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Scene

Work Cognition

\~ Basic Knowledge

This course is for a work post of future trade manager. The students should know the
basic requirements of the trading work, what the buyer really need, the talking points of
English communication, what skills he/she should get and what he/she should learn from
this course.

As future trade managers, the students should grasp the trade steps, trade terms first,
talk with foreign partners freely by English correspondence or English speaking through
basic modern communication platforms and tools. The name of this course gives us the
learning contents: Trade+English+E-mails. Mostly, students should know well the
composition, the writing principles of an e-mail, know more writing skills under a real

work scene.

v~ Work Background

Ms Zhanghui is a graduate of business English major. She grows up from a fresh graduate
to a successful Sales Manager now after years of hard work. She will guide you her real work
steps and tasks in this course.

Most of the work cases in this textbook come from the real trade cases of Weifang
Kaixuan Kite Plant, where Zhanghui worked during her internship. In the textbook, she will
lead you to learn practical foreign trade knowledge, e-mail writing and relevant e-commerce
skills in real working situations.

In this first lesson, as a new comer of Weifang Kaixuan Kite Plant, Zhanghui was
provided a worktable, a chair, a computer and an Alibaba account. Of course, she was given a
task of sales amount USD5,000 for the first year. Now the manager is teaching her some

knowledge of e-mails.



Section 1 Writing

% asics about E-mails
<~ B

1. What Is an E-mail?

E-mail, sometimes written as e-mail, is simply the shortened form of “electronic mail”, a
system for receiving, sending, and storing electronic messages. It has gained nearly universal
popularity around the world with the spread of the Internet. In many cases, e-mail has become the
preferred method for both personal and business communication. Both free e-mail and company

charged e-mail are popularly used for business.

2. Advantages of E-mail

Messages sent by electronic mail normally reach a recipient’s account within seconds.
They frequently include more than just text; images and numerous types of formatted
documents are now easily included as attached files. Moreover, it is no longer necessary to be
sitting in front of a PC to send or receive an e-mail. A variety of mobile devices, such as tablet
computers and smart phones, make it possible for us to manage correspondences anywhere.

“Fast” “Convenient” “Free” are the main three advantages.

3. Compositions of an E-mail
Generally speaking, an e-mail includes: address of receiver, subject, salutation, opening

sentence, body, closing sentence, signature and attachment.

Attentions and Notes

Address of receiver: Better copy the address to avoid making mistakes in spelling; the
only address needs totally correct;

Subject: Simple, concrete, relative with products interested and name of the receiver;

Salutation: Direct name of the receiver instead of “Dear Sirs” “To whom it may
concern’;

Opening sentence: Simple Greetings or show how to get the customer, or brief about
willing;

Body: Clear purposes, questions, answers or requirements, most important points;

Closing sentence: Mostly summarize the content or give wishes or requirements;

Signature: Most important for the receiver to know your company and contact at
convenient ways;

Attachment: Some files, pictures, videos can be attached as part of an e-mail.
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K{E A, Rohana@gmail.com K Bt
Greetings to Rohana

Dear Rohana,

How are you?

Glad to be together with you for 3 days! | think you are safely back
home; Wish enjoyed your trip to China and now relaxing after a long
tired journey;

Wish to talk our order when you are OK,

attached sharing our photo.

Hui Zhang

Sales Manager

Weifang Kaixuan Kite Plant
E-mail: zh@wfkite.com

4. Skills for Writing E-mails

There are 20 tips for writing business e-mails as follows:

(1) Try to be simple
Do not make an e-mail longer than it needs to be. Remember that reading an e-mail is harder

than reading printed communications and a long e-mail can be very discouraging to read.

(2) Answer to the point
Try to read the customer’s e-mail for several times to get his clear points needed;
Understand the customer’s exact demands and answer each point completely and correctly;

Follow one-to-one correspondence answer principle in writing an e-mail.

(3) Answer all questions, and try to solve further questions

An e-mail reply must answer all questions, and try to include the answer of customer’s new
possible questions. If you do not answer all the questions in the original e-mail, you will receive
further e-mails regarding the unanswered questions, which will not only waste your time and your
customer’s time but also cause some trouble. Moreover, if you are able to solve in advance some
relevant questions, your customer will be grateful and impressed with your efficient and helpful
customer service. For example, when a customer wants to visit you, he may just give you a plan.
You can ask him if he needs the Invitation Letter, and ask the information about his passport to
help him book flight or train tickets in China. You can also ask him if he needs you to book a

hotel for him. Customers will definitely appreciate your consideration and help.
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(4) Answer swiftly

Customers send e-mails and they wish to receive quick responses. Each e-mail should be
replied within at least 24 hours, and preferably within the same working day. If the e-mail is
complicated, just send an e-mail back saying that you have received it and that you will get it back
to them soon. This will put the customers’ mind at rest and usually customers will then be very patient!

