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Unit 1  Structure and Layout of Business English Correspondence
1.1  Introduction 

Business English correspondence refers to the letters, cables, telexes, faxes and e-mails used in exchanging information in international business, sometimes also in domestic trade. With the rapid development of Internet technology, at present most business communication is carried out on the phone, through social media, or by means of fax or e-mail instead of traditional post, but business correspondence is still of vital importance in international trade. Proper business letters help a company to communicate more efficiently and bring business opportunities to the company. Moreover, letters are the bases of other writing styles as their structure, format, vocabulary, writing skills, etc. are derived from letters. Therefore, the writing of business letters is one of the essential skills for every businessman to bear.  

Although the formality in business letter writing is rapidly giving way to a less conventional and friendlier style, the layout still follows a more or less set pattern determined by custom. It is recommended to follow the established practice so as to avoid confusion and a waste of time for both the sender and the receiver.

However, to write business English correspondence well is not that easy. One has to be familiar with the relevant business process and has the knowledge of the basic rules and international trade conventions. The first step is to be acquainted with the layout and basic parts of a business letter. 

1.2  The Structure of Business Letters

Generally speaking, a fully-constructed business letter is made up of seven principle parts. Except these, there are six optional parts, sometimes applicable accordingly. All the parts are listed in details below with examples to illustrate them.

1.2.1  The Seven Principle Parts

The seven principle parts in a formal business letter are as follows:

· Letterhead

· Date 

· Inside Name & Address

· Salutation

· Body

· Complimentary Close

· Signature
1. The Letterhead 

The letterhead expresses a firm’s personality and forms one’s impression of the writer’s firm. The styles vary greatly but all give similar information, including company name, address, postal code, telephone numbers, fax numbers, e-mail address, website, logo (sometimes, if any) and sometimes maybe the kind of business the firm handles. It is usually printed in the up-center or at the left margin of a letter. Please refer to the following examples:

	Nanning ASEAN Fruit Trading Co., Ltd.

100 Youyi Road

Qingxiu District

Nanning 530022, P. R. China

Tel: 0086-771-21899899

Fax: 0086-771-21899898

E-mail: naft@aliyun.com



	83 SOI EKACHAI

66/6 EKACHAI ROAD

BANGBON DISTRICT

BANGKOK 10150, THAILAND
Tel: 0066-28989887

Fax: 0066-24171642

E-mail: tsdrice@hotmail.com

Website: http://www.tsdrice.com/



2. The Date

Though there is an automatic record of detailed date and time for online communication through social networking websites, date is very important in a business letter, because only a dated letter has legal force, and an undated letter has no legal force/authority. Therefore, a clear and definite expression of date should be added in a business letter. It is generally put two or three lines below the letterhead. The date line may start from the left margin, or be centered, or appear on the right-hand side, written in the order of day, month, year (British practice) or month, day, year (American practice). Do not use figures for the month and never give the date in figures (e.g. 8/2/2023), which causes confusion. These two styles are strongly advisable: 2 August, 2023 (British practice) and August 2, 2023 (American practice).
Of course, such styles as 12th July, 2023 or July 1st, 2023 sometimes are used, but they are somewhat old-fashioned. If the date figure is larger than 12, the form of 2023/07/18 is acceptable. 

3. The Inside Name and Address  

The inside name and address are the recipient’s name and address, located two line-spacing below the date. Here, the recipient’s name can be the person’s courtesy title (only for a formal letter), personal name, executive title or the company name and the address refers to the mailing address. 

The commonly used courtesy titles are “Mr.”, “Ms.” (used for all women, married or unmarried, especially for career women), “Mrs.”, “Miss”, and “Messrs.” (used only for companies or firms named after a person or more persons). 

Here come the examples of the inside name and address as below:   

	Mr. Smith

Hewlett-Packard (Canada) Co.

5150 Spectrum Way

Mississauga, Ontario L4W 5G1 
 Canada


	Joe Martin

First Trucking

5656 North Willow Road

Middleton, NY 20088


4. The Salutation  

The salutation is a greeting to the recipient which every letter begins with. Always it flushes with the left margin two lines below the inside name and address. We usually use these salutations accordingly: “Dear Sir/Madam”, “Dear Sirs/Madams”, (British practice), “Ladies and Gentlemen” or “Gentlemen” (American practice), “Dear Director/Supervisor”. All these are used when you write to someone(s) unknown, but, to a specific person, we often use “Dear Mr./Mrs./Miss/Ms. …”, or just “Dear Ann”. 

5. The Body / The Message 

The body is the most important part of a letter. It is the message that the writer has to convey to the reader. The body is usually made up of three parts: (1) The opening paragraph refers to previous correspondence. (2) The middle paragraphs give more details, ask questions, present points of view, etc. (3) The closing paragraph is a statement of your intentions, hopes or expectations concerning the next step or for further contact. Sentences like “I am writing this letter to…”, “We have your name and address from…”, “We have received your letter of July 26, 2023…”, etc. can often be found in the opening paragraph; and “Looking forward to your early reply”, “Upon receipt of your specific inquiry, we will send you the samples and catalogs” or “Your favorable reply will be highly appreciated”, etc. are usually used as closing sentences. The middle paragraphs are the most important in the letter, which must direct to the point, clear, concrete, and complete. 

