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With the development of trade, commerce and industry, the use of letters
has increased considerably. The letters are an important device to get and convey
the required information for the success of the organisation. It is through
correspondence that an organisation can build relations with its customers,
suppliers and other parties. The phrase ‘the pen is mightier than the sword” is
applicable in business and commercial correspondence also. It is the art of letter
writing which can build a good image of organisation. In the words of H.N.
Casson, "A good business letter serves as master key that opens locked doors. It
opens markets. It opens the way for your goods or your services. It tells the story
of the real character of the firm."

22.1 KINDS OF LETTERS
Letters written in daily life may be grouped under the following headings :
1. Private Letters

Whid?ﬁvm letters are those letters which are written on personal matters. Letters
Classif“s:[ss bEh'feenfaﬂmr and son, wife and husband, relatives or friends can be
ied as 'Private Letters'. Such letters are outside the scope of this book.

2. Business or Commerclal Letters

S
etters “fz-t:ﬂlers are exchanged between business houses. They also include the
en by the business houses to the Government departments on various
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subjects such as making representation, making complaints, requesting for ;
m‘ \

3. Office Letters

These include those which are exchanged between Government off;

official matters. They also include the letters written by Government offige,
individuals, firms, companies, institutions, etc.

The letter written by one Government official to another in an informg) tone
On an official subject is known as demi-official (D.O.) letter.

22.1.1 Meaning of Business Correspondence

Business Correspondence refers to the letters which facilitate busine
transactions. A m, i '

3
1. Letters regarding quotations, offers and orders. | ald
2. Letters regarding trade reference. el
3. Letters regarding agency.
4. Circular letters,

5. Letters of complaint and their adjustment,
6. Dunning or collection letters,
7. Letters of credits,

8. Letters regarding bank transactions,
9. Letters regarding insurance.
10. Letters for cleari

11. Letters regarding employment.
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22.4 ESSENTIAL CHARACTERISTICS OF A GOOD BUSINESS

A good letter is able to achieve the purpose for which it is writt
accompanying a catalogue should succeed in persuading the address
some purchases. A letter adjusting a complaint must satisfy the comp
This effectiveness can be brought about only if the letter contains thy e
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1 sentence of a business letter should be clear and unambiguous. A

¢ is not a literary piece and should not read like an unseen passage.

it words requiring dictionary or difficult constructions requiring analysis,

or out of place. Flowery expressions and poetic language should also
i Jvoided. Everything must be said in an easy, simple and direct manner. Then
Jlone it can be 80 clear as to enable the reader understand it at once by a cursory
cading. It must be remembered that a busy trader has no time to go through a
letter several times, study it thoroughly and master its contents like a student
his lesson. He wants to know the intention of the writer in simple, easy
ds. In particular, a letter must not be ambiguous and open to two or
more interpretations. It should say what it means. If the letter is vague or
ambiguous, it may lead to further correspondence or disputes, which should
always be avoided by a businessman.

Clarity of writing should be accompanied with clarity of thought "He who
would write clearly ought first to think clearly” (Gartsite). Clear thought is a
habit which has to be cultivated but this is certain that unless one has thorough
" knowledge of the subject-matter of the letter, he cannot turn out a clear letter.

Eve
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2. Coherence

Clearness of a letter depends, to a great extent, on its unity or coherence.
One thought should naturally follow another and each sentence must show proper
sequence. The writer must show proper respect to logic. He should know what he
wants to accomplish in the letter. He:must be in possession of all the facts. He

Shm:ild plan an orderly arrangement of the subject matter and put it in proper
words.

3. Simplicity

dearzﬁ business letter should be written in simple language. A letter can be
e y when it is simple and natural. It must not contain quotations and
used, :::Ehc' PhIaS'ES or rhetoric clauses. Obsolete words like albeit should not be
by acoag i Please reply ab Yot ettt convenience’ may better be replaced
letter vy S 0" and ‘please reply soon’. These things give a personal touch to the
* Which is very valuable. :
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1. As advised in our communication. ;::Mh“h
2. As per your instruction :