(5) Do not attach unnecessary files

By sending large attachments you can annoy customers and even bring down their e-mail
system. Wherever possible try to compress attachments and only send attachments when they
are productive. Moreover, you need to have a good virus scanner in place since your customers
will not be happy if you send them documents full of viruses!

(6) Use proper structure & layout

Since reading from a screen is more difficult than reading from paper, the structure and lay
out is very important for e-mail messages. Use short paragraphs and blank lines between each
paragraph. Using listed points, number them or mark each point.

(7) Do not overuse the high priority option
We all know the story of the boy who cried wolf. If you overuse the high priority option, it
will lose its function when you really need it.

(8) Do not write in CAPITALS
If you write in capitals, it seems as if your are shouting. This can be highly annoying.
Therefore, try not to send any e-mail text in capitals.

(9) Try to keep former e-mail message

When you reply to an e-mail, you must include the original mail in your reply. In other
words, click “Reply”, instead of “New Mail”. A “threadless e-mail” will not provide enough
information and you will have to spend longer time to find out the context of the e-mail!

(10) Read the e-mail before you send it

A lot of people don’t bother to read an e-mail before they send it out, this probably with
some spelling and grammar mistakes contained in e-mails. Try to read your e-mail as a
recipient, this can help you send a more effective message and avoid misunderstandings and

inappropriate comments.

(11) Do not overuse Reply to All
Only use Reply to All if you really need your message to be seen by each person who
received the original message.
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(12) Appropriate format

Your e-mail should not have all the text in just a single paragraph, as this makes it difficult
for a reader to understand your meaning. Organize the content of your message logically and
include bullet points, headings and sub-headings for clarity.

(13) Do not request “read receipts”
If you want to know whether an e-mail was received, it is better to ask the recipient to let
you know if it was received. Do not use the self-response receipts function. This will almost

always annoy your recipient before he or she has even read your message.

(14) Do not ask to recall a message
Biggest chances are that your message has already been delivered and read. A recall
request would look very silly in that case. It is better just to send an e-mail to say that you have

made a mistake. This will look much more honest than trying to recall a message.

(15) Do not copy a message or attachment without permission
Do not copy a message or attachment belonging to another user without permission of the

originator. If you do not ask permission first, you might be facing copyright laws.

(16) Use a meaningful subject

Try to use a subject that is meaningful to the recipient as well as yourself. For instance,
when you send an e-mail to a company requesting information about a product, it is better to
mention the actual name of the product, e.g. “Butterfly Kite from Kaixuan” than just to say

“product information” or the company’s name in the subject.

(17) Use active voice instead of passive voice

Try to use the active voice of a verb wherever possible. For instance, “We will process
your order today”, sounds better than “Your order will be processed today”. The first
sounds more personal, whereas the latter, especially when used frequently, sounds

unnecessarily formal.

(18) Avoid using URGENT and IMPORTANT
Try to avoid these URGENT and IMPORTANT marks in your e-mail or the subject line.

Only use this if' it is a really, really urgent or important message.

(19) Avoid long sentences
Try to keep your sentences to a maximum of 15-20 words; Try to use simple words with

simple sentences; E-mail is just for correct message transfer; Understand the sender’s idea and

5
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try to be understood; use simple and plain English as much as possible in your e-mails; The
easier the better.

(20) Give a deadline for reply
If a reply to your e-mail is required, then the e-mail should clearly state the deadline for

the receiver to reply.

5. Format of an E-mail
Sample 1 Full Block Format 4573k3\

Dear Rohana,

How are you?

Glad to be together with you for 3 days! I think you are safely back home. Wish you enjoyed

your trip to China and you are relaxing after a long tired journey.

Wish to talk about our order when you are OK. Attached our photos.

Hui Zhang

Sales Manager

Weifang Kaixuan Kite Plant
E-mail: zh@wfkite.com

Sample 2 Indented Format %7t =

Dear Rohana,
How are you?
Glad to be together with you for 3 days! I think you are safely back home. Wish you
enjoyed your trip to China and you are relaxing after a long tired journey.
Wish to talk about our order when you are OK. Attached our photos.
Hui Zhang
Sales Manager
Weifang Kaixuan Kite Plant
E-mail: zh@wfkite.com