6. The Complimentary Close 

The complimentary close refers to a formal closing sentence used to express thanks, wishes or other polite words to the recipient at the end of a letter or official letter. This part is usually written starting from the middle right part of the next or two lines of the text, and the first letter needs to be capitalized, and a comma is used at the end of the sentence. This polite way of closing helps demonstrate respect and professionalism and can enhance the formal feel of the letter. It is purely a matter of custom and a polite way of bringing a letter to an end. However, the expression of this part must suit the occasion and match the salutation. The widely used salutations with their matching complimentary close are shown in the table below.

Table 1  Salutation and the Matching Complimentary Close 

	Salutation
	Complimentary Close
	Salutation
	Complimentary Close

	Dear Sir/Madam

Dear Sirs/Madams
	Yours faithfully

Faithfully yours

Yours respectfully
	Dear Mr. Smith

Dear Ms. Smith

Dear Dr. Smith
	Yours sincerely

Sincerely yours

Cordially yours

	Ladies/Gentlemen
	Yours truly

Truly yours
	Dear Mary

Dear Tom
	Sincerely

Cordially

Best regards


7. The Signature 

A letter should be signed by hand, and in ink, because only a signed letter has legal force and an unsigned letter has no legal force or authority. The signature block contains the handwritten signature of the writer, the full-typed name and sometimes the title of the writer. It often appears several lines beneath the complimentary close. The company name is also needed when the letter represents a company policy, position, or decision; and the company name should be typed entirely, usually in all capitals two lines below the complimentary close. 

The commonly used signature is usually arranged as follows:

          Yours sincerely,                             

          Black G.L. Trading Co., Ltd.

          Scott G. White (handwritten name of the writer) 

          Scott G. White (the writer’s typed name) 

          Director (job title of the writer)

          Sales Department (optional, name of the writer’s division or department)

If the writer performs a task to write the letter on behalf of someone else, the signature is a little different, and words like “Per pro.”, “By”, “Per”, or “For” will have to be added before the company name or the name of the person in a responsible position, as shown below:

          Yours sincerely,

          Per pro. HOPKINS & WRIGHT CO., LTD.

          Helen Brown (sgd.)

          Helen Brown  

1.2.2  The Optional Parts 

Except the above mentioned seven principle parts, there are six optional parts of a business letter. The six optional parts include:

· Reference Number   

· Attention Line   

· Subject Line

· Carbon Copy Notation

· Enclosure Notation   

· Postscript
1. Reference Number 

Reference number is typically used to identify a specific project, document, order, or other entity for tracking and management within an organization. This number is usually unique and can be used to quickly find and identify relevant information. For example, in a bank, each account has a unique reference number that distinguishes different accounts.

In business correspondence writing, reference number is often made to link replies with previous correspondence and helps for filing purposes. It usually includes a file number and should be positioned immediately below the letterhead marked with “Our ref.” or “Your ref.”, just like “Your ref: CNN / 266”, “Our ref: 1246 / BD”.
2. Attention Line 

The attention line in a business correspondence refers to the information about the specific person in charge who handles the business. For example, in a document, form or contract, it may be necessary to designate a specific person to be responsible for handling or performing related tasks or responsibilities. This part exists to ensure that all important matters have a clear responsible person so that they can be held accountable or contacted when needed.  

The attention line is used when the writer of a letter addressed to an organization wishes to direct the letter to a particular person or department who takes care of the business. It is put below the inside name and address, sometimes underlined. If there is an attention line on the stationery, there should also be one on the envelope. The attention line usually takes the following forms:

· Attention: Mr. …

· ATTENTION OF MR. …

· For the attention of Mr. …

· Attention: Marketing Director

· ATTN: Sales Manager/Mr. … (most often used at present)

3. Subject Line (often used)  

 The subject line of a letter or e-mail provides a concise summary of the message’s content. Its main function is to help the recipients quickly understand the subject and focus of the e-mail, so that they can decide whether they need to read or process it immediately. In business letters, the “Subject Line” usually fills in the subject content of the letter, such as “Firm Offer”, “Purchase Order”, “Packing Proposal”, etc. A clear and specific subject line can give the recipient a preliminary understanding of the content of the e-mail, and sometimes they can handle it accordingly without even opening the e-mail. Therefore, whether you are writing a letter or sending an e-mail, you should try to make the subject line concise and clear, and accurately reflect the main content of the e-mail or the letter.
Do remember that if a subject has already been used by your correspondent, your reply should carry the same subject. The subject line is often located below the salutation in such different forms as follows: 

· Re: Rare Earth

· Subject: Your Contract No. TD1708

· Sub: Delay of Shipment

· Re: Your Order No. LS 1786

4. Carbon Copy  
Carbon copy is a term for e-mail communication that means sending a message simultaneously to someone other than the recipient. When writing an e-mail to someone you can choose to use the “C.C.” option. In this way, in addition to the primary recipient, other recipients you specify also can see the message. Carbon copy originates from the early method of copying with toner. 
Carbon copy is put below the signature or enclosure notation at the left margin, followed by the name(s) of the person(s) who will receive copies of the letter. There are two forms: (1) C.C. (carbon copy: typed both on the original and copies of the letter.) and (2) B.C.C. (blind carbon copy: typed only on the copy/copies of the letter.), just shown as follows: 

C.C.: Sam Ford, Susan Bush, Bill Owens 

C.C.: Mr. Weber Carl, Vice-President

B.C.C.: H.R. Manager

5. Enclosure Notation (often used) 

When there is something enclosed with the letter, we use ‘‘Enclosure” (or Attachment for an e-mail letter) below the identification marks or signature or carbon copy notation. It is useful to remind the sender to include it when folding/sending the letter and to help the receiver to check whether there is an enclosure in the letter. The enclosure has the following styles: 

· Encls: 2 Price Lists 

· Enclosures (2)

· Encl. 1 catalog 
· Attachment: a/s (as stated)

· Encls. (3)
2 Blank order forms
1 Product catalog
6. Postscript (P.S.) 

