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main 1ssue, then CONCIUAINg Dy SUgEESTINg a COUFse OF ACTION OF asKINg YOUr read-
ers to follow up.

MEMO TONE

The importance of Memos are typically distributed in-house and circulated among colleagues,

memo tone subordinates, and superiors. Memo topics often involve evaluations or recommen-
dations about policies, procedures, and, ultimately, the people with whom you
work. Because people are sensitive to criticism (even when it is merely implied)
and often resistant to change, an ill-conceived memo tone can create problems. So,
be particularly careful about your tone.

Achieving the Achieving the right tone in your memos involves using some common

right tone sense. Put yourself in the shoes of your recipients and write accordingly. Be
polite and avoid sounding bossy, condescending, and aggressive, or deferential
and passive. Don’t criticize, judge, or blame any individual or department.
Don’t resort to griping, complaining, and other negative commentary. Try to
emphasize the positive. Finally, approach difficult situations reasonably. Instead
of taking an extreme stance, or suggesting ideas that will never work, be practi-
cal and realistic.

Being direct The tone of a memo also comes across in the sequence in which you deliver the

orindirect information. Depending on the sensitivity of your memo’s subject matter, you may
want to take a direct or indirect approach. A direct approach (as in Figure 11.1),
begins with the “bottom line” in the first sentence (as well as in the subject line) and
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MEMORANDUM 4—— “Memo"” or
“Memorandum” is

To: All Marketing Assistants, Cincinnati Office Web Marketing Group centered at the top

P N of the page
Fror Marilyn Zito, Purchasing <m.zito@adco.com>uz <l Heading guide
Date: October 25, 20XX includes “To”
Subject:  Your choices for new high-capacity copier “From” “Date” and

“Subject” lines

As you requested at our October 12 meeting, | have gathered all the 4—{— Opening paragraph
manufacturer information needed to order a new high-capacity photocopier to gets right to the
replace the inefficient one in your area. As you know, since the MAs typically point
make the most use of the copy machines, | would appreciate your input as to
¢ ‘which copiers from the attached options seem most suitable for your >
purposes.
Please note that | was required to select from options under $8,500 in order to #—— Provides necessary
‘stay within your department’s 20XX purchasing budget, a substantial portion of background details

‘which was used to purchase your new high-speed fax machine in March.
However, | think you willfind that the copiers selected are state-of-the art and
should more than meet your needs in terms of capacity, speed, quality,
precision, and durability—all of which you indicated were important attributes.

Please take a careful look at the models attached, consider your impressions ~ «—\—s Outlines specific
of each model, pick your top three preferences, and email me your lists course of action in
individually by November 5.  will tabulate your votes, contact you with the the conclusion

results, and order accordingly.
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To: All Markating Assistants, Cincinnat Office Wb Marketing Group ey the top Zoom w4+ o
From:  Marilyn Zito, Purchasing <m.zito@adco.com> uz €L Heading guide
Date:  October 25, 20K includos To" Pa— Coleshite0
Subject:  Your choices for new high-capaciy copier T D"
O History Culebt
As you requested at our October 12 meeting, | have gathered all the 4~ Opening paragraph L Downloads Crrls)
manufacturer information needed to order a new high-capacity photocopier to gets right to the
replace the inefficient one in your area. As you know, since the MAs typically point [} >
make the most use of the copy machines, | would appre your input as to
‘which copiers from the attached options seem most suitable for your o
purposes.
Ctlsshift-y
¢ Please note that | was required to select from options under $8,500 in order to “#——= Provides necessary
stay within your department's 20XX purchasing budget, a substantial portion of background details. @ print Ctri+p
‘which was used to purchase your new high-speed fax machine in March.
However, | think you willfind that the copiers selected are state-of-the art and. @ Web capture CuleShift=S
should more than meet your needs in terms of capacity,speed, qualiy
precision, and durability—all of which you indicated were important atributes. @ share
Please take a careful look at the modes attached, consider yourimpressions  <—{— Outines specific & Find on page CHlsF
of each model, pick your top three preferences, and email me your lists course of action in
individually by November 5. willtabulate your votas, contact you with the the conclusion A Resdaloud Ctlsshift=U
results, and order accordingly.
More tocls >
Thank you very much for taking the time to help me make an informed decision
‘that meets your genuine needs. €3 Settings
@ Help and feedback >
Copies: J. Herrera, Director of Marketing «—— Copy notation
M. Ziolkowki, Vice President, Purchasing ;:‘x’.‘:,:\' it the Close Microsof: Edge
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CHAPTER11 Memos and Letters.

then presents the details or analysis that support your case. An indirect approach
lays out the details of the case over several sentences (and leaves the subject line
vague) before delivering the bottom line later in the paragraph.

Readers generally prefer the direct approach because they want to know the
bottom line without being told in advance how to feel about it. Assume, for exam-
ple, that a company Payroll Manager has to announce to employees that their pay-
checks will be delayed by two days: this manager should take a direct approach,
announcing the unpopular news in the subject line and in the opening sentence
and then explaining the causes of the problem:

MEMO

To: All employees

From: Meredith Rocteau, Payroll Manager xx
Date: May 19, 20XX

Subject: Delay in paychecks

I regret to inform you that those employees paid by direct deposit will
experience a two-day delay in receiving their paychecks.

