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Business Correspondence:
Basic Principles

THE LETTERS WE WRITE

When anyone needs to write a business letter he should always remember the
importance of ‘The Three C’s: Clarity, Courtesy and Conciseness’. He should
also remember any letter is written for the recipient. Unlike other means of
communication, the reaction to a letter is known only when the reply is received.
In conversation one can normally see the kind of impression one is making on the
other person and therefore make the necessary corrections to get on better with
him. This is not so, however, with a letter, and if a bad impression is made, one
learns about it only from the reply, by which time it is probably too late. It is
therefore necessary to put oneself in the position of the person who receives the
letter, to consider his possible attitude and to show his views and requirements are
being taken into consideration.

The Aim of a Letter
Any letter should attract the reader’s attention from the very beginning, and so the
subject matter should be introduced without delay. His interest is often encouraged
if the subject of the letter is stated at the beginning in a subject heading, e.g.

Dear 8irs,

Your Order CX688472 of 3rd June, 1994

Such a heading serves to show the reader from the outset what the letter is about,
so he can give it appropriate priority. On some occasions, however, this ‘headline’
approach may appear a little too abrupt. The writer should therefore decide for
himself whether the subject of the letter is something he wishes to announce from
the beginning or whether it needs to be introduced rather more delicately. This is
often the case with bad news or something needing tact to explain. As a general
rule, anything that is of obvious and straight forward importance merits the
‘headline’ approach, but if the subject is more complex, it should be treated
rather more gently.

The Language of a Letter
Since a letter should always be written for the reader, the language used should be
something he can easily understand. If, therefore, the writer knows he is writing to
someone in a country where English is seldom spoken, he should write his letter
in much simpler English than he would if he were writing to a native speaker of
English.

He should also remember that long sentences and paragraphs are often off-putting
to many readers, even if they have a good command of English, and so try to ensure
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his letter appears attractive and easy to read and understand. Of course, with very
detailed and complex letters, it will sometimes be impossible, but whenever it
can reasonably be done, a letter should be so designed that the paragraphs are
reasonably short and the sentences easy enough for a busy executive to understand
without having to spend too much time on them.

CORRESPONDENCE: CONVENTIONS AND FORMAT

Business letters have developed over a number of years and there have been many
changes in the various techniques used. Today the emphasis is on freshness,
informality and friendliness in approach. Certain conventions remain, however,
and these should be followed if the letter is not to seem very amateurish. The types
of letter can best be classified as follows:

1. from a private person to a firm or organisation;

2. from a firm or organisation to a private person;

3. from a firm or organisation to another firm or organisation.

Once the conventions for the first two types are known, the third, which occurs
repeatedly in later chapters, is fairly easy to follow.

Private Person to a Firm or Organisction

13

Dear 8irs,

7th November 1994

Kingsley Blighton & Company
468 High Street
Sunningdale.

12

Thank you for your letter of 1st November in which you explained...
With all good wishes,
Yours faithfully,

M Broun

M. Brown (Mrs)

—————————————————————————————————————————————

73 Lotus Heights

87 Floral View Road
Sunningdale

Tel : 698458
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xR
1.The Sender's address( % {5 Adut): %58 ¥k (open style), HittF

FARS, BTEANT. Y%, WAl EMERE -THEREM LS
5, Ht&TTRERMES. B, EHENESHEEEN RGN LE
. #itn: 87 Floral View Road#h REEEA 87, Floral View Road .

2.The date( R f H#): L XEEFHHNEERRAIER. H4Tth
November 19947]#:A7 November 1994, W& AR EE MM —ES. £H
AJBRBAMEEBYATE. Sin: November 7 19941 K November 7,
1994. 455 an7th Nov.8(7/11/94— A HER G E .

3.The inside address({5P il ): ZEFHK FE - RS LikE Atk — H
WRANTHRERER. ZEHEE. HINEUDNABFEHLZH0FIHM
“Messrs EEAF WALEARERIT. EATRERSHRE AL L1
OLT, f0The Shatin Trading Company, 1 2{# XM, 24X KA F
HARFAE A FN T A0 & fMessrs, T M 45 iAPlcs{Ltd, #1
Smith, ¥atson & Company Plc(Ltd). EfRINM, Messrs{isRal L LE(S &
FHREKEBREAUERT IR L@ A, #0: Messrs Black
and Brown do not wish to join us in this project.