A postscript is used to draw the recipient’s attention to the important information that is added or to clarify one last convincing argument for emphatic inclusion that the writer withholds. A postscript is an afterthought, and it is usually regarded as a sign of poor planning or carelessness. It should be avoided as far as possible. If it has to be used, put it below whatever has been written as “P.S. We are sending you under separate cover a copy of our latest catalogue”, “P.S. Please send all the material by air mail”, “P.S. Looking forward to seeing you at the trade fair on August 12”, etc. 

In practice, all these parts mentioned above are usually placed in the letter in such a way as shown below.

Table 2  The Placement of Different Parts in a Business Letter

1.3  The Layout of Business Letters 
The layout of a business letter should be clear, concise, and professional in order to convey the message and leave a good impression.   
1.3.1  The Styles of Business Letters
There are many forms of business letters and here only the three most popular forms: full-block style, indented style and modified block style, will be illustrated.

1. Full-block Style   

The full-block style, also known as complete justification or full justification, is a type of text alignment where every line of a paragraph is stretched to fill the entire width of the block or page. In this style, both the left and right margins of each line are evenly aligned with the left and right margins of the block or page. This creates a clean and organized appearance, but it can sometimes make the text harder to read if there are long words or sentences that do not fit properly within the available space.
The full-block style is now the most widely used method of display for all business documents. This layout of this type reduces typing time as there are no indentations for new paragraphs or the closing section. All parts, though sometimes the letterhead is placed in the center, are placed against the left-hand margin. The following sample letter is a good illustration.   

Sample Letter 1
	Nanning ASEAN Fruit Trading Co., Ltd.

100 Youyi Road, Qingxiu District
Nanning 530022, P. R. China

Tel: 0086-771-21899899   Fax: 0086-771-21899898

E-mail: naft@aliyun.com

July 12th, 2023

Our Ref.

Your Ref.

G.W. First F&V Trading Company

5826 North Willow Road

Middletown, NY 20088

U.S.A.

ATTN: Purchasing Manager

Dear Sirs, 

Subject: Establishing Business Relations

We learned from Alibaba.com that you are in the market for Asian fruit. We have been a supplier in this line of business for many years. We are writing to establish business relations with you.
Further information will be available on your request. We are awaiting your prompt reply.

Yours faithfully,

Delia Wang
Delia Wang

Sales Manager

C.C.: Sam Ford, Susan Bush, Bill Owens 

Encl. 1 catalogue 

P.S.: We will send all the materials and samples by air mail.




2. Indented Style  

It is a traditional letter format, particularly British style. The characteristic of this format is that the beginning of each paragraph is indented a certain distance to the right, thus forming a neat structure. Specifically, each line of text in the letterhead and the inside address will be indented by one or two letters to the right compared to the previous line. The first line of each paragraph of text will also be indented by four letters to the right. However, although this format was once very popular, it has largely fallen out of use.
Nowadays, if used, the date, complimentary close and signature are on the right, with the letterhead and the subject line in the middle of the page. See the following sample letter for vivid illustration.

Sample Letter 2
	Nanning ASEAN Fruit Trading Co., Ltd.

100 Youyi Road, Qingxiu District
 Nanning 530022, P. R. China

Tel: 0086-771-21899899  

    Fax: 0086-771-21899898

      E-mail: naft@aliyun.com

July 12th, 2023

Our Ref.

Your Ref.

G.W. First F&V Trading Company

5826 North Willow Road

Middletown, NY 20088

U.S.A.

ATTN: Purchasing Manager

Dear Sirs, 

Subject: Establishing Business Relations

We learned from Alibaba.com that you are in the market for Asian fruit. We have been a supplier in this line of business for many years. We are writing to establish business relations with you.

Further information will be available on your request. We are awaiting your prompt reply.

Yours faithfully,

Delia Wang
Delia Wang 

Sales Manager

C.C.: Sam Ford, Susan Bush, Bill Owens 

Encl. 1 catalogue 

P.S.: We will send all the materials and samples by air mail.




3. Modified Block Style

Modified Block style combines the characteristics of left and right alignment. In this format, each line of the text in the letterhead, date, and inside address is indented a certain distance to the right, while each paragraph of text in the body is aligned left. In addition, compared with Block Style, Modified Block Style has proper spacing and a more beautiful text layout. This format is characterized by easy reading and clear text organization, so it is widely used in letter writing in the business and engineering fields.
Usually, in practice, in this style, all parts are placed against the left-hand margin except the complimentary close and signature on the right, while the subject line is in the middle of the page, which can be well illustrated in the following sample letter.

Sample Letter 3
	Nanning ASEAN Fruit Trading Co., Ltd.

100 Youyi Road, Qingxiu District
Nanning 530022, P. R. China

Tel: 0086-771-21899899 

Fax: 0086-771-21899898

E-mail: naft@aliyun.com

July 12th, 2023

Our Ref.

Your Ref.

G.W. First F&V Trading Company

5826 North Willow Road

Middletown, NY 20088

U.S.A.

ATTN: Purchasing Manager

Dear Sirs, 

Subject: Establishing Business Relations

We learned from Alibaba.com that you are in the market for Asian fruit. We have been a supplier in this line of business for many years. We are writing to establish business relations with you.
Further information will be available on your request. We are awaiting your prompt reply.