This delay is due to a virus that infiltrated the primary computer server
for our payroll system. Although we hired virus consultants to identify
the vire and rlaan nut the sarver tha nracass tnk nearly 4R houre
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Types of Memos
Yet as you all know, times are difficult right now for the automobile Opening paragraph
industry. Sales are down; financing is hard to obtain; and consumers starts with an

explanation before
delivering the
bottom line

are holding back on major purchases.

In order to keep the company solvent, we must consider all options.
Therefore, | have been informed by our company president, John
Creaswell, that we must downsize. We will begin with options for
retirement packages, but please be prepared for the possibility that The bottom line
lay-offs may follow.

¢ ‘We will have more information for you at an all-hands meeting >
tomorrow.

Finally, a memo’s tone comes across in the way you handle its distribution. Use  Delivering memos in
the appropriate delivery medium. If your topic is very short, timely, not overly for- ¢ ;:g:; L'éﬁil"' to
‘mal, and needs to reach everyone quickly, consider sending the memo as an email
or email attachment. But if your topic is more formal and more detailed, send out
a traditional paper memo. Also, be careful about who receives your memo. Don't
send a memo to everyone at work when the content is only appropriate for a few,
and don’t leave vital people off your distribution list.

TYPES OF MEMOS .
B B 06 d N @rsvonn N g
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starts wi

bottom line This delay is due to a virus that infiltrated the primary computer server
for our payroll system. Although we hired virus consultants to identify
the virus and clean out the server, the process took nearly 48 hours.

We apologize for the inconvenience.

However, when you need to convey exceedingly bad news or make an unpopular
request or recommendation (as in announcing a strict new policy or employee
layoffs), you might consider an indirect approach; this way you can present your
case and encourage readers to understand your position before announcing the
unpopular bottom line. The danger of the indirect approach, though, is that you
may come across as evasive.

< MEMO
To: All employees
From: J. Travis Southfield, Director of Human Resources j7v
Date: September 19, 20XX

Indirect approach: Subiject: Difficult economic times

Subject line is not

:vetiﬁt ?mu! Each employee of the AutoWorld family is a valued member, and each
ottom line

of you has played an important role in our company’s expansion over
the past 10 years.
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TYPES OF MEMOS

Memo format can also be used for distributing short reports, discussed in Chapter
16. However, for the purposes of this introductory chapter, consider the following
common and more basic types of memos.

Transmittal Memo

A transmittal memo accompanies a package of materials, such as a long report,

a manuscript, or a proposal. Its purpose is to signal that the information is

being sent from one place to another (providing a paper trail), to introduce the
< material, and to explain what is enclosed. A transmittal memo may be as simple >

as a sentence or a paragraph with a bulleted list describing the package, as

in Figure 11.2.

Summary or Follow-up Memo

A summary or follow-up memo provides a written record of a meeting or conver-
sation, or just a topic during the meeting or conversation that was not resolved at
the time. In addition to providing documentation that the meeting or conversa-
tion took place, summary and follow-up memos also insure that each recipient has
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é Greentree
Biovomics, nc.
MEMORANDUM
To:  D. Spring, Director of Human Resources
From: M. Noll, Head, Biology Division, M.
Date:  January 16, 20XX
Subject: Hiring of new laboratory manager
< >

As you know, each unit manager has been asked to prepare a hiring plan
for the coming year. Attached to this memo please find a brief report
outlining the biology division’s need for a new laboratory manager.

‘The attached report includes

« an overview of needs

«a job description

«a budget

Please let me know if you require any additional information. I look
forward to hearing from you.

FIGURE 11.2 A transmittal memo
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+a job description
«a budget

Please let me know if you require any additional information. I look
forward to hearing from you.

FIGURE 11.2 A transmittal memo

the same understanding of what was decided. Figure 11.3 shows a memo that
performs both a summary and follow-up function.

Informational Memo

Informational memos typically contain some type of announcement or update.
For instance, you may receive a memo announcing the closure of a parking
ramp over the holidays for repair, or an upcoming awards ceremony on Friday.
Such memos are increasingly sent via email, since email is quick and inexpensive
and has wide reach. But if the memo has a more formal purpose, a traditional
paper version may be preferable, as in Figure 114, which reiterates an important
company policy.
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MEMORANDUM

To:  All employees
From: Jorge Gonsalves, Human Resources /.
Date:  January 12, 20XX

Subject: 401K Matching Policy

As the new year begins, we in Human Resources would like to remind you

about the company’s generous 401K matching policy. We will match your

’ 401K contributions 100% when you roll up to 10% of your salary into R
your 401K.

Many companies will match only up to 5% of an employee’s salary, and
usually not at a 100% rate, so please take advantage of this program by
enrolling now. Enrollment is only open until March Ist and will not be
open again until next January.

Please drop by the Human Resources office on the 6th floor to get a
handout that provides more detailed information or to speak with an HR
representative in person.

Thanks.

ce: Alison Sheffield, Manager, Human Resources.
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redible Software
Graphics, Inc.

MEMO

To:  Elaine Lamer and Mitchell Dramson, Software Development Team
From:  Christopher Felts, Manager C.F:

< Date:  June 19,20XX >
Subject: Follow up to today's meeting

Thank you for meeting today to discuss next steps to complete the next
version of our animation software package.