4.Dear Sirs(EZHEHEN): BRBABERRE - FLAFN, MaTLLA
Dear SirsiXFpfriFis, WRBREA - KATMEANA, NIF FHDear Sir.
WRMEE S, AFrfMDear Mr-. MBREASIEBERRRAAFE
HENRGEPAN(AREERFTARS), WA EEAL FEE LFor
the attention of---&attention:---, SR/FA FIEEDear Sirs. &5 A

NHEE LREANREAR/Z, -

Miss Eliza Doolittle
Kingsley Blighton & Company

5.Yours faithfully(# 8. KH)): “F & UDear SirsmDear SirFFLat, X &b
REFARSEN. BR, LEEMUDear Hr- BE AL IF K0T, 5%
K& EL BN MYours sincerely. HAfkSincerely yours, Sincerelyl)
RYours ever, Yours truly, Yours very trulyfyifi 85 iE = {978 B & i
B, MEPERENY R B ams.

6Mrs(KK): MRRHEARLH, WRFEECHBELZEMErsR
Wiss. XA T kXt 7y 7E & bt IE R MARIR I . JR X 5 R 50 R 15 A
MR, T & 7E 5 o b FiMs - SRARIE . IR TC B H 2k 45 ) B R
A, WATDLXBEFF 4 : Dear/S M HBEE EHELMLFK. BIA0: Dear T.G.
Oba.
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Firm or Organisation to a Private Person|
' Kingsley Blighton & Company

458 High Street Sunningdale
Tel.: 44 567 5684

Fax: 44 567 5984

Cables: Kingcome Sunningdale

Our Ref.: CM/876/pw 13th November, 1994.

Timothy Williams, Eq.,
48, Arrowsmith Road,

lllingworth.

Dear Mr Williams,

Your Order of 1st November, 1994

Thank you very much for your order mentioned above which we
have now received...

With best wishes,

Yours sincerely,
for Kingsley Blighton & Company

C Meadowr

C. Meadow

TR

L.Punctuation(}3 2fF 5): EXEHEFROER 5 EEEMKBH T LR RE.
WEERHHEMEAIEERE. F8 T (subject heading) KB, 48—
BENEFEBRETHESNMNES. IR NBMES, BRMFELE
RS ATAT.

2.Esq(Jt4): EsqiEEsquire48 5. XF kAL G L. BE, YEEAE
BOPBUE AR REHET, ARt A, FEENREX LB T E A
A, BARESNr—&6H .

3.With best wishes($LER T HFE): ARFREZET, ANH @ H--fhxy)
HEURRMEBEGEANALT, SRRMTRE EHPLREE 8 A
f9With all good wishes, MW¥ith best wishes BB F MEY . HibHE
liRegards, Best regards,Kind regards®%a I TBAZ 6. Ao, #isg
REEMYEILL, mbe/I now look forward to hearing from you;
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We assure you of our best attention at all times. 48, FHLF L H
bk, HARAEBRHBENTRIRFEHFRIXR.

4.The signature block(Z 712 ): YREFEANERARUREZRAFAEER
i, MATERARACTEFNZFRIRE, FAmlE, fn:

Yours faithfully,

S,

for John Jones
General Manager

ARBE R ATRRN E TR UMM & SGETRE FES 1 F. R
WERY, AFREHABEAEXWINATALSL, plm:

Yours faithfully,

|

|

| i

J C.T. Won
%

For Financial Secretary

B, TEMREORFEATEEFTERT NS R RETHTMNE
¥, THBHRE, HElmT:

’ Dictated by Mr Thomas Jonses and signed in his absence by

V\nn'.e,\/\fmﬁ
Annie Wong
Secretary

5.CM/to:iX 2 2 B A% R 69C. Meadows FIHTEN A 1 & (0 &5 2 6F .
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CORRESPONDENCE: THE GENERAL PATTERN

Some firms have an accepted house-style which makes their most routine letters
look as if they have come from the same family. Where such rules apply, they
should be obeyed, regardless of any possible clash with the suggestions made in
this chapter. Some firms also impose minimum standards of consistency by the use
of form letters which are stereotypes that can be used to meet any situation and be
copied by the inexperienced. They may be necessary where routine letters and
postcards have to be sent out by junior members of scaff, but they are the main
cause for conservativism in a firm’s correspond-:iice, perpetuate what are often
outmoded expressions and may produce lifeless and uanatui .l letters that seldom
fit the circumstances they are being used for. The best letter is one that is fresh in
style and written for the particular occasion in question.

The Opening Paragraph
This should be as brief and to the point as possible. When the letter is in reply to
another, the writer should start off by acknowledging that letter, e.g. Thank you for
your letter, mention any relevant reference number, of..., and then go on to quote
the date of the letter received. Alternatively, he might say Thank you for your letter
of (the date in question) in which you say... and mention the subject of the letter
received.

