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Introduction

This 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 fallsinto five parts as follows:

Part|  Forms of Business Correspondence

Part Il Employment

Part |1l Business Negotiations

Part IV Payment

PartV 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.
Proceduresfor import business:

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

Make a firm offer | ——> | Place an order | ——> Sign a commercial

contract




Apply for opening a letter of credit through | Receive a complete set J
pply . pening . .g —> ve p —>
a bank, issue or establish a letter of credit of shipping documents
. . K .
Check or examine the documents in Apply for the commodit L
. o —> | "PPY D =
strict conformity with each other inspection and quarantine
Apply for customs entry & M Collect the consignments from the N
pply m ry —> g . —
customs formalities clearance forwarder at the port of entering
o) . o P
Fetch the goods to the Get the quality certificate from the
& ] > d y >
plant for production CCIB
Complain or claim

Readers of this book will find rules and steps for writing al 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.



Chapter 1

Business Letters

N owadays, 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, telex and fax even more popular, and seems to have
decreased the importance of |etters. Nevertheless, |etters 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 L etters

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

other means of communication:

1. Notimelimitsfor writing
When writing letters, the writer can take his time to state the matter in question in greater
detail . For one thing, the writer is justified in giving full details and even in repeating some key
points to assist the reader to draw adequate attention to the matters, while making a telephone
call or sending a telex message the writer may feel that he must compress the message to avoid
arecital 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. Conveniencefor reading at anytime
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 wantsto, aslong asit is kept on file.

3. Possession of the most legally binding force
Letters are the most effective documents with legally binding force. Letters may be presented
as evidence in acourt of law if there is a dispute between two business parties. For this reason,
many companies take refuge in writing letters to confirm not only what has been said on the
telephone but also what has been said during a face-to-face discussion. Messages sent by
telephone are not so convincing as messages sent by |etters 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 bereached
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 themsel ves 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. Conveniencefor sending statements and tables
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 L etters

® Rules for Writing Business Letters

Even though different people may have different ideas about writing letters, there do exist

some rules for writing business letters. Writers of business letters have to follow these general



guidelines :

1. Beclear
A letter should indicate exactly what the subject matter is. Don’t put more than one subject in a
letter. Be sure not to put more than one idea in a sentence or more than one topic in a paragraph,
i.e., one point in one paragraph. Never mix different ideas in one paragraph. Select a topic
sentence then decide the relevant in the same paragraph. The presentation of the 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.

2. Berelevant
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.

3. Beconcise
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 achieve conciseness, try to observe the following suggestions:
B  Omit common expressions
B Avoid unnecessary repetition and wordy statements
B Include only relevant facts with courtesy
B Organize effectively.

4. Be courteous
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



B Omit expressions that irritate, hurt, or belittle

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 find it difficult to understand

you neglected /failed to/forgot/misunderstood
you should know

your ignoring

your neglectful attitude

you lack of communication

we do not believe

we insist

you must

you are delinquent
your credit refusal
your disregard for
we are forced

your delinquent account

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 businessmen
chairperson chairman supervisors foremen
sales representative/person salesman spokesperson spokesman
stock clerk stockboy worker/employee workman

5. Becorrect
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:

a great deal of time bad good large

small majority minority 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.

6. Be short
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 and
confusing. Therefore, short sentences may be mixed in with longer ones.
7. Becomplete
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

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. Givetheletter aheading to help thereader to understand what the letter isabout.

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

3. Alwaystry to plan ahead.

4. Assemble the pointsin order of importance.

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

6. Write afirst 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 essential points. Is the information relevant, correct or complete? Are the grammar,
spelling and punctuation correct? As far as the style is concerned, the letter should look
attractive, sound sincere and natural, clear, concise and courteous.

8. Decidein what person the letter should bewritten before starting towrite a letter.
Business letters are normally written in:

B the first person singular

B the first person plural

B the impersonal passive.

When the singular first 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 elements. The third style appears less
personal and less friendly than either of the other two styles.