3, Make necessary adjustment. 4:11mk

4. Wish to thank you. i

5. In compliance with your request. 5. As requested.

6. It is desired that we receive. 6. We want.

4. Correctness

practice to distort facts or to misrepresent them or to give wrong
dishonesty comes to the knowledge of the addressee, he ‘:’lm Offende
very often ceases to have further dea}mg with the Partybe 't Correc
figures is a still more importaln:j{at:t.f Figures amel;la:shinbwom
is alwa s safe to state them both in igures as w. Amount, qu.
etc. sho):ﬂd be carefully checked. Documents like the Account &g

of Exchange and Statement of Account should be carefully

also implies that the writer should not be unnecessarily hesitam'
his attitude. He should try to be outspoken

This does not, however, mean that he should disclose his busingzss

5. Completeness

must not only state the quanti i

the absence of fy] information, the seller would either further
subject which would waste time

Or act according to his own §
lead to disputes,

6. Conciseness or Brevity

man knows that time is
Manager does not haye
matter. Such letters often



e =

=

o
d

sructure of Business Lellers
11 Bosev

el ot n7

S

- or that courtesy words and phrases should be dropped. For instance
” qittet certall goods 5huuld. not be written in tel aphic language; nn;
e 1O o rude as 10 say ¢ ‘Send immediately the fol ;
f e -

low oods
-"wm it 111 n the cancellation of order'. It should, on 88 oy

' : th' tﬂhl‘r h‘M‘l state -
Ll ! the (ollowing goods immediately as we have to deliver these gﬁ
- 3 :.l-nq, :

pled st

e letter written should convince the other party that the facts stated therein

i’h-{ : If 3 NeW product is to be introduced in the market, and a letter
- ﬁﬂﬁ' quality of the product, to be written to the customers, the Il-lh;
.In;.m'-l“fv 2 be drafted as- “It is of the best quality and is in great demand”. Such
droul .m ¢ words will fail to convince the buyers about its quality, genuineness,
Jgho:nr.: ﬂmd rhe letter should, on the contrary, indicate that the firm has
and de n:‘umd the product, after years of research, the quality of which has been
m.mui-!‘ij by the Bureau of Standards and that a copy of the approval letter from
aEPTb‘:w [nstitute is enclosed to convince the other party about the correctness
:Jt'elhe statement.

g, Courtesy

The tone of the business letter should be polite. The language of the letter
should not offend the reader. There are people who seem to regard bluntness as a
sign of strength, in reality it is a sign of bad breeding. Courtesy makes friends,
and friends in business are very important, If a person receives a rude and blunt
letter, he may not resist the temptation to reply in the same manner. A soft
answer may perhaps cool an angry customer. Through a courteous letter we may
not make a friend but we will, at least, avoid making an enemy. For example,
instead of writing, 'you have not cared at all to reply to our letter’, it will be better
to write "perhaps due to, an oversight you have not replied to our letter", Similarly,
instead of writing "we shall file a suit against you" it will be better to write “we

shall be reluctantly compelled to place the matter in the hands of our legal
advisors”.

But one must not go to the other extreme and become very servile. Self-
fespect is one's most precious possession and should be maintained not only on
-’;l';ttmentnl grounds but also because it does not pay to lose self-respect and

ome subordinate or servile. A frank and free statement of facts in perfectly
fourteous and polite terms should be made.

9. Originality
Nothing appeals so much as originali Stun
ty. This is more so in business

E‘:ﬁlﬂu where original methods of sale and original ways of writing letters

; ltuh increasing sales and mounting profits, The writer should not try to

Be-long phrases and sentences but be original in his letter so that he may
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22.5 STRUCTURE OF A BUSINESS LETTER

22.5.1 Parts or Components of a Business Letter

To be effective, a business letier must be written in a p
A set structure of writing business letters has evolved oy
customs, experience and exigencies, It contains the fol owing

1. Heading;

3. Opening Salutation;

5. Body of the Letter;

(@) the name of the sender ;
(b) the address of the sender

(¢) the nature of the business

travel ageniy etc) ;
(d) the name

of the artmen
(¢) the Telephone g * writing the leg

number, the cellular phone g
(/) the reference number of Pl o
Wt of the lettgy . 5 the letter. It wil give gl

sand
) ﬂwﬂateofmiﬁngthmtm

il s ¢
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, epructure
men Ui a letter head of a firm is giW!I'l beIOW -
gpev’ .
| /"xTz PETROCHEMICALS LTD.
| : :
~ (Marketing Division)
347, Nariman Point RO e
Mumbai - 400020 s
| D
e T b
el No-= Dated......cini.
m—; in which the date should be put down is regarded by
| witers 88 2 controversial matter : but there is, in fact, not much of
f:’:mv ersy to talk about. There are three ways of putting down the date :
: 0B lish Style. Englishmen generally put down the date as "23rd January
2004

(i) American Style. Americans invariably put down the date as follows
fanuary 3 2004".

