Part III

Types of Business Correspondence

1. Correspondence on social situations

2. Appointments and Travel Arrangements

In personal meetings, talks take priority over writing, yet appointments and travel arrangements often involve correspondence. Even if appointments have been made verbally it is wise to confirm them in writing, as a letter is clearer to all parties concerned than a telephone message, where it is easy to misinterpret dates and places.


Travel arrangements can, of course, be made without writing letters. However, correspondence is necessary if accommodation is to be booked abroad, or if one is to travel further from places outside one's own country.

e.g.

International Import Corporation

44 Nasatar St.

Cairo

18 August, 1997

Dear Mr. Carter,

As mentioned in my letter of 9 August, I am planning to spend a few days in London next month, on my way to the United States. The dates are now settled: I shall at Heathrow on Wednesday, 3 September (Flight BA 602 15 30) and leave on Friday night. I shall be staying at the Cumberland Hotel, Marble Arch, London W1.

On September 3 I already have some appointments, but could come to your office any time on Thursday, 4 September. Would you kindly leave a message at my hotel letting me know what time would suit you.

One of the most important matters to be discussed is the percentage of commission you could give us for distributing your SELECT copier in Egypt. As we have already indicated, 10% is unacceptable to us: we require at least 12% if we are to do a good job of selling this equipment in Egypt.

In the hope that we can come to terms, and looking forward to meeting you, I am,

Yours sincerely,

Amir Hanna

International Import Corporation

Amir Hanna
3. Invitations: Accepting and Declining

A formal invitation, usually in the form of a letter or printed card, is written in the third person, and replies also follow the same style. Other invitations are written less formally. Any written invitations should be answered in writing too, not by phone.


A distinction is made between a formal invitation, a semi-formal and informal invitation, and the correct form of reply to each is indicated.

e.g.

Dear Dr Simon,

On behalf of the Russian Academy of Sciences and the Organizing Committee of the 10th International congress on brain surgery I have the honour and pleasure of extending to you an invitation to participate in the work of Congress and to give a lecture at the Plenary Session covering your area of research.

An early reply to this letter would be appreciated.

Sincerely Yours,

F.N. Pavlov, Professor

Chairman of the Organizing Committee
e.g.

Dear Dr. Truman,

I very much regret that I am unable to accept your kind invitation to a Reception to be held in Hotel Ritz at seven o’clock on Friday, the tenth of March, 2000, as I have already accepted a previous invitation for that date and time.

Yours Truly,

Simon Perry
e.g.

John and Jane Doe
are pleased to accept the kind invitation of 
John and Jane Smith 
to join them in celebrating the graduation of their daughter, Jane 
Saturday, the twentieth of June, at 4 o'clock 
at the Riverside Country Club, 4500 Riverside Drive</DIV>
4. Thanks for Hospitality, Requests, Complying with a Request

It is a matter of courtesy to write to your host personally if you have enjoyed his/her company's hospitality. Here you can see how to express thanks for the  fulfilment of other requests, too.

e.g. 
DATE: August 29, 1999

It was a pleasure meeting you today, Mr Smith. You couldn't have chosen a better restaurant. The food was superb.Thank you.

I am glad we had plenty of time to discuss the construction project. You helped clear up almost all the questions I had. And you pointed me in the right direction to find the answers to the few queries I have left.

I look forward to meeting you again in the near future. I will call you when I return from my trip to the head office and then it will be my pleasure to treat you to lunch.

Regards,
M.J. Johnson
e.g.

TO: J. Watkins
FROM: Dr. J. R Ewing
DATE: August 29, 1999
SUBJECT: Marriage Benefits

Congratulations on getting married, Jim. Best wishes to you and your bride for a long and happy life together.

Now that you are changing your status, we need to discuss your health insurance and retirement plans. As well, I would like to explain our company policies as they affect you and your wife. Could you drop by my office as soon as you return from your honeymoon so that we can talk?
5. Employment: Applications, Letters of Recommendation, Giving notice

When writing a letter of application, the applicant would like to say what job and conditions he or she would like to have. But a good letter of application should contain facts the prospective employer wants to know, for instance what experience the applicant has, how useful he or she will be to the company. If he has held several positions, it would be advisable for the applicant to submit a personal data sheet, the curriculum vitae, containing full personal details and information on the past experience, education and certificates or degrees, special qualifications, and possibly references.


The letter then can serve to draw the reader's attention to the candidates' suitability for the vacancy. If you are starting your career and have had one or two jobs, or none at all, all the particulars can be included in the letter itself.