As you noted, the original release date of October 1 is probably too
optimistic given the latest hiring freeze. Yet, as I mentioned, we can't afford
10 go beyond a date of October 15 if we are to make our fourth quarter sales
goals. So, let’s agree on October 15 as the new due date.

Please communicate this information to the other members of your team.

ce: E. Hearly, Division Chief
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LETTER BASICS

A well-crafted workplace letter conveys a formal, professional impression. It
presents a reasoned, carefully constructed case and represents not only you but
also your company or organization. Letters also serve as an official notice or
record. Your signature on a letter certifies your approval of the message. Letters
often serve as legal documents, and so precision is crucial.

LETTER PARTS AND FORMATS

All letters contain various parts (date line, return address, signature line), which
are formatted in a standard way.

Parts of a Letter

The parts of a letter include the sender’s address/heading, date, inside address,
salutation, body text, complimentary closing, and signature. In addition a letter
may include such optional parts as a company logo, typist’s initials, enclosure
notation, and/or copy notation. Figure 11.5 shows a workplace letter with the stan-
dard parts (as well as optional typist’s initials and enclosure notation) labeled.

" BSE 0 e R
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Importance of letters

Standard
and optional parts
of a letter
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Letter Parts and Formats. 195

TRATEGIE
for Memos

» Focus on one topic. If you need to address more than one topic, consider a for-
‘mat other than a memo (for instance, a report).

» Bebrief. People expect memos that are short and to the point.

» Use the appropriate organizational format (direct or indirect). Prefer the direct
format when you need people to get the point quickly and the indirect format

< when you have something hard to say that needs to be softened.

» Follow the standard format illustrated throughout this chapter.

» Use white space, headings, and bullets. These features provide visual structure to
your memo.

» Distribute to the right people. Do not “spam” people with your memo. Whether
you are sending the memo via email or on paper, be sure it reaches only those who
need the information. At the same time, don’t leave out anyone who needs to read

your message.
LETTER BASICS 2
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and consider the following repairs to be necessary and of immediate concern:

Exterior:
Remove plywood soffit panels bencath overhangs
Replace damaged insulation and plumbing
Remove all built-up ice within floor framing
Replace plywood panels and finish as required

Northeast Bedroom—Lower Level:
Remove and replace all sheetrock, including closet
Remove and replace all door casings and baseboards
Remove and repair windowsill extensions and moldings
Remove and reinstall electric heaters
Respray ceilings and repaint all surfaces

‘This appraisal of damage repair does not include repairs and/or replacements
of carpets, tle work, or vinyl flooring. Also, this appraisal assumes that the
plywood subflooring on the main level has not been severely damaged.

Leverett Land & Timber Company, Inc. proposes (o furnish the necessary
‘materials and labor to perform the described damage repairs for the amount of
six thousand one hundred and eighty dollars ($6,180).

Complimentary
closing - Sincerely,

Signature — //I. famn
Gerald A. Jackson, President
GAJlob

Typist’s initials —

Enclosure notation e Encl. ltemized estimate

Phone: 410-555-9879 Fax: 410-555-6874 Emai: It@yonet.com

P 7 2230m
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LEVERETT LAND & TIMBER COMPANY, INC. creative land use.

Heading e—— 18 River Rock Road quality building materials
(sender’s address) Leverett, MA 01054 architectural construction
Date -1 January 17, 20xx
Inside address — Mr. Thomas E. Muffin

Clearwater Drive

Amherst, MA 01022
Salutation - Dear Mr. Muffin:

< Body text - I have examined the damage to your home caused by the ruptured water pipe

and consider the following repairs to be necessary and of immediate concern:

Exterior:
Remove plywood soffit panels bencath overhangs
Replace damaged insulation and plumbing
Remove all built-up ice within floor framing
Replace plywood panels and finish as required

Northeast Bedroom—Lower Level:
Remove and replace all sheetrock, including closet
Remove and replace all door casings and baseboards
Remove and repair windowsill extensions and moldings
Remove and reinstall electric heaters
Respray ceilings and repaint all surfaces

‘This appraisal of damage repair does not include repairs and/or replacements
of carpets, tle work, or vinyl flooring. Also, this appraisal assumes that the
blvwood subflooring on the main level has not been severely damaged. -
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Letter Parts and Formats

Sender’s Address. The sender’s address appears at the top of the letter in the
form of cither a company letterhead or the sender’s mailing address. When you use
your personal address, omit your name because that will appear below your signa-
ture at letter’s end. On the first line, include the full street address, and on the next
line, include the city, state (abbreviated), country (if applicable), and postal code
(zip code or other postal code).

Date. The date always appears immediately below the sender’s address. Spell out
the month completely.

Inside Address. Double space between the date and the inside address (the
address of the recipient). Include the courtesy title (“Mr.,” “Ms.,” “Dr.”) and the full
name of the recipient on the first line; the person’s job title (if applicable) on the
second line; the name of the company (if applicable) on the next line; the full
street address on the next line; and the city, state, country (if applicable), and
postal code on the last line.