(i) Oxford U niversity Press Stye. The English style of writing date may be
abjected to on the ground that it is needless to write 'rd’ or 'st' after the date, as it
is really useless. Oxford University Press meet this point by suggesting that these
1dditions should be avoided and one should write date in the following order :
day, month and year; for instance "23 January, 2004". This style is certainly very
logical but it has not yet become common and looks awkward on that account.

There are three styles of putting down date. The English Style requires the
writing of some useless letters ; while the Oxford University Press style is unusual.
The American style, as such, seems to be the best.

The practice of writing date like "23-3-2004" or "23-J11-2004" should certainly
be given up, for here one might have to count as to which month is the third
month,

Reference Number, A reference number is also sometimes given in a letter.

The word "Reference Number” of "Ref’, with blank space for writing is sometimes

prined in  letter paper in the middle just after the printed heading, In the blank

shl:m is written the number of the letter, When the addressee writes a reply to it

sometimes begins the letter as follows: "With reference to your letter NO.....

50that therecipient can at once find out which letter has brouil;t this reply. This

is very useful in a big firm, handling a large volume

- correspondence AN wnl;:# found out without
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2. Inside Addross

This part of the letter shows the name and address of the person or
whom the letter has boen addressed. 1f the letter hay been lddmum :
invididual courtesy titles should bo prefixed before his/her name, My, M,
Miss, Shei, Shrimati, Kumar, elc,, are the ordinary courtesy titles yygq "

ssing correspondence. While writing to a firm the use of words,
should be used. In case of a company, the letter should be addressed i:::
executive of the company such as the Sales Manager or the Secretary,

Some examples of Inside address are as follows |

M/s. Raja Brothers
M. t
:l. NM&K. G\l?. Enclave, 117, Nehru Place
Delhi - 11000 New Delhi - 110019
Mrs. Veena Chopra The Secretary
e S Pusime S
- - 110002 ) FATLATIR
ks New Delhi - 11001

Inside address is written on the left-hand side of the page just after i,
printed portion of a letter paper. Some persons give this address at the end of g,
Jetter in Jeft-hand bottom corner of the letter paper. But this practice is followeq
in private letters and should be avoided in business letters, :

The inside address should be exactly the same as the address on the e

Generally, it is written in three lines, the first line containing the name of the
person or firm; the second, the number of shop and the name of the street ; and
the third, the name of the city. If the addressee lives in a foreign country, the name
of the country is written within brackets in the fourth line. Similagly, if the
addressee lives in a village, district is written within brackets i.e., the fourth line.

Bl #
3. Opening Salutation

.

Salutation is a way of greeting to the addressee. It is written just below the
inside address, leaving a little space and ending it with comma, The words fo be

used for the opening saluation will depend upon the writer's relatio
correspondent.

The oldest form of salutation is Sir. This is mostly usee
correspondence and not in business correspondence. It is only when
writes an application to a firm that this form of salutation is use
has no place in commercial correspondence. The common form of sa
the case of an individual is Dear Sir, and if she be a woman, Dear Mads
is being addressed, Dear Sirs, or Gentlemen should be used;
composed of ladies, Mesdames is the right salutation.
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. methods of salutations are illustrated below :

For official correspondence with Governmen
t Departmen

Letters addressad to superiors. o
For letter  addressed to a lady, whether married or not
- Ladies should never be addressed as Dear Miss or 'Dur

Mrs
[his is the most commaonly used salutation for business letter
addressad to a businessman.
This is the most commonly used salutation for letters
addressad to a lady entrepreneur.
esdames This is used for addressing two or mare males or ladies
L Sirs/ VS respectively, like addressing letters to firms,
The name of the correspondent is written after Dear
ngar Mf Mr. if the writer is familiar with the correspondent.

ry to mention the subject to which the letter relates in between
nd the sal

e address 2 utation or in-between the salutation and the body of
purpase of writing subject heading is to tell the message to the

he letter. The MRG e . _
:;jd:r in brief. Subject heading 18 preh.\ed with the word in ‘Subject' or Sub', or
: to make it prominent. Subject-heading not only helps

Ref or Re. and underlined
¢ » receiver t0 connect the letter with the previous correspondence but also to
sass it quickly to the concerned person for necessary action.