As indicated above, letters should always open with an acknowledgement of one
received and the writer should therefore say Thank you.... The earlier custom of
acknowledging a letter with With reference to... or I/We refer to..., e.g. With
reference to or I/We refer to your letter of 3rd November, should be avoided, for
such expressions are cold and impersonal, and also outmoded today. When,
however, a letter written is a follow-up to an earlier letter from the same writer or
company, there is no acknowledgement for anything received, and so such
expressions as With reference to or I/We refer to are justified. A follow-up letter
can also be usefully introduced with the expression Further to my/our letter of...,
but it is important to remember that sentences beginning with clauses introduced
by With reference to, I/We refer to or Further to should always continue so that a
____grammatical sentence is completed, e.g.

With reference to ) our letter of 2nd June, I wish to point out it is
I/We refer to ) important to remember what our competitors may
Further to ) do.

It will thus be seen the opening clause merely introduces the main message of
the sentence, in this case / wish to point it is important to remember what our
competitors may do.

The Body of the Letter

The writer of any letter should fully recognise the purpose of his letter, for then he
can organise his material appropriately. The body of the letter may therefore
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consist of a number of paragraphs, each dealing with different aspects of the
subject, and in logical sequence. If the subject matter is very complex and the
letter therefore fairly long, it may be necessary to number the paragraphs so they
can be easily referred to later on. It is not usual to number the opening paragraph
of a letter, for it is clearly Number 1, but the first paragraph of the body would
normally be the second paragraph and so numbered 2 and the succeeding ones 3,

4, 5 and so on.

As each individual paragraph should be devoted to a particular aspect of the
subject, it is useful to introduce them with such phrases as With reference to...,
or With regard to..., e.g. With reference/regard to the price of imported goods,
.... Sometimes the longer phrase As far as... (the item considered) ...is/are
concerned,... is used, e.g. As far as the price of imported goods is concerned,

Closing the Letter

The subject of the letter will been have been discussed in the various paragraphs
in the body of the letter, so now the close to the letter often begins with a brief
paragraph summing up what has been said previously and sometimes coming to
particular conclusions and/or suggesting appropriate action. This will normally be
followed by a brief paragraph containing a single closing courtesy sentence. As has
been mentioned previously, this may be no more than With all good wishes/With
best wishes, but can be more businesslike, e.g. If you require any further details, we
will be pleased to send them to you. This closing sentence should be a complete
sentence and not, as was sometimes the case in the past, a mere participal phrase
such as Trusting this will meet with your wishes,. If the writer wishes to say
something like this, he should make a complete sentence of it, i.e. We trust this
will meet with your wishes.

How Letters are signed
All organisations send out vast quantities of correspondence each year, and so this
varies very considerably in importance and type. The least important letters are
signed just with the printed name of the organisation in question, sometimes with
the initials of the clerk responsible. More important ones are signed by executives
with authority 1o sign, but not to act on their own responsibility. Such people, like
Mr Meadow in the letter already considered, sign for the organisation in question
and its name is incorporated into the signature block. More senior executives, like
departmental managers and above, who can write on their own responsibility, sign
with their position indicated thus

Yours faithfully,

ThoysSgth

Thomas Smith

Sales Manager

The name of the company is sometimes also incorporated into the signature block
as well as the position of the signatory holds, but this is not really necessary, for

Busmess Corresponpence: Basic Princieies 1-7



Thomas Smith
Sales Manager

oSt

| Yours faithfully,
t Smith, McGregor & Sons Ltd,

the company name has normally been stated clearly enough in the letterhead. The
signature block would therefore look like this.

Now there is no for Smith, McGregor & Sons Ltd, as there would have been if
Thomas Smith had been more junior, but if he was writing specifically on behalf of
Smith, McGregor and what he had to say in that letter had nothing whatsoever to
do with him as an individual, he might sign per pro, sometimes abbreviated as p.p.,
meaning for and on behalf of, Smith McGregor, thus

i Thomas Smith

[ Sales Manager

General

Yours faithfully,
per pro Smith, McGregor & Sons Ltd,

Business letters are normally written in

1. the first person singular, e.g.
I am sure we will be able to supply you with goods that will sell very well in your
countryy

2. the first person plural, e.g.
We thank you for your interest in our products and assure you we will always
supply goods of superlative quality;

3. the impersonal passive, e.g.
You will be informed accordingly when your application has been processed.

