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Lecture 3
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 Hello and welcome to your third lecture.  In this lecture you will learn the following things:

You have seen what the different parts of a business letter are in your second lecture.  In that lecture you have seen that the body paragraphs were not discussed in detail.

In today’s lecture you will first see the structure of the business letter and have an idea of what the body paragraphs include.


Please refer to page 


of your book to have a look at the structure of a business letter and the body paragraphs.

Opening or introductory paragraph: You can see here that the opening or introductory paragraph gives the background or reference of writing the letter.

Details paragraph: The paragraph or paragraphs between the first and the prior to the last paragraphs are the details paragraph.  These paragraphs give the relevant details of information in a logical sequence.

Response or action paragraph: The paragraph before the last paragraph is the response or action paragraph.  It relates to what action the sender or recipient can or should take.

Closing Paragraph:  The last paragraph ends the letter with a simple and friendly 

     closing note.

You will now see that there could be different formats or styles of presenting the business letter.  These could be:

Fully Blocked Layout:

This is a fully blocked layout of a business letter. Here all parts of the business letter start form the left without any indentation.  Only the heading or letterhead and logo could come at a different place other than the left hand side.  You can see a sample of a fully blocked layout here.


If you turn to page 

     of your book you can see another illustration of a business letter through the fully blocked layout.

Modified Block Layout:

This is a partially blocked layout of a business letter.  Here not all parts of the business letter start form the left.  Usually the date, the complementary closing, and the signature block (signature, name and designation of the sender) are placed at the right hand side.   

The inside address, the salutation, the body paragraphs, enclosures and copy start from the left hand side.

Only the heading or letterhead and logo could be placed anywhere suitable.  You can see a sample of a modified block layout here.

Modified Block Layout with Indented Paragraphs:

This is a business letter layout, which is the same as the modified block layout.  The exception is that it has indented paragraphs.  

You can see in the sample of a modified block layout with indented paragraphs that the body paragraphs are indented.

Now we will turn to the types of business letters.  The different categories or types of business letters are the following:

· Letter of confirmation

· Letter of acknowledgement

· Letter of enquiry

· Letter of reply

· Letter of complaint

· Letter of adjustment

· Collection letters

· Sales letters

· Circular letters

Now you will see what each type of business letter signifies and how they are written.  You will move on from the letter of confirmation to letters of complaint in the remaining part of this module.  In the next module you will learn about the letter of adjustment, collection letters, sales letters and circular letters.

Letter of confirmation:
The main purpose for which you write a letter of confirmation is to provide a written record of arrangements you made with the recipient at some prior time.  These letters are usually short.



Please refer to page 

  of your book to see an illustration of a letter of confirmation.

Look at the illustration.  You can see that this is a letter written by Tay Wee Boon, General Manager of China Textiles to Mr Zhao Jian Ping, Sales Manager of Zhao Fabrics to confirm a meeting they are to have on a specific date.

You can see in the body paragraphs that the opening paragraph goes on directly to confirm the meeting and gives a little detail that the Director of China Textiles will also be present in the meeting.

The second paragraph gives some background information and recalls an action to be taken by the recipient.

The final paragraph ends on a friendly note. 

Letter of acknowledgement:
The main purpose you write a letter of acknowledgement is to acknowledge the receipt of a letter, document, order, or anything else.   

 


Please refer to the top page 

   of your book to see an illustration of a letter of acknowledgement.

Look at the illustration.  You can see that this is a letter written by Miss Lakhvinder Kaur, PA to General Manager of Stardust Photo Studio to Mr. Chia Lye Ann to acknowledge the receipt of his letter addressed to the General Manager of Stardust Photo Studio.

You can see in the body paragraphs that the opening paragraph goes on directly to acknowledge the receipt of Mr. Chia Lye Ann’s letter.

The second paragraph gives further information that the General Manager is not in office presently, but Miss Kaur reassures that she will inform the General Manager of the letter of Mr. Ann to get her attention.

The final paragraph ends on a friendly and helpful note. 