Yours faithfully,

Delia Wang
Delia Wang

Sales Manager

C.C.: Sam Ford, Susan Bush, Bill Owens 

Encl. 1 catalogue 

P.S.: We will send all the materials and samples by air mail.


1.3.2  Envelopes Addressing

There are three essentials of envelope addressing, i.e. accuracy, clearness and good appearance. The sender’s name and address should always be put in the upper left corner of the envelope, while the recipient’s name and address above half way down the envelope from the center, leaving enough space for the postmark and stamps. Post notations such as “Registered”, “Certified”, or “Confidential” should be placed in the bottom left-hand corner. The following examples are good illustrations.

[image: image1.png]



Figure 1  The Placement of Relevant Information on an Envelope 
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Figure 2  The Placement of Sender’s and Recipient’s Information on an Envelope

When a letter is mailed to a third person who is bound to pass it onto the addressee, write the third person’s name with the words “care of” in front of it down below the addressee’s name, followed by this third person’s address, as shown below:

Mr. Paul Smith

c/o Mr. Zhao Heng

128 Daxue Road

Nanning, 530001 Guangxi, China

If the letter, not mailed by the post office, is trusted to a third person to pass onto the addressee, words like “By Politeness of / By Kindness of / Through the Courtesy of / Per Kindness of / Forwarded by / Per Favor of / By (or With) Favor of / Favored by” are put before this third person’s name, after the name of the addressee, or only “Please Forward” is put before the addressee’s name. The following examples can provide good details:

Mr. Paul Smith

Kindness of Mr. Zhao Heng

Please Forward

Mr. Paul Smith

Useful Words & Expressions

I. Widely-used Terms  
	1. salutation 

称呼
	2. inside name & address 
封内姓名、地址

	3. attention line 
经办人栏目
	4. reference number 
参考编号，引用编号

	5. carbon copy 
抄送
	6. subject line 

信件或电子邮件的标题

	7. attachment 

附件(电子邮件)
	8. complimentary close 
(信件)结尾敬语

	9. product catalog 
产品目录
	10. blank order forms 
空白订单表格

	11. sample book 
样品册
	12. cotton piece goods 
棉布

	13. the full-block style 
完全齐头式
	14. the indented style 
缩进式

	15. registered 

挂号(信件)
	16. modified block style 
改良齐头式

	17. certified 

(邮寄)证书
	18. confidential 

绝密(信件)


II. Important Phrases
1. in the market for             
想要购买

2. in this line of                
在这一行业

3. further information           
详细信息
4. be desirous of sth.            
想要某物

5. deal in                      
经营

6. establish business relations     
建立贸易关系

7. one of the leading dealers       
最主要的经销商之一

8. on your request               
应你方要求
Exercises
I. Arrange the following elements in proper form as they should be set out in a letter.
1. Sender’s name: Shenzhen Sunfun Import & Export Trading Co.

2. Sender’s address: 207 Dongmen Road, Futian District, Shenzhen, China

3. Sender’s telephone number: + 86-0755-82541332

4. Sender’s Fax: + 86-0755-82541332

5. Date: June 18th, 2023

6. Recipient’s name: John and Tony     

7. Recipient’s address: 58 Sixth Avenue, New York, America 

8. Salutation: Dear Sirs,

9. Subject Matter: Mobile Phone Shell 

10. The message:

We have received your letter of May 20th. As requested, we are enclosing our catalogue and under separate cover we are sending you our samples, which will help you in your selection. 

We are looking forward to your early reply.

11. Complimentary close: Yours faithfully, 

Signature: Shenzhen Sunfun Trading Co., Manager: Wang Wei 

12. Enc. As Stated. 

13. C.C. to: ABC Company 

II. Change the layout of the following letter into modified block style. 
	Sunshine Overseas Trading Co.

Friday Street

London E.C.4, England

Phone: +0044-2077029128      Fax: +0044-2077029128

E-mail: Sunshine@hotmail.com

January 10th, 2023


Beijing Beauty Textiles

Import & Export Corporation

56 Renmin Street

Haidian District

Beijing, China

Dear Sirs,

Men’s T-shirts

We have obtained your contact information from Alibaba, Textile Export & Import News Column and are now writing to you for the establishment of business relations.

We are glad to learn from your advertisement that you are dealing in cotton piece goods. Now we are keenly desirous of enlarging our trade with Chinese companies. We are quite interested in your Men’s T-shirts with Chinese elements.

We should appreciate it if you would send us your latest catalogue, price list and sample books. 

We are one of the leading dealers in textiles in our area and there is a large demand here for the goods of the kind mentioned. We shall place a large order with you if your products are good in quality and reasonable in price.

If you find business possible, please write to us.

Yours faithfully,

Sunshine Overseas Trading Co.

Steven Abel

General Manager 


III. Address the following envelope in English.
	美国纽约第六大道58号Big Apple公司  邮编：10452

                                   约翰·安东尼先生 收

                                           中国广东省深圳市福田区东门街207号

                                                       深圳三福进出口贸易公司

                                                                邮编  518000
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 微课视频
扫一扫，获取本课相关微课视频。
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Unit 2  Writing Principles

2.1  Introduction

The purpose of communication is to obtain complete understanding between the parties involved, and elicit the responses required. Different business letters about the same issue might bring about different results. Therefore, it is of vital importance for businessmen to master the skills of business writing, writing effective and productive business letters. The first step, needless to say, is to know the basic principles of writing a good business letter. Generally speaking, there are 7 Cs principles for the writing of the business letter, namely, courtesy, consideration, completeness, clarity, conciseness, concreteness and correctness.