The first person singular should be used only by senior people in the firm who
can report on their actions or express their opinions which are at the same time
those of the firm as a whole. A junior would do better to associate himself with the
firm by using the plural form. Both of these styles have a certain personal
element, which is their main advantage, but would not be appropriate if the writer
was very junior, if the nature of the letter was very impersonal or the writer did
not want to appear particularly friendly. In these circumstances the third style, the
impersonal passive, should be used. This should be avoided as often as possible,
but this does not mean it would never be used. It invariably appears very much .
less personal and therefore less friendly than either of the other two styles, and so
it is important the writer who uses it should realise this and consequently use it
very cautiously.
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The first person singular and the first person plural may be used in conjunction
in a letter. This varying from one style to the other emphasises the value of the
first person singular, for it makes it clear that here is a personal opinion the
writer has given some thought to. It is also possible to use the first person plural
in conjunction with the impersonal passive if the writer wishes to play down the
personal element in his letter.

Letters written in the first person singular are normally signed by the writer with his
position in the firm indicated. Those written in the first person plural are signed for
the firm with just the name of the writer indicated. Such people are often obliged to
refer to themselves as the undersigned.

When a person uses the first person singular and signs with his position indicated,
it is usual when writing in reply to address the letter specifically to him, e.g.

Mr James Smith
\ General Manager

or just to the position he holds, e.g. The General Manager. When he has written in
the first person plural and has signed for the company, it is usual to address a
letter in reply to the company and, if the letter is intended for a particular person,
to indicate this by adding after the inside address, and sometimes after the address
on the envelope as well, For the attention of that person.

CORRESPONDENCE: LANGUAGE

In undertaking any kind of correspondence, there are two main principles to consider:
the unity and coherence of what one is writing and the general effectiveness of the
language used.

Unity and Coherence
Unity in writing should be seen at three levels: in individual sentences, in
paragraphs and in the message as a whole.
A. Sentences should be unified in that they contain one main idea only.
Modifying or subsidiary ideas may be added by using the conjunctions and,
but or for.

You have done very well this year and I hope you will do even better next
year.

The main idea is You have done very well this year and the subsidiary, I hope
you will do even better next year. There are two ideas in the sentence, joined
together by and, and there is unity between them.

Note, however, there is no unity in a sentence like We are sure you will agree
our products are better than our competitors’ and we will allow you a good
discount on large orders, for the second idea, we will allow you a good
discount on large orders, is totally different from the first, we are sure you
will agree our products are better than our competitors’, and so cannot be
considered a subsidiary to it.

Business CorresponpENcE: Basic Princieies 1-8
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She has made a good start in this company, but there is still a lot she has to learn.

Here, the modifying idea or subsidiary, there is still a lot she has to learn, is
attached to the main one, she has made a good start in this company, by the
conjunction but, which shows a degree of contrast between the two ideas, but
they are still related to each other.

We must be careful how we deal with them, for they do not have a good
reputation.

Now the subsidiary idea, they do not have a good reputation, is attached to the
main one, we must be careful how we deal with them, by the conjunction for,
and is the reason for it. It could just as well have been introduced by as or
since.

Subsidiary or modifying ideas are often contained in relative clauses,

His friends, who had ofien disagreed with him in the past, now gave
him their full support.

The main idea is his friends now gave him thetr full support and the subsidiary,
who had often disagreed with him in the past, is clearly related to it.

A sentence may contain up to three ideas, a main one and two subsidiaries, e.g.

The new regulations will come into force on 1st June and, although
Management may consider requests for concessions in particular
circumstances, they will normally be strictly followed.

The main idea is the new regulations will come into force on Ist June and the
principal subsidiary is added with an and, they will normally be strictly followed,
but a third idea is admitted in the clause of concession introduced by although,
Management may consider requests for concessions in particular circumstances.

It is most unlikely for a sentence to contain as many as four ideas, for then the
overall meaning is likely to be confused.

. Unity within a paragraph can be achieved when all the sentences within it are

closely related to a central idea. This should be indicated at the beginning of
the paragraph in question by such linguistic signals as with regard to, with
reference to or as far as... is concerned, e.g.

With regard to/With reference to the machine tools we have ordered, we
must stipulate they should be delivered by 1st January, 1994.

All other sentences in this particular paragraph would also be about the
indicated central idea, i.e. the machine tools we have ordered.

As far as your brother is concerned, I would like to say we will do all we '
can to help him on his travels.

All the other sentences in this particular paragraph should also be about the
central idea, in this case, your brother.

- It is not enough for a paragraph to consist of a number of grammatically correct,

but isolated sentences on a particular subject, but they should be clearly



