




sentences are a common fault of business letters. Short sentences can improve the readability of
letters. Many sentences are too long because they mix two rather different points. If this
happens, break these sentences into two to make them short so that the overall readability
improves. But long sentences also have their advantages, for they can add qualifications to the
main ideas and keep the whole construction compact, as long as they are not obscure an
confusing. Therefore, short sentences may be mixed in with longer ones ‘\\ % )b, 4
7. Be complete A5t t“m 4,@
Business letters should include all terms and conditions of a transaction. When answering
other’s letters, the writer should make replies to all the problems put forward in the letters.

® Steps for Writing Business Letters S{ELE

A good letter is a letter which is well organized. Therefore, writers of business letters should

take careful steps to get the letters well structured before writing. When preparing for writing a

letter, these steps are advisable:

1. Give the letter a heading to help the reader to understand what the letter is about.

2. Write down the aim. Why this letter is written? To whom the letter will be sent?

3. Always try to plan ahead.

4. Assemble the points in order of importance.

5. Arrange the points in order of decreased importance. Numbering each paragraph may help
the reader to understand better.

6. Write a first draft, leaving space for additions, changes and revisions.

7. Revise the first draft in terms of information, English, and styles to see whether it covers
all the essentjal ﬂlnts, I§ he m@rmatlon relevant, correct or complete? Are the grammar,
spelling and pemi 1on orrec s far as the style is concerned, the letter should look
attractive, sound sincere and natural, clear, concise and courteous.

8. Decide in what person the letter should be written before starting to write a letter.
Business letters are normally written in; ﬁ? :&g
B the first person s1ngu1ar ( 261 ﬂ) 9 uld/

W the fiss W [ {P(Ué?a('/ ’Z,%

B thel éer :_W'V/ V%

When the singular person is used, the person should be the senior employee in the
company who has the right to express his ideas of the firm as a whole. A junior employee had
better associate himself with the firm by using the first person plural form. The main advantage
of these both styles is that the letters are of personal glements. The third style appears less
personal and less friendly than either of the other two styles.

9. Polish the letter to get the final version. F}hﬁ* -RS‘{ )
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