When you write a business letter, you are trying to convince someone to act or react in a positive way. Your reader will respond quickly only if your meaning is crystal clear. 

Show your interest in the reader’s circumstances. If he/she has mentioned something personal in the letter, refer to it in your reply. This builds a bridge between you and the reader. Read the original letter carefully and see if there is something you can put in your letter to show your interest. 

A well-written business letter could contribute to a company’s image. If the letter is clear and concise, the firm seems well-organized and competent, which may ultimately bring about a lot of business. If the letter is courteous and considerate, it may help you eliminate the misunderstanding or divergence of views between you and your counterparts. Therefore, effective writing has become central to the success of a business and writing letters in English has become an important part of business professionals’ daily work in companies of foreign concerns.

2.2  The Principles of Business Letter Writing

2.2.1  The Principle of Consideration

In business letter writing, consideration means keeping in mind the person you are writing to, understanding and respecting the recipient’s point of view, seeing his/her problems and difficulties and expressing ideas in terms of his/her experience. So, consideration first stems from a sincere You-attitude.

Consideration requires a business letter to be written in the following ways:

1. Take the “You-attitude” Instead of “I/We-attitude”

Business writing requires the writer to “put yourself in the reader’s shoes”, and to put yourself in his/her place, considering his/her wishes, demands, interests and difficulties. So, keep this in your mind: when writing business letters, you should avoid a self-centered attitude focusing on your own concerns rather than those of the recipient; even if you must talk about yourself, do so in a way that relates your concerns to those of the recipient. 

However, “You-attitude” does not always mean the use of “you, your, or yours”; this approach sometimes requires the use of “I/We, my/our, me/us, or mine/ours”, especially when you have to hold someone for responsibility or the like. 

The table below gives some examples to account for the above mentioned.

Table 3  You-attitude vs. We-attitude

	You-attitude
	We-attitude

	You can earn 2 percent discount for cash payment
	We allow 2 percent discount for cash payment.

	We are pleased to announce that…
	You will be pleased to know that…

	You will have a free customer service for your newly purchased refrigerator for 3 years.
	We will offer you free customer service for your newly purchased refrigerator for 3 years.

	To maintain your excellent credit reputation, please pay your overdue bill.
	We are in need of funds and that’s why your overdue bill must be paid right away.

	You are welcome to rent our equipment on a cash rental basis.
	We do not permit outside groups to use our equipment except on a cash rental basis.


2. Focus on the Positive Approach

Negative approach usually gives people a negative impression. Especially in the business world, people don’t like negative words or expressions. However, we can’t avoid negative news. Remember: when you have to convey or discuss something negative, try to take the positive approach and avoid such words as “cannot”, “forbid”, “fail”, “impossible”, “refuse”, “prohibit”, “restrict”, and “deny” as much as possible. When you need to present negative information, soften its effects by superimposing a positive picture on a negative one. 

Compare the following table, and you can see the advantage of positive approach.

Table 4  Positive Approach vs. Negative Approach 

	Positive
	Negative

	Your warranty begins working for you as soon as you return your owner’s registration.
	Our warranty becomes effective only when we receive an owner’s registration.

	We will send you the brochure next month.
	We won’t be able to send you the brochure this month.

	We feel sure that you will be entirely satisfied with this order of pitayas.
	We do not believe you will have cause for dissatisfaction with this order of pitayas.

	To keep down packaging costs and to help customers save on shipping costs, we ship in lots of 12 or more.
	We cannot ship in lots of less than 12.

	You could obtain a refund if the goods you returned had remained clean and usable.
	We cannot offer you any refunds if the goods you returned are dirty and unusable.


3. Employ Passive Voice 

When you have to convey messages that use “you” might offend your reader in negative situations, employ the passive voice to depersonalize the situation. Passive voice can help to emphasize the matter and distract attention from the persons concerned. This can be illustrated by the following table.
Table 5  Passive Voice vs. Active Voice 

	Passive Voice
	Active Voice

	The pre-ordering was automatically canceled since the down payment was not received before 7:00 p.m.
	Since you failed to make the down payment, we could not keep the goods for you after 7:00 p.m.

	We regret that the goods can’t be sent today.
	We regret that we can’t ship the goods today.

	If the price can’t be reduced, we will have to find other suppliers.
	If you don’t reduce the price, we will have to find other suppliers.

	Another 3% price discount will be offered for orders amounting to USD50,000.
	We offer another 3% price discount for orders amounting to USD50,000.

	If the goods are out of stock, a refund will be made to you.
	If the goods are out of stock, we will make you a refund.


2.2.2  The Principle of Courtesy 

Courtesy is not mere politeness. Courtesy means showing tactfully in your letters the honest friendship, thoughtful appreciation, sincere politeness, considerate understanding and heartfelt respect. Courtesy helps to foster a positive relationship with your reader and is more likely to bring about a favorable response. 

Following the principle of courtesy in a business letter, generally speaking, includes three aspects: being polite, being positive and being personal.

Courtesy means more than politeness. Courtesy≠ politeness, instead, courtesy＞politeness. Real courtesy comes from the sincere “you” attitude. When writing a letter, keep the reader’s requests, needs and desires in mind and try to convey to him/her your care and consideration. Of course, you should never use the rude expression in a commanding tone and always be prompt to give a reply.

