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Unit 1

How to Write a Good
Business Letter

—— e B 47 B k43

After years of working with companies on their
correspondence through his brand consultancy, Steve Morris
decided this year to set up a subsidiary called the Letterhouse,
dedicated to the art of business correspondence.

His customers, which include some of Britain’ s largest
companies, would prefer not to admit that outsiders draft their
mail. One financial services client—speaking on condition of
anonymity—says that Mr Morris and his staff have written
thousands of letters for her company. They have done the same for
airlines, rail companies, National Health Service trusts, food
manufacturers and retailers.

Mr Morris, in short, is the Cyrano de Bergerac of customer
services.

To many people, used to rattling off e-mails and text
messages, writing a letter may seem old-fashioned. But for others
it remains a useful and vigorous means of getting a point across.

. 1 .



Companies usually plan their direct mail marketing campaigns
with care, he says, but then undermine these efforts in the
countless other lefters they send out each day.

There are many urban myths about companies mishandling
their occasional correspondence. Mr Morris gives as an example
the story of a disgruntled customer who opened a letter to which
was attached an intemal memo reading: “Send a standard letter” .

But such departments can benefit from outside help. The
Letterhouse’s anonymous financial services client admits that staff
would write stern letters and then, in another letter—to sell
something—they would switch to the grovelling tone of Charles
Dickens" s Uriah Heep. In each case, this deviated from the
company’s preferred tone of voice.

Staff were initially apprehensive about the training sessions,
says Mr Morris’s client. “I would get comments like: ‘Don’t tell
me how to write letters: 1’ ve been doing it for 30 years.'
Everybody thinks they can do it but few can, "she says.

“People say to us ‘You can’t teach people to write.’ Well, it
can be tricky, particularly if the ghost of school hangs over them.
We tell them it’s OK to break the rules. It’'s OK to write in a
conversational style. I' m not saying that letters should be light and
chatty but they should be human. We would like people to enjoy
using words,” Mr Morris says.

Having helped to train 10 000 or so people, he has reached
some general conclusions. A few people, he agrees, will always

come across better on the telephone. But most can be taught to
« 2 .



use active verbs instead of passives and to avoid jargon. And
surprisingly large numbers, he says, turn out to be gifted writers.

Bank managers exemplify the tendency to hide behind passive
verbs, adds Mr Morris’ s financial services client. They will write:
“It has been decided that the bank will. . .” And we want them to
write: “I have decided. ..”

Mr Morries also does one-to-one coaching with senior
executives. He spends an hour a week with them for a month or
so and sets writing exercises as homework.

“The higher up you go, the better they are. You find simple,
straightforward prose and you can really hear their voice. It is a
mystery,” he says, “why it is possible to hear the voice of chief
executives in their letters, while less senior people write like
Victorians, or robots.”

“Letter-writing skills are important whether the message is
nice or nasty,” he adds. “If you are going to repossess somebody’
s home unless they pay you, you have an obligation to be clear.
Give it straight, talk to people like fellow adults.”

“The key thing is to explain: ‘We would like you to write to
us, we want to send this out, and these are the steps that will
follow if you don’t ring us...’”

If you do not answer a letter of complaint with a good letter,
you get what we call attrition, with the customer writing again, Mr
Morris wams. And other kinds of letters need just as much care in
the way they are drafted. “Some customers write in with ideas and
suggestions, or to say thank you. And they don’t get a reply for

. 3 .
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weeks.