A contract of employment defines the conditions of work, the working hours, holidays allowed, responsibilities and notice. It may contain a job description and give information on fringe benefits such as company pension scheme, bonuses, expenses and commission where applicable. When employment is terminated by either party, notice has to be given in writing and the set period observed.

e.g.

Dear Dr. James
This letter is in response to your advertisement in the Financial Times on November 25, l998  for a position of secretary. I have three years  experience in the field of market research.

I am ready for long hours and travel required to be an effective personal secretary.

My resume is attached for your resource.

Sincerely,

J. Kvatson (Ms)
e.g. 

Dear Mr Douglas,

I have been working for “Newborn Electronics” for 7 years and I always enjoyed and valued my job. As well I always enjoyed and valued my salary. 

However the total crisis in the country and the recent ruble inflation make me ask for a certain adjustment of my salary which is now 8.000 rubles. Three months ago this sum equaled to approx. 530 US dollars while today it is less the 200 US dollars. 

Taking into consideration the above calculations I am requesting a salary adjustment of 17.000 rubles. Thank you in advance for your prompt consideration of this matter.

Sincerely Yours,

F.T. Petrov
e.g.

Dear Mr Hampshire:

Your work has been excellent. However, your absentee record is now overshadowing your work record. I realize that your health has been poor but one of our job requirements is regular attendance. We have difficulty scheduling when we cannot depend on your attendance. 

We have discussed this subject with you several times before. Now your attendance must meet our requirements or we will have to terminate you.

Sincerely,

J. Johnson
Export Department
6. Goodwill letters: Congratulations, Introductions, Condolence, Christmas and New Year Wishes

A goodwill letter, as its name implies, is not written to obtain an order, or to collect outstanding bills. It is intended to pay for itself in another way, by building up goodwill. It is difficult to measure its value, but if this could be done businessmen would probably write goodwill letters more often.


They give both the reader and writer pleasure when the occasion arises to enclose a gift, to send good wishes, to express thanks or to remember an anniversary. Letters of introduction can also be a great help, both to a young person starting out n a particular field of business and to the established businessman wishing to expand his operations.


Goodwill letters let customers feel that they are in tough - in good times and bad - when business friends show sympathy, when they offer assistance, and when congratulations are due.

e.g.

November 30, 1997
Dear  Dr. Simpson,

I want to introduce you to Ms James, who worked with me at Connaught Centre for five years.

She is a person of great intellect and work ability. Ms James is currently involved in a project which might be of interest to you, and he shall be contacting you soon to arrange a meeting.

I am sure you will benefit if you agree to see her.
Yours Sincerely,

 Mr Watson
Sales Manager
e.g.

Hunters Ranch,

Paxton, Florida 32538

May 4, 1995

Dear Mr. Wembley:

My wife and I are coming to Delhi for a fairy long stay, as I have business there that will keep me several months. I know you have lived in Delhi for several years, and I wonder if you would kindly give us some introductions.

Since I shall be very occupied, my wife may feel lonely at times. If she knew one or two people whom she could visit now and again, it would be very pleasant for her.

I would be most grateful for your help. If there is anything I can do for you - either here in the states or when I am in Delhi - please do not hesitate to let me know.

Sincerely yours,

Harold Canning

Harold Canning

Mr. Clifford Wembley

c/o American Press Office  

New Delhi, India

e.g.

International Office Equipment Inc.

P.O. Box 295 Nassau

Bahamas

December 18, 2000

Ladies and Gentlemen:

Near the close of another year, we would like to take this opportunity of thanking our friends and customers for their continued confidence and patronage.

We send you and your families our best wishes for Christmas and a very prosperous New Year.

Sincerely yours,

H. Raffley

H. Raffley
2. Correspondence on business situations


1. Inquiries

An inquiry (also spelt enquiry) is sent when a businessman wants some information, especially about

· the supply of goods

· leaflets or catalogues

· quotation or prices

· samples

· terms and discounts

· availability of goods

· delivery times and deadlines

· method of transport

· insurance

A businessman will save unnecessary correspondence by giving full details that are relevant. 


If a prospective customer approaches suppliers for the first time, it is useful to tell them something about his own business, the kind of goods he needs and for what purpose they are required. In this case of customers of long standing or repeat orders, the inquiry may be very simple. Often a phone call or a postcard will do.

e.g.

MATTHEWS & WILSON

Ladies' Clothing

421 Michigan Avenue

Chicago, III.60602

Messrs GRANT & CLARKSON

148 Mortimer Street

London WIC 37D

England                                 

October 21, 1993

Gentlemen:

We saw  your  women's  dresses  and suits at the London Fashion Show held in New York on October 17.  The lines you showed for teenagers, the  "Swinger"  dresses  and trouser suits would be most suitable for our market.