Salutation. Double space between the inside address and the salutation. The
salutation includes a greeting (usually “Dear”), followed by a courtesy title and the
recipient’s last name. If you don’t know the person’s gender, use the full name
(“Dear Sandy Martin:"). Tn a business letter, always use a colon at the end of the

salutation, not a comma.
B B 06 N
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recipient’s last name. If you don’t know the person’s gender, use the full name
(“Dear Sandy Martin:"). Tn a business letter, always use a colon at the end of the
salutation, not a comma.

Use an attention line when you write to an organization and do not know your
recipient’s name but are directing the letter to a specific department or position.
Place the attention line flush with the left margin two line spaces (returns) below
the inside address (“ATTENTION: Director of Research and Development”).

Typically, subject lines are used with memos, but if the recipient is not expecting
your letter, a subject line can be a good way of catching a busy reader’s attention
(“SUBJECT: New patent for hybrid wheat crop”). Place the subject line below the inside
address or attention line. You can italicize the subject to make it more prominent.

Body Text. Double space between the salutation and the body text. The introduc-
tory paragraph should get right to the point. The middle paragraph(s) should
support the introduction without straying off topic. The concluding paragraph
should summarize and call for further action.

Complimentary Closing. Double space between the body text and the compli-
‘mentary closing. Use a standard, businesslike closing such as “Sincerely” “Respect-
fully,” or “Best regards.”

Signature. Type your name four lines beneath the complimentary closing and
sign in the space between the complimentary closing and typed name.

220w
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198 CHAPTER11 Memos and Letters.

Optional Parts. Most company letters will feature a preprinted logo at the very top
of the page, providing the name and address of the company along with contact infor-
mation. You may also need a typist notation: If not typed by the author, place the
author’s capitalized initials first, followed by a slash and the typist’s lower case initials.
If anything was sent in the same envelope provide an enclosure notation: use the abbre-
viation “Encl.” and briefly describe the contents. If anyone is copied on the letter, pro-
vide a copy notation. Use the abbreviation “cc” followed by a colon and the name of
each recipient. Multiple notations would appear in this order: typist, enclosures, and
< then copy. >

Formats for Letters

Block formatversus  The two standard letter formats are block format and modified block format.

fodified block Figure 11.6 sketches a block format: all parts of the letter are flush to the left margin.
Figure 11.7 sketches a modified block format: all parts of the letter are flush to the
left margin except the date, return address, complimentary closing, and signature
lines, which align at page center. Many organizations have their own formats.
Depending on where you work, some of these parts may appear at different locations
on the page.

LETTERTONE
The importance When you speak with someone face-to-face, you unconsciously modify your
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Our record keeping is very efficient and we have looked into it, so thisis ~ Offensive
obviously your error.

‘This self-centered tone might be appropriate after numerous investigations into the g Watch the Videa
customer’s complaint and failed attempts to communicate your company’s perspective e ey
to the customer, but in your initial correspondence it would be offensive. Page 200  Letter at

. 5 o P 0 ‘mytechcommlab
shows a more considerate version. Instead of expressing only the writer’s point of
view, this second version conveys respect for the reader’s viewpoint.
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LETTERTONE

The importance When you speak with someone face-to-face, you unconsciously modify your
of aletier’s tone statements and facial expressions as you read and listen to the listener’s signals: a
smile, a frown, a raised eyebrow, a nod, a short vocal expression of agreement or
disagreement. In a phone conversation, the person’s voice can signal approval,
dismay, anger, or confusion. Those cues allow you to modify your comments and
vocal tone.

When writing a letter, however, you can easily forget that a flesh-and-blood
person will be reacting to what you say—or seem to say. You will receive no visual or
auditory clues to alter what you write before you send the letter. As a result, the tone
of a letter, like that of a memo, is especially important to get right.

< To achieve an appropriate tone, consider the factors discussed below that affect >
the relationship between sender and recipient. As you read through this section,
refer to Figure 11.8, which maintains an appropriate tone in conveying bad news.

Establishing and Maintaining a “‘You" Perspective

Prioritize the A letter displaying a “you” perspective puts the reader’s interest and feelings first.

e osings Toconvey a“you” perspective, put yourself in the place of the person who will read
your correspondence, and ask yourself how this recipient will react to what you
have written. Even a single word or sentence, carelessly chosen or phrased, can
offend. Consider the following sentence in a letter to a customer:

220w
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18 River Rock Road ‘ quality building materials
Leverett, MA 01054 architectural construction
January 17, 20XX
Mr. Thomas . Shaler
19 Clearwater Drive
Amherst, MA 01022
Dear Mr. Shaler:
Thank you for bringing the matter of the ruptured water pipe to my attention. | was 4—— Establishes “you”
pleased to hear from you again these months after our firm completed construction vt
of your living room addition, though | was of course sorry to hear about the water
‘damage not only to the new construction but to the living room as a whole.
Naturally, | understand your desire to receive compensation for your home's damage, “4——= Takes an indirect
¢ especially taking into account how recently the extension was completed. In :‘;&;’:ﬁ"eliﬁi“.nm >
reviewing the blueprints for the extension, however, | find that the pipes were it, and saving the
state-of-the-art and were fully insulated. In fact, itis the practice of Leverett Land bad news until end
& Timber not only to use the best materials available but also to exceed piping of second
insulation requirements by as much as 50 percent. For this reason, we cannot fulfil paragraph
your request to replace the piping at no cost and repair the water-damaged areas.
Undoubtedly, your insurance will cover the damage. | suspect that the rupture 4~ Speaks clearly and
was caused by insufficient heating of the living room area during this unusually :’;’;‘:'{V tothe
cold winter, but homeowner's insurance will cover damages resulting from
cold-ruptured pipes 95 percent of the time.
Our policy is to make repairs at a 20 percent discount i situations like this. 4~ Remains polite and
Though the pipe rupture was not our fault, we feel personally close to every :;fl"'v‘;' ";;':;: ows
project we do and to every client we serve. Please getin touch if you would like v
to discuss this matter further. | would also be happy to speak with your insurance ~ 4——= Maintains the “you"
company if you wish. perspective through
to the end -
o 2um
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200 CHAPTER 11 Memos and Letters
Considerate and Although my paperwork shows that you were charged correctly, | will
respectful