1. Be Sincere, Tactful, Thoughtful and Appreciative

To be sincere, tactful, thoughtful and appreciative in your business writing, you can bring your readers nearer and enable a request to be refused without killing all hope of future business, or allow a refusal to perform a favor without killing a friendship. To apply this principle, you need to follow these ways:

(1) If an apology is necessary, make it courteously and sincerely;

(2) Use “I’m afraid”, “Unfortunately”, “However”, etc., when you can’t meet your recipient’s requirements;

(3) Use imperative sentence such as “thank you for” to show your gratitude;

The following table is a very good illustration.
Table 6  Courtesy vs. Discourtesy  

	Discourtesy
	Courtesy

	You didn’t find our durians are one of the most popular in the word.
	We are sorry that you didn’t find our durians are one of the most popular in the word.

	We cannot deliver the goods all at one time.
	I’m afraid we cannot deliver the goods all at one time.

	We must tell you that we can’t accept your price.
	Unfortunately, we cannot accept your price.

	We have received your order for 500 M/T mango.
	Thank you for your order for 500 M/T mango.

	You ought to have accepted the offer.
	It seems to us that you ought to have accepted the offer.


2. Avoid Irritating, Offensive or Belittling Expressions
In foreign trade, the two parties are equal partners. Therefore, in order to make a business letter courteous, try to avoid irritating, offensive, or belittling statements. In a business letter the followings are very offensive and should never appear.

You are ignorant of the fact that…

You forgot that…

You leave us no choice…

You overlooked…

You should know… 

You must…

We don’t agree with you…

Why don’t you…

To avoid irritating, offensive, or belittling statements, you need to remember these ways:

(1) When you find mistakes, errors, inappropriateness, ambiguousness, etc., use “if…” to correct them instead of just pointing out the problems.

(2) Use tactful expressions such as “Would you please... / May we suggest... / We should be obliged (glad) to... / We would appreciate it... / We would like (are pleased) to…”, etc. to make suggestion.

The following table provides detailed examples as illustrations.

Table 7  Courtesy vs. Discourtesy

	Discourtesy
	Courtesy

	Your letter does not clearly describe your detailed requirements of our assorted canned fruit, so I can’t understand it.
	If we can understand your letter correctly, we are able to give you a definite reply. Please refer to the catalog attached for information.

	Tell me more detailed information on your requirements.
	Would you tell us more detailed information on your requirements?

	You are requested to remit the amount by August 10th.
	Please remit the amount by August 10th.

	We suggest that whenever you have any problem with our products you contact our after-sales service as soon as possible.
	May we suggest that whenever you have any problem with our products you contact our after-sales service as soon as possible?


3. Be Prompt in Answering Letters

Courtesy also means giving immediate reply to the letter received. In the business world, time is money. Answer letters on the same day they are received if possible and write to explain why if you fail to do it promptly. Answering letters in good time will create a good impression and grasp more business opportunities. 

2.2.3  The Principle of Conciseness  

Conciseness means conveying all the necessary information with the fewest possible words without sacrificing clarity, courtesy, completeness and good expression. To achieve conciseness, you should explain your position in reasonably few words and avoid wordiness or redundancy. Besides, proper paragraphing is needed. Remember: long-winded writing can be annoying because unnecessary words, irrelevant details and muddled expressions waste the reader’s time. To achieve conciseness, try to observe the following suggestions:

1. Use Words to Replace Phrases 

A letter written with wordiness or redundancy will not be welcomed in the business circle. A good business letter should be precise and to the point. To avoid wordiness, when you can use one word, try to avoid using the phrase, as shown in table 8.

Table 8  Wordy Phrases vs. Words  

	Wordy Phrases
	Words
	Wordy Phrases
	Words

	conduct a discussion of
	discuss
	in the matter of
	about

	give consideration to
	consider
	due to the fact that
	because

	engage in the preparation of
	prepare
	for the reason that
	since/because

	make a discovery of
	discover
	in due course
	timely/soon

	make an assumption of
	assume
	during the year that
	during

	in the event that
	if
	at this time
	now


Here are more examples for enlightenment: 

(1) Wordy: Enclosed herewith please find two catalogues of our dried longan and litchi. 

   Concise: We enclose two catalogues of our dried longan and litchi.

(2) Wordy: Will you be good enough to let us know the results as soon as possible?

   Concise: Please let us know the results as soon as possible.

(3) Wordy: In compliance with your request, we immediately contacted ABC Co., Ltd, and now wish to inform you of the result as follows.

   Concise: As requested we immediately contacted ABC Co., Ltd., with the following result. 

2. Use Daily Expressions to Replace Jargon  

Stereotyped phrases and out-of-date commercial jargon do nothing good to the business letter but to make it ambiguous and hard to understand. So, try to express your idea in brief modern English. 

Compare the following groups of sentences:

(1) Wordy: We take the liberty to approach you with the request that you would be kind enough to introduce to us some importers of agricultural products in your country.

   Concise: Please introduce to us some importers of agricultural products in your country.

(2) Wordy: Enclosed herewith please find two price lists of our dried longan and litchi. 
   Concise: We have enclosed two price lists of our dried longan and litchi.

(3) Wordy: The contract enclosed herewith requires your signature before it can be executed and should be directed to the undersigned.

   Concise: Please sign the contract enclosed and return it to me.

(4) Wordy: I hope you will be in a position to make a decision within a short time.

   Concise: I hope you can decide soon.

3. Avoid Unnecessary Repeat

A repeated word can make the whole information boring. Sometimes repetition is necessary in order to lay focus on particular information, but this should not be practiced without more than one reason. In order to avoid redundancy, do not use two words with the same meaning in the same sentence. 

A number of common phrases in our language actually say the same thing two or more times, but we sometimes don’t even notice they are redundant, because these phrases are so common. Please see the examples below: 

(1) Wordy: We have begun to export our machines to the foreign countries.