Would you kindly send us your quotation for spring and  summer clothing that  you  could  supply  to us by the end of January next. We would require 2,000 dresses and suits in each of  the sizes 10-14,  and  500 in sizes 8 and 16.  Please quote c.i.f. Chicago prices. Payment is normally made by letter of credit.

Thank you for an early reply.

Very truly yours,

P. Wilson. Jr.

Buyer

e.g.

WORLDWIDE DEALERS LTD.

Connaught Center

Hong Kong

The Victoria Cycle Works

P.O. Box 9734

Melbourne

June 14, 1998

Dear Sirs,

Our business agents in India have asked us for quotations for 10,000 bicycles, to be exported to Sri Lanka, India, Pakistan and Nepal.

Please let us know what quantities you are able to deliver at regular intervals, quoting your best terms f.o.b. Brisbane. We shall handle export formalities, but would ask you to calculate container transport to Brisbane for onward shipment.

Yours faithfully,

P. King

Asst. Export Manager

2. Quotations. Offers

The quotation in reply to an inquiry may be a simple one, containing simply the prices and other information asked for. The sales-conscious businessman, however, will take the opportunity to stimulate his correspondent's interest in his goods or services by including a sales message and the assurance that the customer will receive personal attention.


Offers are also sent without a preceding inquiry when a supplier wants to draw the attention of customers and new customers to a special product or range of goods. A firm offer is subject to certain conditions, a deadline for the receipt of orders, or a special price for certain quantities.

e.g. (export quotation: firm offer, reply to the first inquiry example)

Grand & Clarkson

148 Mortimer Street

London W1C 37D
Messrs Matthews & Wilson

421 Michigan Avenue

Chicago, Ill. 60602

30th October, 1997

Attention: Mr. P. Wilson, Jr.

Dear Sirs,

We are pleased to make you an offer regarding our ‘Swinger’ dresses and trouser suits in the size you require. Nearly all the models you saw at our fashion show are obtainable, except trouser suits in pink, of which the smaller sizes have been sold out. This line is being manufactured continuously, but will only be available again in February, so could be delivered to you in March. 

All other models can be supplied by the middle of January 1998, subject to our receiving your form order by 15th of November. Our c.i.f. prices are understood to be for sea/land transport to Chicago. If you would prefer the goods to be sent by air freight, this will be charged extra at cost 

Trouser suits sizes 8-16 in white, yellow, red, 

turquoise, navy blue, black

Sizes 12,14 also in pink                     per 100 $2,650.00

Swinger dresses sizes 8-16 in white, 

yellow, red, turquoise, black               per 100 $1,845.00

Prices:       valid until 31st December, 1997

Delivery:    c.i.f. Chicago

Transport:  sea freight

Payment:   by irrevocable letter of credit or cheque with order

You will be receiving price-list, cutting of our materials and a colour chart. These were airmailed to you this morning.

We hope you agree that our prices are very competitive for these good quality clothes, and look forward to receiving your initial order.

Yours faithfully,

F.T.Burke

Export Department

e.g. 
Bunbury Estate Builders

17Fen Road

London

EC3 5AP

24 November, 2000

Dear Sirs,

In reply to your letter of 21st November, we have pleasure in enclosing a detailed quotation for bathroom showers. Besides those advertised in the "Builders' Journal", our illustrated catalogue also enclosed shows various types of bathroom fittings and the sixes available. Most types can be supplied from stock. Four-six weeks should be allowed for delivery of those marked with an asterisk.  Building contractors all over Britain have found our equipment easy to install and attractive in appearance. 

Any orders you place with us will be processed promptly.

Yours faithfully,

S. Stuart

S. Stuart

Sales Manager


3. Sales Letters

Direct advertising, in the form of letters to a selected group of readers, is an effective way to promote sales. Such sales letters should appeal to the potential customer. They should:

· arouse the reader's attention

· create desire to make use of your offer

· convince him that these products or services are the best ones for him

· activate him to place an order

Almost any communication can be used as a sales letter. Announcements to customers and others or important changes can be used to make your company, your products or services better known to the public, and to attract buyers.


e.g.

FARMERS FRUIT PRODUCTS

Taunton, Somerset

England

November 2000

Dear Sir,

In the field of fruit preserves, English jams marmalades have been regarded as the best for the century and a half. Their reputation is spread by everyone who tastes them: they are recommended by word of mouth to relatives, friends and many prospective customers. English fruit farmers supply FARMARES with the best quality produce from their orchards and gardens. Fresh citrus fruits are imported from Spain and Israel all year round.  