investigate this matter immediately by checking my files against our
computer records.

The “you” perspective is appropriate not only at the beginning of a letter but also
throughout. Do not sign and mail the letter until you are certain that the needs,
wants, and feelings of your reader consistently get top billing, even when you
simultaneously must assert your own perspective.
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Being Polite and Tactful

Be courteous and If you must express criticism, do so in a way that conveys good will and trust in the

omphasize recipient. Avoid the following type of expression:

Tactless 1 am shocked that your company lacks the standards to design and
manufacture an alarm clock that actually works.

Although a company representative would be required to write a polite and thought-
ful response to the above complaint, he or she might be inclined to look closely at the
clock’s warranty, offer only the most basic reimbursement, and not seek the cus-
tomer’s future business via an incentive.

In contrast, a polite and thoughtful letter might yield a full refund, a brand new
replacement, or an attractive incentive:

Polite Although your clock worked reliably for several months, one of the
internal mechanisms recently malfunctioned. | would appreciate your
contacting me about an exchange or refund.

Using Plain English

Be professional Avoid the stuffy, puffed-up phrases some writers think they need to make their

without being stuffy  communications sound important. Even though a letter is more formal than a
memo or an email, plain English can still get your point across. For example, con-
sider the following closing section to an inquiry letter asking for help:

Stufty Humbly thanking you in anticipation of your kind assistance, | remain
Faithfully yours,
. e . . —
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pleased to hear from you again these months after our firm completed construction perspective

aa - i diately
of your living room addition, though | was of course sorry to hear about the water immectewy

‘damage not only to the new construction but to the living room as a whole.

Naturally, | understand your desire to receive compensation for your home's damage, “4——= Takes an indirect

" approach to bad
especially taking into account how recently the extension was completed. In s oy vosine o

reviewing the blueprints for the extension, however, | find that the pipes were it, and saving the
state-of-the-art and were fully insulated. In fact,itis the practice of Leverett Land bad news until end
& Timber not only to use the best materials available but also to exceed piping of second
insulation requirements by as much as 50 percent. For this reason, we cannot fulfll paragraph
your request to replace the piping at no cost and repair the water-damaged areas.
Undoubtedly, your insurance will cover the damage. | suspect that the rupture “@——= Speaks clearly and
was caused by insufficient heating of the living room area during this unusually :’;’;‘:'{V tothe
cold winter, but homeowner's insurance will cover damages resulting from
cold-ruptured pipes 95 percent of the time.

N Our policy is to make repairs at a 20 percent discount i situations like this. 4~ Remains polite and >

tactful, despite

Though the pipe rupture was not our faut, we feel personally close to every

project we do and to every client we serve. Please get in touch if you would like delivery of bad news

to discuss this matter further. | would also be happy to speak with your insurance ~ 4—— Maintains the “you"
company if you wish. perspective through
to the end
Sincerely,
PA. 7:4447”
Gerald A. Jackson
oz
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Be professional Avoid the stuity, putted-up phrases some writers think they need to make their

without being stuffy  communications sound important. Even though a letter is more formal than a
‘memo or an email, plain English can still get your point across. For example, con-
sider the following closing section to an inquiry letter asking for help:

Stuffy Humbly thanking you in anticipation of your kind assistance, | remain

Faithfully yours,

The reader of this letter might feel spoken down to, and decide not to respond.
However, in this revised version, the reader would likely perceive the writer as a
straight-talking equal and be more inclined to follow up:

Clear and direct 1 would greatly appreciate any help you could offer me.
Best wishes,

Here are a few stuffy phrasings, with clearer, more direct translations:

Stuffy, unclear Clear and direct
As per your request As you requested
Contingent upon receipt of As soon as we receive
Due to the fact that Because

Be natural. Write as you would speak in a classroom or office: professionally
and respectfully but clearly and directly.
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Considering the Needs of International Readers

In the increasingly global marketplace, you will often find that you need to com-  Any letter might be

municate with readers outside the United States, many who do not speak English :::::r: intemational

as a first language. To insure that your letter is appropriate for an international
reader, avoid being overly informal, use plain English, and avoid idiomatic expres-
sions such as “in the ball park” or “under the weather.”

