Business Letters


	BUSINESS LETTERS


STYLES – There are three main styles of business letter.

	Indented
	Traditional, often but not always hand-written, following the normal conventions of paragraphing and punctuation.

	
	

	Semi-blocked
	Some items are indented e.g. the date could be put on the right-hand side, the subject heading could be centred.

	
	

	Fully-blocked
	Typed, with no punctuation in the address, date etc.  Paragraphs are indicated by leaving a space.


The most commonly used business style is fully blocked with open punctuation.  Please use this style in all letters you produce.

General Rules
	1)
	The reference 
	Must be used when replying to a previous letter or file.  It is usually made up of the initials of the writer/typist (eg JS/AL) or there may be a file number or account number.

	2)
	The date
	is given in full eg 12 January 2003.  Never include the day of the week in the date.  Open punctuation means that you leave out the st, th or rd as in 12th.  

	3)
	The addressee
	Write their name/position within the company and their address in full.

	4)
	The salutation
	Dear Sir or Madam is appropriate if you are not sure to whom the letter is to be addressed (ie. you are sending it to someone by virtue of their job title rather than to them specifically by name).  If you do know the name you can say Dear Mr Smith.  Do not include a letter or name eg Dear Mr J Smith or Dear Mr John Smith.

	5)
	The heading

	On a business letter this summarises the subject of the letter and focuses attention on the subject.  It is usual to emphasise the heading.

	6)
	The complimentary close
	A letter addressed as Dear Sir or Madam must be closed by Yours faithfully.  A letter addressed to someone by name  must be closed by Yours sincerely.

	7)

8)
	Your signature
Name of sender
	Following the complimentary close leave a clear space of 5/6 lines for the signature.  

The printed name of the sender and their job title.  

	9)
	Enclosures

	Are indicated at the bottom of the letter as Enc(s) and often the name of the enclosures, so they can be checked on dispatch and on arrival.

	10)
	Copies to
	are indicated by cc: with a list of names of the recipients.


	CHECKLISTS

	Don’t
	Do

	Use jargon or text language
	Bear in mind the purpose of your letter

	Use complicated language
	Plan a logical sequence

	Use more words than necessary
	Use simple, direct vocabulary and sentences

	Be condescending, rude, or over familiar
	Ensure that your letter is complete, clear, concise, and courteous

	Fail to check errors in layout, spelling, punctuation, sentence construction
	Remember, the letter represents your organisation

	
	Check for errors

	
	Remember the key elements of structure and style


Look at the following example of a fully blocked letter.  Please use this layout for all letters you are asked to produce.

Example of a fully blocked letter





Look at the example below for the layout of a business letters,. It is fully blocked (everything starts on the left) using open punctuation.

Sunshine Holidays

124 High Street

Bury St Edmund~

Suffolk

IP29 7HG

Phone 01284346879 
Fax 01284 6578908

Our Ref SLS/RWT

2 April 199-

URGENT

Mr K Francis

29 Darlington Mews

BURY ST EDMUNDS

Suffolk

1P29 5JA

Dear Mr Francis 

HOLIDAY ENQUIRY

Thank you for your recent enquiry.  Please find enclosed our holiday brochure containing weekend breaks in Rome.

We are very proud of our weekend breaks and feel sure you will find just what you are looking for.

If you would like to make a booking, or require any further information, please do not hesitate to contact us.

Yours sincerely

John Jackson

Manager

Enc

cc 
Susan James
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	Types of Letters – Guidelines on Writing Different Types


* NEVER, EVER BEGIN ANY LETTER WITH “I am writing”.  It is obvious that you are writing, otherwise the letter would not exist.

Letters of Enquiry

Paragraph Content

1
State the purpose of your letter - what you are enquiring about.

2
Give any useful background details e.g. the reason for the enquiry and any special circumstances, needs, requirements etc.

3
Make a final statement indicating what actions or response you need.

Replying to a letter of enquiry

Paragraph Content

1
Thank the writer and acknowledge the query.

2
Give the appropriate reply and refer to any enclosed information or leaflets.

3
Offer further help if necessary and give a contact name/number.

Letters of Complaint

Paragraph Content

1
Outline briefly what you are complaining about and why.

2
Give details about the nature of the problem and justify why you are 
complaining.

3
Explain the implications of the problem e.g. expense, danger, 

inconvenience.

4
State what action you want taking and by when.

5
Indicate that you may take further steps if you are not satisfied.


Note: Do not threaten action which you can/will not actually take.

Replying to a Letter of Complaint

Paragraph Content

1
Acknowledge receipt of the letter and apologise as appropriate.

2
Give a short explanation if possible, without putting the blame on someone else.

3
State what action could or will be taken to rectify matters.

4
Give a contact name/number for further correspondence or discussion, if necessary.

Letter of Application

Paragraph Content

1
State which job you are applying for and where/how you found out about it.

2
Give personal details of your current status, e.g. age, present job.

3
Give details of your educational achievements.

4
Give details of past employment and other relevant experience.

5
Give details of other interests/hobbies.

Letter of Introduction (or making a request)

Paragraph Content

1
State your connection (if any) to the organisation or person to whom you are writing, and state briefly your request.

2
Give full details of the request, including your reasons (if applicable).

3
State any time constraints eg you need a reply by 10 April to enable completion of an assignment by 7 May .

4
Thank the person and state when/where you can be contacted if 

necessary.

Letter Giving Your Opinion

Paragraph Content

1
Outline the subject about which you are writing.

2
Explain why you are writing eg you feel strongly about an issue and why you hold strong opinions.

3
Offer any suggestions and include explanations on how they may be put into practice.

For further guidelines on letter writing check out http://www.askoxford.com/betterwriting/letterwriting
USEFUL PHRASES FOR BUSINESS COMMUNICATIONS

	Situation
	Phrase

	Reference
	· Following our recent telephone conversation .... 

· With reference to your letter dated ... (e.g. 23 September 2002)

· With regard to your query about/request for...

· Thank you for drawing attention to ...

· With Reference to your recent advertisement in,.. (publication) on..(date)

· We were/I was pleased to hear that...

· I am/we were sorry to hear that...




	Confirmation
	· I wish/we would like to confirm the arrangements for...

· Would you please confirm that...

· If you do not informs us by .... (date), we will assume that

	Drawing attention to a matter
	· We/I wish to draw your attention to ....

· You may/may not be aware that...

· I am afraid that I must draw your attention to

· We do not appear to have received ...

	Requests
	· Would you please ...

· I would like you to...

· I should be most grateful if you would

· It would be appreciated if you would ..

· Please let me know if....

· Please let me know how much ...

· Please let me know when ...

	Offering help or assistance
	· We would be happy to ...

· I would like to be able to ...

· Please contact me/us if I/we can be of further assistance.

	Giving assurance
	· I/we assure you that...

· I will ensure that...

· You can be assured that we will

	Refusing politely
	· We fully appreciate your point of view but...

· I am aware of the problems with ... but I am unable to help on this occasion.

· I believe that under the circumstances it would be better if...

	Apologising/expressing regret
	· I am/we are sorry that ...

· We deeply regret that...

· Please accept our apologies ...

· Unfortunately ...

· I am afraid that...

	Expressing dissatisfaction/complaining
	· We would like to inform you that...

· I regret to inform you that...

· We would like this matter to be dealt with to our complete satisfaction.

· Please give this matter your urgent attention

	Letter ending
	· I/we look forward to hearing from you soon

· We hope to hear from you shortly

· A prompt reply to the issues raised in this letter would be greatly appreciated
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