Please refer to the enclosed price-list, and let us know your requirements on the form attached. You may be able to profit from special terms on your initial order. Delivery can be made shortly after we receive your order. FARMERS look forward to hearing from you soon

Yours faithfully,

FARMERS FRUIT PRODUCTS


4. Counter-Proposals, Concessions

A buyer need not accept the prices and terms offered by the seller unconditionally. There will often be good reason to make a counter-proposal with the object of obtaining better prices or terms, or a shorter time of delivery. As a result of these negotiations, the supplier could make a concession, particularly for an introductory sale, or if the customer places a large order.

e.g.

Roberts Import Company

Av. Rio de Janeiro

Grupo 505

Rio de Janeiro

Farmers fruit products

Taunton, Somerset

England

16 November, 1998

Dear Sirs, 

Thank you for your letter of 10th November, enclosing your price-list. The 2 lb tins of marmalade would not be suitable for our customers, but we should like to buy 15,000 1 lb jars. However, there is one disadvantage when compared with local produce. Housewives here are used to a jar containing 500 grammes; the English pound is only 454 grammes. Therefore we would ask you to reduce the prices quoted for quality A2 by ten per cent.

As far as the settlement is concerned, we would suggest paying half the amount against your invoice on receipt of the goods, and the second half within 30 days, deducting 2 per cent discount.

The samples arrived yesterday, and we must admit that your marmalade is delicious. Would you kindly let us know as soon as possible if you can supply us on the terms mentioned.

Yours faithfully,

R. Wilson


5. Orders, Order Acknowledgements

In comparison to the correspondence so far, placing an order is simple from the point of view of letter-writing. Very often the purchasing department or the buyer fills in an order form, although he may prefer to write a letter to make certain points quite clear. There could be special import regulations, which make it necessary to complete formalities, or he may want to stress delivery instructions or other matters.


The supplier sends an order acknowledgement promptly, to thank his customer for the order. If prices or delivery times have changed, the customer must be notified. If the goods ordered are no longer available, a substitute may be offered.

e.g.

MATTHEWS & WILSON

Ladies' Clothing

421 Michigan Avenue

Chicago, III.60602

GRANT &CLARKSON

148 Mortimer Street

London W1C 37D                                     

November 4, 1996
Gentlemen:

Thank you for your quotation of October 30. We have pleasure in placing an order with you for 

         1,900 ‘Swinger’ dresses                             at Price: $38,745

in the colours and sizes specified below:

Quantity


Size
Colour

50
8, 16
white

100
10,12,14
white

50
8,16
turquoise

100
10,12,14
turquoise

50
8,16
red

100
10,12,14
red

50
16
yellow

100
10,12,14
yellow

50
16
black

100
10,12,14
Black 



Delivery: air freight, c.i.f., Chicago

We shall open a letter of credit with your bank as soon as we receive your order acknowledgement. Please arrange for immediate collection and transport since we need the dresses for Christmas.

Very truly yours,

    P. Wilson

Buyer

6. Dispatch, Packing, Transport

When the supplier has made up the order and arranged shipment, the customer is informed of this in an advice of dispatch. This may be done on a special form or in a letter.

e.g. 

SATEX S.P.A.

Via di Pietra Papa, 00146 Roma

Telefono: Roma: 769910

Telefax: (06) 681 5473

Mr. Crane, Chief Buyer

Nesson House

Birmingham B3 3EL

The United Kingdom

29 March, 1990

Dear Mr. Crane,

We would like to advise you that your order has been shipped on the SS Marconissa and should reach you within the next ten days.

Meanwhile our bank has forwarded the relevant documents and sight draft for $ 1, 445.60 to the Northminister Bank Birmingham.

We are sure you will be pleased with the consignment and look forward to your next order.

Yours sincerely,

D. Causio

e.g.

GRANT &CLARKSON

148 Mortimer Street

London W1C 37D
MATTHEWS & WILSON

Ladies' Clothing

421 Michigan Avenue

Chicago, III.60602                     

20thNovember,1996

Dear Sirs:

We have pleasure in notifying you that your credit was confirmed by our bank yesterday, 19th November. We have had the 1900 ‘Swinger’ dresses collected today for transport by British Airways to Chicago on 25th November.

Enclosed is our invoice for the goods in question plus the extra charges for air freight, packing list to facilitate customs clearance at your end, certificate of origin, air waybill and insurance policy.