   Concise: We have begun to export our machines.
(2) Wordy: Will you ship us any time during the month of December, or even November if you are rushed, for November would suit us just as well?

   Concise: Please ship us in November or December.

(3) Wordy: We wish to acknowledge receipt of your letter of May 2nd with the check for $200 enclosed and wish to thank you for the same.

   Concise: We appreciate your letter of May 2nd and the check for $200 you sent with it.

Here are more examples of the same kind.

Table 9  Redundant Phrases vs. Concise Words 
	Redundant Phrases
	Concise Words

	advance planning
	planning

	merge together
	merge

	important essentials
	essentials

	true facts
	facts

	past history
	history

	end results
	results


4. Paragraph Correctly, Confining Each Paragraph to One Topic

As a whole, conciseness in business writing should be seen in paragraphs. A concise letter should control the number of the words, and build effective sentences and paragraphs. To apply conciseness to writing, the writer is suggested bearing these in mind: 

(1) Use a short opening and a short closing; 

(2) Include only relevant facts;

(3) Confine each paragraph to one idea.

2.2.4  The Principle of Clarity  

Clarity means using plain, simple language appropriate to the understanding level of your reader. Good, straightforward, simple English is what clarity needs for business letters. 

People do not want to waste time reading long, wordy letters with unclear message. To write your business letters effectively, you should avoid using, as far as possible, roundabout, old-fashioned phrases that add nothing to the sense of your message. Plain, simple words will be more easily understood than long elaborate phrases. The letter should express meaning clearly to make the reader understand it well. To achieve this, the writer should try to:

1. Avoid Using Polysemous/Homographic Words

Polysemous words bear more than one meaning. Though from the context, readers can get the meaning, it is not direct and not on the side as business letters; what’s more, sometimes the reader can’t get the exact meaning even if he/she analyzes the context. But for homographic words, the readers are usually completely puzzled. The following sentence is a vivid example:

E.g.:

In this season, we have bimonthly direct services from Victoria to Rotterdam...

The port “Victoria” can be called a homographic word, because there are as many as 21 Victoria ports in the world and most of them are suitable for international shipment, such as in Hong Kong China, Canada, Brazil, Guinea, Chile, Malta, Seychelles, etc. “Bimonthly” has two meanings: twice a month, or once two months. So, the reader will feel puzzled about the meaning. The sentence must be rewritten as the followings accordingly:

(1) In this season, we have semimonthly direct services from Victoria, HK to Rotterdam.

(2) In this season, we have two direct services every month from Victoria, CA to Rotterdam.

(3) In this season, we have direct services from Victoria, GN to Rotterdam every two months. 
2. Pay Attention to the Position of Modifiers

Modifiers are frequently used in business letters to emphasize or highlight an idea or something. The same modifier will lead to different implications and functions when it is put in different positions of the sentence and careless use of modifiers results in misunderstanding and hard-to-read sentences. The following examples can well illustrate it.

E.g.:
(1) For this product, we can accept orders only above 5000 M/T now.

(2) Only for this product, we can accept orders above 5000 M/T now.

(3) For this product, only we can accept orders above 5000 M/T now.

(4) For this product, we can accept orders above 5000 M/T only now.

The modifier “only” in the above sentences is put in different places to modify four different words, so the four sentences have different meanings. Thus, the practical principle for using modifiers is to put the modifiers as close as possible to the word or words they are modifying. This is the idea of keeping related words together and as close as possible. This principle is applicable to all modifiers. Read more examples below:

E.g.:

(1) Our black plum is the most popular with European customers.

(2) Black plum is our most popular with European customers.

(3) Black plum is the most popular with our European customers.

In fact, adjectival possessive pronouns or adjectives should be placed right next to the things they describe, and adverbs should be placed right next to the action or the other modifiers they describe.

2.2.5  The Principle of Concreteness  

Concreteness means making your message specific, definite and vivid rather than vague, general and abstract. A business letter should avoid emptiness in contents and vagueness in ideas. Any ambiguous or vague words must be avoided and the information must be supplied with definiteness and concreteness. 

Giving your recipient specific facts and definite figures helps to show your sincerity for cooperation and the actual strength of your company. 

For example, some qualities or characters of goods should be shown with exact figures or facts and avoid words like “short”, “long” or “good”. The following groups of sentences are very good examples for us to make a comparison.

E.g.:

(1) Vague: Various aspects of this equipment make it a good choice.

   Concrete: This machine is a good choice because it is more compact and less expensive than any other one in the market.

(2) Vague: Our dried starfruit is of high quality but much cheaper than other suppliers’.

   Concrete: Our dried starfruit is larger, drier, and sweeter but much 5% lower in price than other suppliers’. 

(3) Vague: Sales of our mangosteens skyrocketed last month.             

   Concrete: Sales of our mangosteens increased 10 percent last month.

Giving specific time (with date, month, year and even offer hour, minute if necessary) and important document number to reference can make your recipient assured of the trade and help you gain more chances. So, try to avoid expressions such as “yesterday, next month, immediately, soon, as usual”, etc. The following groups of sentences can illustrate this very well.

E.g.:

(1) Vague: We will ship your order soon. 

   Concrete: We will ship the pawpaws you ordered July 9 by Ocean Prince on July 30th.

(2) Vague: We have drawn on you as usual under your L/C. 

   Concrete: We have drawn on you our sight draft No. 845 for the Invoice amount, US $560.00, under your L/C No. 246 of the China Bank.