Being Direct or Indirect

During your career you will have to write letters that convey bad or unwelcome
news. For example, you may have to say no to customers, employees, and job
< applicants. You may have to make difficult requests, such as asking employees to  preferable
accept higher medical insurance premiums or seeking an interview with a belea-
guered official. You may have to notify consumers or sharcholders about acci-
dents or product recalls. You may have to apologize for errors—and so on. In
each instance, you will have to decide whether to build your case first (indirect
approach) or get right to the point (direct approach).
Try to anticipate your readers’ reaction. Generally speaking, when you have ~ When to be direct or
good news use the direct approach; readers will appreciate your getting right to the ~ indirect
point. When presenting bad news you may prefer the indirect approach; by
presenting your rationale beforehand you give readers the chance to adjust to the
bad news.

2a4pm
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good news use the direct approach; readers will appreciate your getting right to the ~ indirect
point. When presenting bad news you may prefer the indirect approach; by
presenting your rationale beforehand you give readers the chance to adjust to the

bad news.

STRATEGIE
for Letters in General

» Determine whether the situation calls for a letter, memo, or email. Use a
letter to communicate formally with a client or customer (someone not in your
organization).

» Use proper letter format and include all the required parts. Unless your organi-
zation has its own guidelines, use block or modified block format and the parts
discussed earlier.

» Place the reader’s needs first. Always write from the “you” perspective, putting
yourself in your reader’s place.

» Decide on the direct o indirect approach. Generally speaking, take the direct
approach for good news and the indirect approach for bad news.
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STRATEGIES co

inu
» Maintain a courteous, professional tone. A professional tone creates goodwill
and is more effective in the long run.

» Avoid stuffy language. Use plain English, no matter how formal or important
the letter. Stuffy language only comes across as phony.

» Keep international readers in mind. Don’t assume that every letter you write is
directed at a recipient whose first language is English.

TYPES OF LETTERS

There are many types of business letters. Among the most common types you can
expect to write on the job are inquiry letters, claim letters, sales letters, and adjust-
ment letters.

Inquiry Letters

Solicited and Inquiry letters ask questions and request a reply. They may be solicited (in
unsolicited inquiry
letters

response to an advertisement or announcement) or unsolicited (spontancously
written to request some type of information you need for your job). For example,
a manager at a computer repair company might write a solicited inquiry to a
computer manufacturer that offers free troubleshooting guides for repair special-
ists. If there has been no such advertised offer, the manager might write an

unsolicited inquiry to the same company asking if any troubleshooting informa-
tion is availahle
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> Don't waituntil the last minute. Provide ample time or a response.

» Whenever possble, writ to  specific person. If you necd the name, call the
organization and ask 0 whom you should address your nquiry.

+ Do your homework to sk the right questons. A vague requestsuch 1s “Plesse
send me your data on ... s likelyto be ignored. Don't ask questons or which
the answersare readily avaiabe chevhere,

» Explan who you are and how the information will be used. f you appear 1o
be from # competing company,your request il kel be ignored. But in other
tuations, you el need o explain what you plan 1o do with the requested daa.

» Write specific questions tha are casy o understand and answer, 1 you hav muli
plequestions,putthem in  numbered s 10 icrese your chances o gtingall the
nformation you want.Conside leving spac for responses below ach question.

» Provide contact information. 1f you can be reached v phone, mail, and fa,
provide all your numberaddresses.

» Incude a stamped, self-addressed envelope. This courtcous gesture will
incrase the ikelihood of a response.

» Say thank you and offe to follow up. Even if you ssid it at the beginning, sy
thank you ain at the end. Offr tosend a copy of the document n which you
planto use the nformation, if appropriste.

Claim Letters

In the workplace, things do not always run smoothly. Sometimes people make
mistakes, systems break down, or companics make promises that can't be kept,
Claim (or complaint) leters request adjustments for defective goods or poor serv-.
ices,or they complain about unfair treatment or the like. Such lettersfall into two

Lt categories: rourine clainms and arguable claims. Each cals for a diffrent approach.

Routine claimstypically take a direct approach because the customer's laim is not
debatable. Arguable claims present more of a persuasive challenge because they
‘convey unwelcome news and are open o interpretation; arguable claims, there-
fore, typically take an indirect approach.

Figure 11,10 shows a routine claim letter. Writer Jeffrey Ryder does ot ask
whether the firm will honor his claim; he assumes that it will, and asks directly
how to return his defective skis for repair. Notice that, in place of a salutation, an
attention line dirccts the claim to the appropriate department, while a subject line
(and its reemphass i the frst sentence) makes clear the nature of the claim.
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FIGURE 11.10 A routine claim letter
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> Routine claim leters

« Use adirect approach. Describe the request o problem; explain the problem
cearly:chose courteously. restating the acton you request.

« Be polite and reasonable. Your gosl s not 0 sound offbut 0 chicve resuls: 3
refund,  replacement,or an apology: Pess your claim objectively et firmly by
explaining it clealy and by sipulating the reasonabe action that il satisy
you. Do not insult the reade or revile the company.

« Provide cnough detail o laify the basis for your claim. Explain the specfic
defect, dentiy the faulty item clealy giving seial and model numbers, and
date and place of purchase.

= Conclude by expressing goodwill and confidence i the company'sitegrity.
Do not make threats or creae animasicy:

» Arguable claimleters

* Use an indirect approach. People are more lkely to respond fvoraby afier
reading your explanation. Begin with a neutral tatement both parties can
agree to—but tha also serves as th bass for your request.