Hoping that this initial order will lead to further business, we are 

Yours faithfully,

F.T.Burke

Export department


7. Payment and Reminders

Customers usually settle their accounts by cheque when payment is due, according to the terms of payment. However, some overlook the date and have to be reminded of the amount outstanding. The first letter is written in a friendly tone, as the delay may have been due to an oversight. When payment has not been received in reply to this reminder, the creditor will write again in a firmer tone. If the debtor gives no reason for non-payment and sends no remittance, the last course is to use the services of a collection agency or to take legal actions. 


There may be good reasons for a customer's inability to pay. Where possible he should at least make a part payment, and agree to settle the balance of his account within a reasonable time.

e.g.

The manville corporation

Wilmington, Conn. 71226

July 19, 1998

Gentlemen:

In settlement of your invoice No. 20015, we enclose our cheque for $870. May we add that we are pleased with the way you executed this order. The furniture arrived exactly on time, and could be put on sale without delay.

Thank you.

 Sincerely yours,

William S. Carsons

Enc. Cheque
e.g.

THE MANVILLE CORPORATION

Wilmington, Conn. 71226

Carson Inc.

Bay Avenue

San Francisco

July 22, 1998

Dear Mr. Carsons:

We were pleased to receive your check for $870. It has been credited to your account, which is now completely clear.

Please give us an opportunity of serving you again in any way we can.

Sincerely yours,

Robert L. Thomas

Enc. Receipt


8. Complaints, Handling complaints

Mistakes may occur in day-to-day business, and these give cause for complaints. There might have been a misunderstanding about the goods to be supplied; perhaps the warehouse clerk made an error in addressing the parcel; sometimes a consignment is dispatched too late or delays are caused in transit; damages may have occurred during delivery; a manufacturing defect is discovered when a machine is used. The customer is understandably annoyed. 

He will get better results if he takes the trouble to explain his complaint clearly, and to propose ways in which matters can be put right. His company may make mistakes too: firms often have to manage with insufficiently trained personnel or to contend with staff shortage, so mistakes and accidents happen.

It is particularly necessary to exercise tact in handling complaints. A disappointed customer cannot be put off with mere apologies – he is entitled to know how the mistakes will be remedied: when he will receive the goods ordered; what he is to do with the wrong consignment or the damaged goods he received; when he will receive a replacement for his defective machine, or if it can be repaired quickly.

e.g.

MATTHEWS & WILSON

Ladies' Clothing

421 Michigan Avenue

Chicago, III.60602                     

November 22, 1996

GRANT &CLARKSON

148 Mortimer Street

London W1C 37D

Gentlemen:

Thank you for your delivery of ‘Swinger’ dresses which were ordered on November 4. However we wish to draw your attention to two matters.

Of the red dresses supplied one lot of 100(size 12) included clothes of a lighter red than the other sizes. Since we deliver a collection of various sizes to each store, it would be obvious to customers that the clothes are dissimilar. In addition the red belt supplied does not match these dresses. We are returning two of these by separate mail, and would ask you to replace the whole lot by 100 dresses size 12 in the correct colour.

As far as your charges for air freight are concerned, we agree to pay the extra costs which you invoiced. However your costs for packing and insurance must have been lower for air cargo, and we request you to take this fact into consideration and to make an adjustment to the invoice amount. Would you please send us a rectified invoice, reduced accordingly.

We look forward to your dealing with these questions without delay.

Very truly yours.

Wilson.

e.g.

GRANT &CLARKSON

148 Mortimer Street

London W1C 37D

MATTHEWS & WILSON

Ladies' Clothing

421 Michigan Avenue

Chicago, III.60602                   

2nd December, 1996

        Dear Sirs:

The colour of the dresses about which you complain is indeed lighter than it should be. Apparently this was overlooked by controller responsible. Please accept our apologies for the oversight.

We are sending you a new lot by air this week, and would ask you to return the faulty clothes at your convenience, carriage forward. Alternatively you may keep this lot for sale as seconds at a reduced price of &1,120.

You are perfectly correct in saying that packing and insurance costs are normally less for cargo sent by air. May we remind you, however, in this case your request to send the goods by air was made at very short notice. It was not possible for us to use the lighter air freight packing materials, as most of the dresses were ready for shipment by sea freight (please see our letter of 9th November). Furthermore, our insurance is on an open policy at a flat rate, and depends on the value of the goods, not the method of transport. For these reasons our invoice No.14596 dated 15th November 1996 is still valid, and we look forward to receiving your remittance when due.

Yours faithfully,

 P. Burke

.

