Lecture 4
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Hello and welcome to your fourth lecture.  In this lecture you will learn the following things:


You have already learnt about many types of business letters in your last lecture.  Now you will go through letters of adjustment, letters of collection, sales letters and circular letters.

Letter of adjustment:

The main purpose for which you write a letter of adjustment is to respond to the complaints and hopefully make amends.  It may be a reply to a complaint.  Letters of adjustment should be written carefully.  Even if you cannot do anything to make amendment to the complaint or request of the recipient of the letter, you have to say so with care and tact.


Here are some general rules for dealing with complaints and writing letters of adjustment:
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Even if the customer is wrong, assume that the customer is right in asking a favor, making a request, placing a claim or making complaints.
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Acknowledge the recipient’s complaint or request promptly.
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Be polite and try not to offend the recipient.
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If you are to blame, then admit it readily.  Then express your regret and state what you can do to make amendments.
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Thank the recipient for bringing up the matter of complaint or request.


Please refer to page

    of your book to see an illustration of a reply to a complaint or a letter of adjustment.

Look at the illustration.  You can see that this is a letter written by Ganash, Manager of Foster’s Master Builders Ltd. to Mr. Richard Whitely explaining the reason and trying to make amends for the delay in completing the building of Richard Whitely’s bungalow at 1 Crescent Road.

You can see in the body paragraphs that the opening paragraph acknowledges the receipt of the recipient’s letter.  In it Ganesh readily admits the fault of the delayed completion of the bungalow and regrets it. 

The second paragraph gives the detail information about the causes of the delay in completion of the building.  Ganesh here expresses that two unforeseen incidents have hampered the completion on due date.

The third paragraph is the response paragraph.  In it Ganesh expresses that since the weather has improved he is able to carry on work smoothly.  If there are no other unforeseen  events he assures the work will be completed soon.

In the last paragraph Ganesh concludes still leaving a very friendly and helpful note. 

Letter of collection:

The main purpose for which you write a letter of collection is to obtain settlement of a debt owed from the recipient.


Collection letters are sent to customers who do not pay their dues promptly.  In these letters the tone is very important.

The way you write such letters will depend on such factors as the age of the debt, whether the customer is habitually late in settling accounts and any previous remainders issued.


Please refer to page

      of your book to see an illustration of a letter of collection.  This is a first reminder letter and so it has a tone that is soft.

Look at the illustration carefully.  You can see that this is a letter written by Kwok Wai Meng, Accounts Manager of Tangs Retail Pte Ltd  to Johnson & Smythe to collect a debt.

You can see in the body paragraphs that the opening paragraph gives the background information about the amount owing to Tangs Retail and since when.  This information works as the reminder.

The second paragraph gives the debtor a benefit of the doubt that apologies to the debtor if in the meantime payment has been made to Tangs Retail.  Next, if the payment has not been made immediate action is requested.

Even after such a reminder if the debtor does not pay the dues, then a firmer letter should be sent.


Please look at the illustration on page 

of your book to see the response of Kwok Wai Meng of Tangs Retail when the soft letter did not work.


Look into the body paragraphs.  You can see that the initial paragraph again gives background information about the amount due and since when.

In the second paragraph Kwok Wai Meng says in a firmer tone that the amount is overdue for a long time and has to be settled immediately.  If the debtor is unable to pay then the reason is asked.

In the closing paragraph a prompt reply is requested.

It is customary to send three remainder letters.  So even after the second reminder letter the debtor does not respond at all, a third and final reminder is sent with a firm request to pay the dues.

To write the third and last reminder you may follow the following procedure.

In the opening paragraph you should state the background information again about the amount that is due from the debtor and since which date.

In the second paragraph you may state that you have already sent two reminder letters and that you have had no response.  You may add that the amount has been overdue for an excessively long period and you cannot extend any more time.  You should then urge to clear the dues immediately.

In the final paragraph you may write another line to pressure the debtor to clear the dues without any further delay.

If the third and final reminder does not work then legal action may be taken against the debtor.  And a letter should be sent stating that legal proceedings will begin if payment is not made within a specified period.

You can write the letter in which you take legal action against the debtor in the following way.

In the opening paragraph you should state the background information about the amount dues from the debtor and since when.

You should then give the details paragraph that already three reminder letters has been sent and you have had no response from the debtor.  In this situation you can say to the debtor that, under the given circumstances you have no other option but to go for legal action.  You can give details of what type of legal action you are taking.

You may omit the closing paragraph or depending on the relationship you have with the debtor you may add a line stating that it would have been best to settle the matter before going to court.

Now listen to this 
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We will now move on to circulars and sales letters.

Circular letters


A circular letter serves the following purposes:


While preparing a circular letter you should follow the guidelines written below:

· Keep your letter brief, or it may not be read

· Ensure that the letter gives information directly

· Make sure you use individual terms as ‘Dear customer’ or ‘you’ etc. not ‘Dear customers’ or ‘all of you’

You may look at a sample structure of a circular letter on page

           of your book.

Now let us turn to sales letters.

Sales letters


Sales letters are methods of selective advertising.

You should write sales letters in such a way that the letters:

· Arouse interest in the reader

· When addressing the reader use singulars rather than plurals, for example,

Do not use



Use

Dear Customers



Dear Customer

I know everyone will appreciate it

I know you will appreciate it.

· Present the advantages of the products or service or any other item to the reader

· Sound convincing and positive to the reader, but do not be aggressive

· Create a desire in the reader to accept what is written in the sales letter

· Encourage action from the reader, for example, 

· by making the reader place an order

· by making the reader complete a reply form or card and send it back to the organization

· by making the reader request for further details


Please turn to page 


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


Look at the sales letter carefully.  This is a sales letter by Lesley Bolan, Senior Director of Marketing, Sales and Customer Service of Aurora Mobile.  In this sales letter you can see that Ms Bolan is enclosing a newsletter with the sales letter and making the services of Aurora Mobile sound impressively appealing and attractive.
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What is a letter of adjustment and how is it written?


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


What is a circular letter and how is it written?


What is a sales letter and how is it written?








A letter of adjustment is a letter in which the sender either agrees to make amendments for any loss or damage to the recipient or otherwise responds to a claim, complaint or request of the recipient.
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A letter of collection is a letter in which the sender seeks to obtain a debt amount from the recipient of the letter.
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A circular letter is a persuasive type of letter that is written only once but is sent to many people at the same time to persuade them to draw their attention.





To announce the opening of a new office or branch





To inform the staff of new policy matters





To introduce new product lines





To announce restructuring of the organization





To advertise special offers, sales or other events
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Sales letters are such letters that are sent by organizations to persuade the readers to buy the organization’s goods or services, or to take up special offers.
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