+ Once you've established agrecment, explain and support your claim. Include
enough information for a fir cvaluaton: date and plce of purchase, order

¢ umber,dates of previouslttersor cals, and background. N

« Conclude by requesting a specifc ction. lc politc but assertive in how you

make your request.

Sales Letters

Sales leters are written to persuade a current or potential customer 10 buy a com-  Purposs snd format

pany’s product or ty its services. Because people are bombarded by sales mes-
sages—in magazines, on bilboards, on television, on the Internet—your letter
‘must be genuinely persuasive and must get o the point quickly. First, engage the
reader immediately with an attention-grabbing statement or an intriguing ques-
tion. Ne, describe clearly and concisely the product or service you offer and
explain its appeal.Finall, conclude by requesting immediate action.

In the lette in Figure 11,12, restaurant owner Jimmy Lekkas opens with an
attention-grabbing question that s hard to ignore and has universal appeal: good
food, for free, rght in the neighborhoo. He then makes his case by explaining the
history of his restaurant (which provides immediate credibility) and offering vivid
descriptions of the fod. He closes by asking readers to take action by a specific date.
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STRATEGIES
for Sales Leti

» Begin with a question or other attention.grabbing statement.

» Get 1o the point. People resist reading long opening passages, cspecally f the
message is unsalicited.

» Spell out the benefits for the ecipients. Answer this implicd question: “What do
Istand to gain from this?™

> Persuade with facts and with appeals to thesenses. Fats (such as the history of
your company) appeal to logic. Graphic descriptions (such as the olors of your
‘new cars or the types of food you offe) appesl t0  diferent part of the brain—
the emotions. Use both

> Tel the truth. Despite yous desir to sel something, it is unethical tolc,distor,
exaggerate, or underestimate to make the sale.

» Close by asking readers to take action. Either ask for some reasonable action
(such as g0 to our Web site), or offer an incentive (such as a free sample) 0
encourage follow-up.

Adjustment Letters

Adjustment letters are writen in response to a laim lettr from a customer. Even
though most people never make formal complaints o follow up on warranties or
product guarantees, companics generally will make a requested adjustment that
seems reasonable.

Rather than quibbling over questionable claims, companies usually honor
the request and show how much they appreciate the customer, as in Figure
1113 In this cxample, writer Jane Duval apologizes graciously for a mistake.
She omits an explanation because the error is obvious: someone sent the wrong.
software. Once the reader has the information and apology, Duval shifts atien-
v feature: the gift certficate. Note the "you® perspective and 3., Ashasti

Of course, if a claim is unreasonable or unjustified, the recepient usually Lot &
will refuse the request. I refusing o grant a refund for a 10-speed bicycle,
company representative Anna Jenkins faces a delicate balance (Figure 11.14).

Qa N @
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+ Begin with a queston or other attention-grabbing statement.
+ Get o the point. People resist rading long opening passage, specially if the
mesage s unsalicted.
» Spell out the bencfts for the recpients. Answer this implicd question: “What do
tand togan from thst”

» Persuade with acts and with appeals to the senses.Facts (such as the history of
your company) sppea o logic. Graphic descriptons such a5 the colors of your
v cars o the typesof food you offer) appesl 0.3 different part ofthe brain—
the emations. Use both.

» Tell the truth. Despite yous desice t sl something, it s uncthical to e, disort,
cxaggerat,or underesimae 1o make the k.

> Close by asking readers to take acton. Either ask for some reasonable acton
(such a3 “g0 o our Web st”) or offe an incentiv (such a8 fee sampl) t0
encourage follow-up.

Adjustment Letters

Adjustment letters are writen in response to a laim lettr from a customer. Even
though most people never make formal complaints o follow up on warranties or
product guarantees, companics generally will make a requested adjustment that
seems reasonable.

Rather than quibbling over questionable claims, companies usually honor
the request and show how much they appreciate the customer, as in Figure
1113 In this cxample, writer Jane Duval apologizes graciously for a mistake.
She omits an explanation because the error is obvious: someone sent the wrong.
software. Once the reader has the information and apology, Duval shifts atien-
tion 1o 3 postive feature: the gift certificate. Note the “you” perspective and
riendly tone.

Of course, if a claim is unreasonable o unjustified, the recepient usually
will refuse the request. In refusing o grant a refund for a 10-speed bicycle,
company representative Anna Jenkins faces a delicate balance (Figure 11.14).
On the one hand, she must explain why she cannot grant the customer’s
request; on the other hand, she must be diplomatic in how she asserts that the
customer is mistaken. Although Mrs. Gower may not be pleased by the explana-
tion, it s thorough and reasonable.
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lattor
Software Unliited
21 Firiow osd.
Tola, Oklahoma 7321
May2.20m
M ames Maris
PO Box 176
Lt Rock AR 54701
s M Moris:
Apologans el Yoursoftwar shouldarv by May 15 Sory o the mixu, We dont make
mmediataty pracico of seding Apple softwar o PC owers, bt wo do sy uponce whe
Ot oL Inapprciatonforyour pasence and undorstandig v anclosed S0 gt
compensaton certficat. Youcan g 103 e o pply ¢ owrd yout next ot yauorder

by hon. just v thecerfcate numbat and th operatr wl it your account

Looks toward the +—|-a.  KaWp yourcerificate handybecause you wil b getng ou new ctslog so0. It
e foatures 1 v buinessand iy rogeams ha you gt i usfu.