9. Palish theletter to get thefinal version.



Section 3 L anguage and Style

® |anguage of Letters

In the rush of business, nobody is willing to read a letter twice, so a business letter should

above all be clear and correct. The words chosen must convey the writer’s meaning best. The

choice of words should follow these rules:

1. Use simple and short words instead of long and complicated words

in the course of

Long Short Long Short
accomplish do approximately about
commence begin communication letter
currently now following after
imminent near imprudent rush
purchase buy request ask
require ask require need
remunerate pay subsequently later
terminate end transmit send
utilize use

2. Usewordsinstead of phrases

Phrases Words
at present time now
the lower income groups poor
come to a decision decide
at this moment now
in the near future soon
for the reason that because
have a preference for prefer
take into consideration consider
under separate cover separately
in receipt of receive
within our power we can
with reference to about
in connection with for
in a position to do able

during




at an early date soon

in the event that if

in spite of the fact that athough

on the question of asto /about
in excess of over

thereis a possibility that possible
owing to the fact that as, since
asaresult of thisfact consequently

3. Use everyday wordsinstead of academic words

Everyday Academic Everyday Academic
shorten abbreviate drink beverage
rise and fall fluctuate try endeavor
put out extinguish break fracture
begin initiate guestion interrogate
get procure near imminent
find our ascertain

4. Use standard abbreviations

“Rd”., “St”. and “Sq”. are short for “Road”, “Street” and “Square”.

On the envelope the abbreviations “c/0”, “Attn”. and “P.O.B”. mean “care of” , “for the
attention of” and “Post Office Box”.

“P.T.O”. stands for “Please turn over”, “i.e”. for “that is”.

“Cf’. means “compare”’; “do”. means “ditto” and “viz” (videlicet, Latin ) means “namely”.
“plc”’.or “PLC”, Ltd., Brosor or & Co., Corp. and Inc. are short for Public Limited
Company, Limited, Brothers , Company, Corporation and Incorporated.

In the very old-fashioned correspondence: ‘“ult” (ultimo) means “last month”,

“inst”.(instant) means ‘“this month”, “pox”. (proximo) means “next month”.
Style of Letters

The style of a business letter not only reflects the writer’s ability, but also expresses the

competency of all employees of the company. The impression of a business letter on the recipient

will have a far-reaching influence upon the future achievement of the company. The following is

the general rules for the language and style of a business letter:
1. Formal
When writing about business and services activities, the writer has to decide whether his

writing should be formal or informal. Generally, business reports, research papers, should be in

formal style, while business notes, memos, and most business letters should be in informal style

of language. The following wordings express different kinds of styles:



Formal Informal Formal Informal
approximately about inquire ask
ascertain find out obtain receive
assist help participate share
construct build purchase buy
contribute give sufficient enough
difficult hard utilize use

2. Sincere

Sincerity in letters shows that the writer is dealing with his correspondent in an open
straightforward manner. Sincerity arises from a just appreciation of the subject matter, the
purpose, the reader and the writer. It is based on truth, reasonableness and modesty. It inspires
confidence in the reader. Insincerity, on the other hand, repels the reader, creating distrust and
cynicism.

One thing that may destroy sincerity is flattery. It is a dangerous thing to introduce into letters.
However, a compliment based on the facts of the business situation and expressed in moderate
language will be accepted happily and gracefully. On the other hand, effusive apologies sound
insincere. Two apologiesin aletter are ample. A letter that contains four apologetic expressions
will raise doubts in the mind of the reader. The following are some examples of what kind of
expressionsis sincere and what kind of expressionsisinsincere.

Sincere Insincere
| am pleased to tell you or say | have pleasure in informing you that
Please et us know your opinion soon Please favour us with an early expression of your
views.
Pleasetell or inform us Please be good enough to advise us
| am grateful for It will be appreciated that
Thank you for your |etter The writer wished to acknowledge
We thank you We beg to thank you.

3. Natural
Letters need some degree of formality, but always remember that they are an aternative to
talking to people. They should be as close to speech as is reasonably possible. To be natural,
the author should make the writing brief, succinct, relevant and precise, and at the same time,
avoid using cliché. The following is a comparison between natural expressions and unnatural

ones.
Natural Unnatural
| am pleased to tell you that | have pleasure to inform you that.
Please et us know your opinion soon Please favor us with an early expression of
your view




