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To write an effective negative message, you almost always use the indirect approach. You want to soften the blow by cushioning it between an opening buffer statement and a polite, sincere close. The more disappointing the bad news is, the more conciliatory your buffer and close must be. This takes tact and discretion and is not manipulative. You're not trying to disguise the bad news (you must still be clear, concise, and complete), but you want to emphasize how valuable they and their business are to you. At no point can you blame the client (or another department/business), nor should you admit fault if you have done nothing wrong (be sparing with apologies).
 You want to be as positive as you can and minimize the bad news, if possible; again, this varies by the importance of the situation. Emphasize what you can do, not what you can't do. The chapter "Writing Negative Messages" presents valuable information on buffer statements, examples of when not to use "you," and more depth on the points I mention above.
The only situations where a direct approach is appropriate for negative messages is when your audience is expecting bad news (like when the rumor mill has already identified that layoffs are coming) or when you know your audience has a preference for the direct approach (e.g., you know your individual manager's or director's personal communication style). Note: Only Case #18 is appropriate for the direct approach, although you might choose an indirect approach.
If the negative news is presented first, often the reader will not read the explanation that follows. That's why it's usually better to place the explanation/rationale (or buffer/ apology) first to build good will. You want the audience to read your full message and comply with your request, if there is one.
 
Please read the entire chapter before attempting the assignment.
Bad News Cases
These are the most difficult messages to write. Consider carefully the "you" attitude, the precise purpose of your message, the approach, what essential information to include, how to maintain a positive emphasis, and the tone presented by your word selection. Remember, you also want to maintain your reader's good will.
A key factor in writing a bad news message with "you" attitude is to not only understand your audience's perspective, but to take their side of the issue. They have to believe that you want what's best for them, not just what's best for you. Although the audience/reader may be at fault, you have to "get on their side" and convince them that you have their best interests in mind. Apologies that you've "done your best" may not be sufficient. Appeal to their interests and to what they have at stake.
Those of you who are more comfortable with the indirect approach will find that this organization pattern fits your style. Those of you who prefer the direct approach may want to write the heart of the message first, then go back and write the buffer and closing statements last.
Select one of the following cases from the chapter "Writing Negative Messages," and write your message according to the section of the case called "Your Task."
 
Cases: Select only one case to respond to.

#3, p 253 in custom text (#3, p 285 10th ed.): Email announcing program cancellation (Email format example on p 196 (Fig. 7.5, p 196 10th ed.)
#18, p 257 in custom text (#18, p 289 10th ed.): Response to criticism of your business on Yelp.com (You choose the format). For this case, I recommend searching for "bad food/bad service, etc.," because the positive reviews tend to come up first if you just search a business or type of business. Also, note that you can change your city (Yelp defaults to your local city).
#20, p 257 in custom text (#20, p 289 10th ed.): Employee performance review (Example memo format in Fig. 7, p. 176 custom text (Fig. 6.7, p. 170 10th ed.)
 
Reminder: This is a two-part assignment; the Bad News message is #6b, and its Analysis is #6a. Name your files following our course conventions, and place them in the labeled dropboxes.