p—
i
Jow oot
S o
‘Encl. Gift Corticate >

STRATEGIES
for Adjustment

» 1 you need to apologize, do so immediately and in active voice. Dori say “An
error was made....* instead,say “We are sorry we made an error . . *
» Be polite and professional. Even if you must say 00 10 a euest, you can do so
respectiuly
» Use passive volce if you want 1o avoid sounding accusatory. If your customer
‘made a mistake in assembling the device, you could say “The wrong bolts were
‘used” rather than “You used the wrong bolts™
» I appropriate offer an incentive. You can create a lot of goodwilif you reach
out with even 3 small gitcrtificate orin-store credit
» Close ona positive note. Thank the peson for wriing and for being  customer.
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MEMO
3 Docs my memo contin all the necesary parts (To, From, Date, Subject,
body copy)?

0 Is the text of my memo clear and direct?
) Docs my memo follow  standard format, beginning with an introductory

paragraph, explaining my points n the body of the memo, then ending with
ashort conclusion?

(0 Is the tone of my memo professional and polite?
0 Have I considered whether to take a direct or an indirect approach?
03 Does my memo focus on one topic?

0 1s my memo dirccted at the right people?

LETTER
) Does myleter contain allthe necessary parts (sender’s address, date,
inside address,salutation/attention ine, ody text,closing signature)?
) Am 1 using the block format OR the modified block format?
< 0 s the tone of my letter professional, polite, and appropriately formal? >
(0 Have  considered whether o take a direct o an indirect approach?
0 Have | put my reader's interests first (th *you’ perspectiv)?
0 1 making a difficul request am | being actulyet clear about what I want?
O Am I writing in clear language!

’ APPLICAT

GENERAL APPLICATIONS

1. Write mema a thesles director of a company to in-house sales department em-
ployees and to sies representatives. Announce and outlne a new dres code policy
and diplomatically explain hy the policy is more strictfor the saes reps. Remem-
ber to keep an informal but professional tone, format the memo properly, and
keep it rief but complete.

NS
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LET'S GET STARTED

Memos

You need to write a memo to your supervisor or professor requesting an exten-
sion for a project you are working on. You have decided to use a memo rather
than email because a memo is more formal and indicates your professionalism
and seriousness. Without reading this chapter, write such a memo. Or, if you have
a different situation going on at work or school, write a memo for that situation.

Questions to ask about the memo you wrote as you review the material in
this chapter:
» Does the memo contain all of the typical parts?
» Is the memo direct and to the point?
»> In the memo professional and respectful in tone?

> Is the memo too long? Too short?

At the end of this chapter, review the memo you wrote for this Let’s Get Started
exercise. Compare what you wrote with what you learned from this chapter.
Revise or modify your memo based on what you have learned from the chapter
and what you learn from class. Bring your original and your revision for class,
and discuss these with a small group of 2-3 students.
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A T

‘hree common types of written communication in the workplace are memos, let-

ters, and emails. Email will be covered in Chapter 19, as part of the digital media
unit. This chapter considers two more traditional types of workplace correspondence:
‘memos and letters.

MEMO BASICS

The most traditional form of everyday workplace correspondence is the memo,  Definition and
or memorandum. The word “memorandum’” is derived from the same Latin roots ~ Imporiance of
as the words “memorize,” “remember.” and “remind.” Accordingly, memos give
directives, provide instructions, relay information, and make requests. They are
typically distributed to employees within an organization only, not to people out-
side the company. Memos are important in the workplace because they are easy to
post in a workstation or office, and they provide a paper trail.
Despite its explosive growth, email has not entirely taken the place of
paper memos. (Memos are often turned into PDF files and attached to emails, Memos versus email
or emails themselves can function like memos.) Although email leaves a digital
trail, it is considered less formal than a memo. Also, an email message may be

» B oBE 0 dR @rsvonn i g
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188 CHAPTER11 Memos and Letters.

ignored when received in crowded in-boxes and may be inadvertently forwarded
to the wrong parties. Organizations have different preferences about when memos
should be used in place of emails.

MEMO PARTS AND FORMAT

S:andard parts A standard memo has the word “Memo” or “Memorandum” centered at the top of
of amemo

the page and includes a heading guide (flush to the left margin) identifying the
recipient(s), sender (and sender’s initials), date, and subject. At the bottom of the
memo, include a copy notation if copies are sent to anyone not listed in the “To”
line (usually managers who simply need to know that the memo was sent).
Because memos are often read rapidly by busy recipients, they must follow this
consistent, predictable format. Figure 11.1 shows a standard memo with all parts
labeled.
Memo format: The body copy (main text portion) of a memo should focus on one topic.
introduction, body,  Content should be complete yet compact, providing all the information readers
conclusion . . . .

need but not going into unnecessary detail. Organize the body of your memo by
starting with a short introduction, then writing a paragraph or two to address the
main issue, then concluding by suggesting a course of action or asking your read-
ers to follow up.
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