Letter of enquiry:

The main purpose for which you write a letter of enquiry is to ask about any kind of information to the recipient.   

 

Please refer to the top page 

   of your book to see an illustration of a letter of enquiry.


Look at the illustration.  You can see that this is a letter written by Mark Farrelly to Nautilus Cruises to ask about the cost of cruises and a brochure including the types of cruises Nautilus has.

You can see in the body paragraphs that the opening paragraph gives some background information that Mark has heard about the fine luxury cruises of Nautilus form his neighbor.

The second paragraph gives further information that the Mark and his wife would celebrate their 25th wedding anniversary.  This gives logical indication that Mark and his wife would like to go on a cruise of Nautilus. 

The third paragraph is, therefore, the response paragraph.  It asks for a copy of a brochure of Nautilus and the cost of the cruises it offers along with their dates.

The final paragraph ends on an interested and friendly note. 

Letter of reply:

The main purpose for which you write a letter of reply is to answer about any kind of information to the recipient.   

 


Please refer to the top page 

   of your book to see an illustration of a letter of reply.

look at the illustration.  You can see that this is a letter written by Lee Morgan, Sales Manager of Nautilus Cruises plc to Mr. Mark Farrelly informing him about the latest cruises Nautilus offers, their prices and the dates of departure for each cruise.

You can see in the body paragraphs that the opening paragraph thanks and acknowledges the receipt of Mr. Mark’s letter.  It shows appreciation for the good comments in favor of Nautilus.

The second paragraph gives the detail information that the requested catalogue is enclosed with the letter of reply.  It further tells where to look for the departure dates for each cruise. 

The third paragraph, which is response paragraph, asks Mr. Mark to make early reservations since Mr. Mark and his wife would probably plan to travel during the peak season.

The final paragraph ends on a friendly, helpful and well-wishing note.

Letter of complaint:

The main purpose for which you write a letter of complaint is to criticize poor service or goods.  Letters of complaint should be written with care.  Even if you have a genuine reason to complain you have to remember that the other party may not be to blame.


Therefore, you must avoid rudeness or sarcasm in your letter of complaint.  Instead, you have to state the facts relating to you complaint.  Then you can enquire what the other party could do to remedy the damage or loss.  Or you can give a suggestion of what can be done.  So you should try to use facts and logic carefully in letters of complaint.

 

Please refer to the top page 

   of your book to see an illustration of a letter of complaint.

look at the illustration.  You can see that this is a letter written by Richard Whitely to Mr. Ganesh of Foster’s Master Builders Ltd. complaining about the delay in the preparation of Richard Whitely’s bungalow at 1 Crescent Road.

You can see in the body paragraphs that the opening paragraph gives background information that the contract to build the bungalow was signed with Foster’s nine months ago.  Whereas. According to the contract Foster’s agreed to complete the building of the bungalow by eight months.

The second paragraph gives the detail information about the inconvenience the delay of completing the building is causing to Richard. 

The third paragraph is the response paragraph.  In this paragraph, Richard expects quick completion of the work without further delay.  And it also ends here with an interest to know when the work could be completed.

You can notice that Richard has not been rude or sarcastic in his letter.  He has pointed out the facts and logically explained his inconveniences.  Lastly he has asked for prompt action from Foster’s Master Builders Ltd.


[image: image2.png]



What is the structure of a business letter?


What are the different formats of a business letter?


What are the different types of business letters?


What is a letter of confirmation and how is it written?


What is a letter of acknowledgement and how is it written?


What is a letter of enquiry and how is it written?


What is a letter of reply and how is it written?


What is a letter of complaint and how is it written?
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A letter of confirmation provides a written record of arrangements already made between the sender and recipient of the letter.
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A letter of acknowledgement is a kind of letter in which the sender concedes to the acceptance of something from the recipient of the letter.
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A letter of enquiry is a letter in which the sender asks for any kind of information from the recipient of the letter.
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A letter of reply is a letter in which the sender answers to any kind of question or provides information, which the recipient had previously enquired about.
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A letter of complaint is a letter in which the sender makes any kind of complaint to the recipient of the letter.
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