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Introduction






This book is intended for a quick refresher
reference guide and includes quick notes, discussion questions,
assignments, and a few examples.







Types of Letter
and Memos






There are many types of letters and memos,
some using an indirect message and others using a direct message.
Usually delivering good news or neutral information requires a
direct message, whereas delivering bad news requires an indirect
message. Listed below are some instances where a direct message
would be used, and following that are listed some instances where
an indirect message would be used.

Direct Messages: Good News or Neutral
Information

Acknowledgment

Adjustment request

Announcement

Congratulations

Credit application

Credit approval

Credit request

Inquiry

Invitation

Job instruction

Order

Policy

Praise

Procedure

Recommendation

Reservation

Seasonal greeting

Sympathy

Thanks

Welcome

Indirect Messages: Bad News

Adjustment refusal

Complaint

Credit refusal

Employment refusal

Order refusal

Collection appeal

Interview follow-up letter







Writing Bad News
Letters






When delivering bad news, you should avoid
using the pronoun you in a negative light.

Do Not Say: You failed to sign your
check.

Example: Your check arrived without a
signature.

Example: Your check was not
signed.

When delivering bad news, you want to use
interpersonal constructions, so you want to omit people and talk
about things.

Use passive verbs. Describe the action
performed on something. It doesn’t necessarily have to say who did
it.

To avoid blaming the reader, don’t: use an
impersonal expression, use a passive verb, or single someone out.
Instead: address the group to which the reader belongs.

Create positive emphasis. You can do
this by avoiding negative words and connotations, focusing on what
the reader can do. Justify negative information, eliminate
unimportant negative information, and place negative information in
the middle of the message.

Avoid using these words:

afraid

bad

careless

damage

delinquent

deny

disapprove

fail

ignorant

inadequate

misfortune

reject

Examples of using negative and positive
emphasis are:

Negative: We have failed to
finish….

Better: We haven’t finished….

Still Better: We will be
finished….

Why do you need to think about tone,
politeness and power? So you don’t offend people by mistake.

Important Points:

1. Don’t appear condescending or rude.

2. Choose your words correctly.

3. Tone is implied by attitude.

4. Tone interacts with power.

5. Use courtesy titles.

6. Be straightforward.

Best Way to Apologize:

1. If small error, no apology is needed.

2. Don’t apologize when not at fault.

3. Apologize briefly and sincerely.

Use positive emphasis; remember thought that
no news is good news.

Focus on positive rather than the
negative

Basic steps to make the best of a bad
situation:

1. Begin with a positive, or at least a neutral,
opening.

2. Provide background details about the nature of
the bad news.

3. In the third paragraph, state exactly what you
want the manager to do with your bad news.

4. In the final paragraph, close on an upbeat notes
with a positive look to the future, suggesting confidence in the
ability to restore good relations.







Writing Negative
Messages






Remember when writing a negative message, to
avoid using negative words.

How should you organize negative
messages?

1. Choose the pattern based on the situation.

2. Letters to people outside your organization
should be indirect to build goodwill.

3. When you write to superiors, you need to propose
solutions, not just report a problem.

4. When you write to peers and subordinates, try to
get their input in dealing with negative situations.

Consider using a buffer

When the reader values harmony, or when the
buffer also serves another purpose, you should then consider using
a buffer.

A buffer is a neutral or positive statement
that allows you to delay the negative.

What are the most common kinds of negative
messages?

1. rejections and refusals

2. disciplinary notices and negative performance
appraisals

3. lay-offs and firings

Organization of Negative Letters

You should state reason for refusal before
the refusal. give the negative just once, clearly, present
alternative or compromise, if possible, and end with on positive
note.

When Writing to Superiors:

1. Describe the problem

2. Tell how it happened

3. Describe the options for fixing it

4. Recommend a solution

5. Ask for action

When writing to peers and subordinates:

1. Describe the problem

2. Resent an alternative or compromise

3. Ask for input or action, if possible

Giving an alternative or a compromise, if one
exists, is a good idea.







Paragraphs and
Topic Sentences






When writing memos, letters, emails, and
reports, it is important to know how to write a good paragraph and
good topic sentences. Below is a quick review.

A paragraph:

1. should contain: unity, coherence, a topic
sentence, and adequate development.

2. is a group of sentences that convey an idea
(sentence works as part of a unit).

3. is a cluster of sentences (in which one idea can
be developed adequately).

4. can stand alone.

5. should function as part of an essay.

6. covers only one main idea.

A topic sentence:

1. is the most important sentence in your
paragraph.

2. clearly states subject of whole paragraph.

3. is usually the first sentence of the
paragraph.

4. gives overview of sentences to follow.

Supporting sentences:

1. are after the topic sentence.

2. help to develop the main idea.

3. give specific details related to topic
sentence.

A concluding sentence often restates, or
summarizes, main idea of the topic sentence.

A good paragraph:

1. has a topic sentence

2. states the main point of paragraph.

3. has supporting sentences with details and
specific examples as proof of your point.

4. has logical, coherent thoughts developed in order
from one sentence to the next concluding idea.

5. wraps up the point of paragraph.

A good topic sentence:

1. informs the reader of the subject that will be
discussed in the paragraph.

2. asserts the writer’s point of view or
attitude.

3. intrigues the reader to continue reading.

4. creates a sense of action, and is not vague,
rambling, too narrow or too broad.

5. Is the “thesis” sentence or central idea of a
sentence.

Topic Sentence Check List

1. Is it relevant to the thesis?

2. Is there a single point?

3. Is it at the beginning of the paragraph?

4. Does it relate to the paragraph above?

5. Does it help structure the paragraph?

Analyzing a Topic Sentence

1. Topic sentences often act like tiny thesis
statements.

2. Topic and thesis sentence makes a claim of some
sort.

3. Thesis statement is the unifying force in the
essay.

4. Topic sentence is the unifying force in the
paragraph.
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