As part of its service, the Letterhouse advises companies on
how to tackle a backlog of correspondence, a problem
exacerbated by the advent of e-mail. “People expect an e-mail
reply on the same day.” says Mr Morris. “Some businesses take

1”

weeks.
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New Words and Expressions

anonymity [ aeno'nimiti] n. B4, KA
memo| 'memou] = memorandum [ ;memo’ reendom ] £ 5 R,

chatty[ 'tfeti] a. ZRWIH

prose[prouz] n. 3L

attrition[ o' trifon] n. JH¥E, Bift

exacerbate| eks’sso: beit] vt. (S FH SnE
subsidiary[ sob’sidjori] 7. F2\F]

disgruntled| dis’grantld] a. 546

grovelling[ 'gravlin] a. FI&FAY, 54T EY

ghost[ goust] a. FRZM

NOTES

1. brand consultancy F%FH ¥ R 55

2. draft one’s mail {5 &

3. cyrano de Bergerac VAR - 78 DURARL
(EERAHER SREIK E- B HiFHR IR 5 3 A8 B A48 1tk

g — AR, A RROAY, BRB O HEESIA)

4. Uriah Heep JU3RWE - % 3 (B /R - KB E T /MK T -

FIER)) F A

5. sort sth. out f#p3a) i
eg: I'll leave you to sort this problem out. X E)E3

BRRAEHE,

6. backlog iX B KRG 54



EXERCISES

1. Translate the following sentences into English.

1. AR S E R E S S

2. X AR LLMASS R ARAG HE Bl o

3.BRAMTAEE AN A G AR BIE R,

4. AR, FE ANRFREBEXR S

5. L RHERER, BEHITEBEEN,

6. AMMAE LR AEE o oy FHRAE BIEE

I1. Translate the following sentences into Chinese.

“The higher up you go, the better they are. You find simple,
straightforward prose and you can really hear their voice. It is a
mystery,” he says, “why it is possible to hear the voice of chief
executives in their letters, while less senior people write like
Victorians, or robots.”

III. Translate the following sentences into English.
LER 2. HPubht (BUBE Aftult) 3. FReT

4.EX S KELE 6. %%
7.8 8.HE 9. FRiR
10. S 11.8% 12. 0%

V.5 Rl ERN=E Rt 47
V. — R E R EE RIS ILES



Unit 2

How to Establish Business Relation

— TINS5 X R

(1)

Dear sirs,

We have your name and address from the Commercial
Counsellor’s Office of our Embassy in Ottawa and shall be glad to
establish business relations with you.

We are very well connected with all the major dealers in light
industrial products here, and feel sure we can sell large quantities
of your goods if we get your offers at competitive prices.

Please let us have all necessary information regarding your
products for export.

Yours faithfully,



(2)

Dear sirs,

We write to introduce ourselves as one of the leading
exporters from China, of light industrial products.

We enclose a catalogue of products covering the details of all
the items, and trust some of these items you will be interested in.

We would have the pleasure to receive your inquiries for any
of the items and we will send you our lowest quotations.

Should, by chance, your corporation not handle the import of
the goods mentioned above, we would be most grateful if this
letter could be forwarded to the correct import corporation.

We are looking forward to your favourable and prompt reply.

Yours faithfully,



(3)

Dear sirs,
You were recommended to our company by Messrs. J. Smith &

Co., Inc. in New York, with whom we have done business for

many years.

We specialize in the exportation of Light Industrial Products,
which have enjoyed great popularity in world market. We enclose
a copy of our catalogue for your reference. If you have interest in
dealing with us, please inform us of your requirements.

We hope to hear from you soon.

Yours faithfully,



New Words and Expressions

embassy [ ’embosi] n. Kf#EIE
competitive [ kor'petitiv] a. JE5HH]
enclose [in'klouz] v. HA

item [ 'aitom] n. M H

recommend [ reko'mend] v. HE¥#E

reference [ 'refrons] n. &%

NOTES

1. establish business relations B3k 5K FR . ZEERHAS S,
iy O fF Gl CE AT A A 1T (Banks ). i & ( Chamber of
Commerce) . i #84k ( Commercial Counsellor’s Office) . T #4174
5% (Trade Directory) .J 4 (Advertisements) , % 5 i & ( Friends in
Business Circles) % 3%EUE B, sl it B R4 AR, B R B L F1E
¥

2. comumercial adj. BV &9, 558

commercial invoice B\ &%
comumercial bank L4417
commerce 7.

electrical commerce 877 %

3.deal v. Q4 E

We deal in electric fans.

@b, X1 ¥

O HR

The report deals with the market.
. 10 .