2.2.6  The Principle of Correctness  

Correctness is a must for business correspondence. Correct grammar, punctuation and spelling are basic requirements for business letter writing. Correctness refers not only to the correct usage of grammar, punctuation and spelling, but also to standard language and proper statement. Business letters must contain factual information, accurate figures and exact terms in particular, for they involve the rights, the duties and the interest of both parties. It is the basis of all commercial documents (such as the contract, the letter of credit, etc.). Therefore we should neither understate nor overstate as understatement might lead to less confidence and hold up the trade development, while overstatement throws you into an awkward position. 

Whenever you are writing letters, you must check the typings of figures, types or models of goods, specifications and quantity required etc. again and again before sending them out in order not to make any mistakes which will bring injuries to your business.

Here are the practical ways of applying correctness in the letter:

(1) Use the correct level of language;

(2) Include only accurate facts, terms, words and figures;

(3) Maintain acceptable writing mechanics;
(4) Apply all other relevant “C” principles.

2.2.7  The Principle of Completeness 

A business letter is complete when it contains all the necessary information. A complete business letter can bring the desired results, build goodwill between the buyer and the seller and help avoid costly lawsuits. On the contrary, incomplete information is annoying and costly because it holds up business transactions and duplicates work.

To strive for completeness, keep the following guidelines in mind:

1. Write down all the points you wish to cover and then arrange them in a logical order. 

2. If your letter is a reply, underline those parts which seek for information and answer all the questions asked.

3. Give something extra, when desirable.

4. Check for the 5 Ws (Who, What, When, Where, Why) and any other writing principles.

Though we have discussed the employment of 7 Cs writing principles to be followed in business English correspondence writing here, it should be noted that, in some way, there is no complete separation among some of them. In other words, some of them overlap with each other in some degree or in some aspects. Anyway, when writing business correspondence, we should bear in our minds the principles and follow them appropriately and flexibly.

Useful Words & Expressions
I. Widely-used Terms  
	1. cash payment    
现金支付 
	2. overdue bill     
逾期汇票/账单

	3. cash rental      
现金租赁
	4. refund         
退款

	5. down payment   
首付款、定金
	6. out of stock     
无现货、缺货

	7. credit reputation  
信用声誉
	8. remit the amount  
汇款

	9. the brochure    
(商品)宣传册
	


II. Important Phrases

1. free customer service       
免费客户服务

2. keep down the cost         
降低开支

3. after-sales service          
售后服务 

4. You-attitude / We-attitude    
以你/我方为中心；替你/我方着想

5. the principle of consideration 
体谅原则

6. put yourself in his/her place  
设身处地为……着想

7. account for     


解释；说明

8. positive/negative approach  
积极/消极方式 

9. in lots of less than 12       
少于十二件(货物) 

10. be out of stock 



缺货

11. the principle of courtesy    
礼貌原则

12. the principle of conciseness  
简洁性原则

13. wordy phrase            
冗长的短语

14. jargon      



行话

15. enclosed herewith please find 
随函附上，请查收

16. be in a position to do…      
能够做……
17. redundant phrase          
冗余短语

18. the principle of clarity       
清晰性原则

19. polysemous/homographic words  
多义词/同形词

20. the principle of concreteness      
具体性原则

21. overlap with each other          
相互重叠

Exercises
I. Answer the following questions according to what has been learned in this unit.

What are the 7 Cs principles for the writing of business letters? And what are their Chinese equivalents?

II. Point out the principle used in the following sentences.

1. I am writing to you at the suggestion of the Import & Export Trade Association’s office in your country. 

2. These new 3D Printers type 120 fairly clear pictures in one minute.

3. You should receive by July 8th the cotton Men’s T-shirts you ordered on June 28th.

4. Thanks for your letter of February 13th, in which you expressed your interest in Blanket Cover (No. 1056).

5. Please let us know your latest CIF Shanghai prices, together with your terms of payment and the earliest delivery date. 
III. Improve the following sentences according to the writing principles in the bracket.

1. Apparently you have forgotten what I wrote to you two weeks ago. (Courtesy)

2. I am writing to ask for some basic information about your product. (Clarity)

3. I need your response immediately so that I can arrange the shipment with the carrier by next week. (Consideration)

4. At this time I am writing to you to establish business relations with your company for the purpose of introducing our new products which has a high public praise in other areas for a long time. (Conciseness)

5. We take the liberty to introduce our dried longan as the best-selling goods to you which is of high quality but much cheaper than other suppliers’. (Concreteness)
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(1) Letterhead 信头


(2) Ref No. 文档编号/参考号


                                           (3) Date 日期


(4) Inside Name & Address 信内名称和地址


(5) Attention Line 注意事项/经办人栏目


(6) Salutation 称呼


(7) Subject Line 事由标题


(8) Message or Body 信文


——————————————————————————————————————


——————————————————————————————————————


——————————————————————————————————————


——————————————————————————————————————





(9) Complimentary Close 结尾敬语


(10) Signature 签字


(11) Enclosure 附件


(12) Postscript 附言


(13) Carbon Copy 抄送





Stamp





Registered


Express


Ordinary mail


Immediate(urgent)


Printed matter


Sample








Private


Personal 


Confidential 





Mailing Directions





Receiver’s address 








Remarks





Sender’s Address








Ms. Angela Stevenson, Supervisor 


Marketing department of SPS Company 


298 Victoria Street, Sydney


72683, Australia 





Mr. John Smith, Sales Director 


TPT Company, 28 Wellington Street 


Manhattan, NY8726


New York City, USA
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