A fow illustrations of subject-heading are as follows:

Subject : Return of empties.

Sub : Complaint against the defective goods.

Ref : Our letter No. sales/117/05 Re:: Payment of Bill.

5. Body of Letter

This is the most important part
part is divided into several paragraphs,
para, the last as concluding para and the
and contain the rest of the letter.

Sometimes, for convenience the paragraphs are numbered. The first

mfﬁiisl:lould refer to the previous correspondence, if any. The paragraphs
St Eﬂmthsubpctmner&uﬂﬂlndﬂwdmw
dose t::siaz:m' Orexpectaﬁmooncurﬂnsﬂ!mm Itis

— m?:?ésraph with some complimentary words like,

ofmelemrmdmstdimculttowﬂte.mb
theﬁrstbeinslmowmstmmuodum
middle ones constitute the main body
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The introductory para should be carefully written. It shauld‘ g
good-natured and friendly expressions as "we are happy to.....
and "We regret". If the letter is the first on the subject, the subject js
attractive fashion, for instance, it is to announce |:he. sale ofa mw
machine, it might begin as follows : "We are glad to inform you ¢ a
now placed in the market a sewing machine which is cheaper and
than other machines'. If it is a reply to a previous letter, the reference |
is given in the introductory para : ‘We are pleased to receive your
dated October 7," 2004" Such hackneyed phrases as "y
acknowledge........" "Your esteemed favour of ...." should be avoided g

The next para or paras should deal with the main subject

letter. Proper paragraphs should be made to deal with the y
systematically.

The concluding paragraph should be written in good spirit and 5
forceful and polite. Stereotyped phrases like ‘Apologising for the

to be favoured with an early reply’, Thanking you in anticipati
charm and do not convey anything, A very common mistake i
these phrases the complimentary subscription like "Yours faif
grammatically wrong for 'We remain’, remain’, or 'I am' etc., must
these participle phrases to complete the sentence,

6. Complimentary Close or Subscription

It refers to the regards or respect which the writer wants to o
reader. It must agree with the salutation. The common form of sa
Sir' or 'Gentleman', with which "Yours faithfully' should be used.
also used with the above salutation but it shows intimacy and is not
When the salutation is ‘Dear Mr.... etc, Yours truly’ is the usu
“Yours sincerely’ may be used for this when personal relatio;
“Yours very sincerely' and “Yours affectionately” are not used in busi
all. In letters of application, “Yours respectfully’ should be used if
for is junior, when ‘Sir’ is the salutation adopted. But if the post
and superior one, “Yours faithfully” is used, and then the salutation is ‘L

Some persons have got the habit of
ffly," or 'yrs ffly.’ This should be aviod
cases of M.P,, Mayor, Knight, etc.,
salutations, which should be used.

abbreviating the subscriptio
ed. Again complimentary

are special ones, as is also the |

Salutation Suitable Closure Remarks
Dear Sir (Sirs) Yours faithfully, This is the most common formy
Dear Madam

for business letters.
(Mesdames)
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,:"i'r'::::;_ Yours truly, Slightly tess
" or Madam used be than thtully,
o twegp: yours faj
\L-.-»:.:nu‘*‘ each other, " Petsony Acquainted wl&
' Yours respectfully,  For letter
i ) Written to Superiors,
tieman
viadam
“L.!;J;Jml.".‘-
) Yours sincerel
pear Mr. Arord Y Tor letters between persons knc
other. This is now commonly used i b
letters to show closeness and ing h"""l
o ',.
1. ggnalum!

The signature is written in hand writing bel
the signatures are mostly illegible, it ism;ﬁq “‘ng close. As
velow his signature. The signature must be accompanied m'mu\ ) h'bmy
the concern for whom the letter is being written, and (b) the d limm:l' ;

rson signing the letter. The status of the si i
;portance of the letter. The signature is an aummc pronlpr::om ::
Jetter is written.

The rules regarding signatures are as follows :
(i) If a letter is written by an individual, he should sign himself.

(if) If the letter is written by a partnership firm, any partner is enti
signinthenameoftheﬁrminhisow?\hmdwﬂ{ingu; R
Ram Bihari Shyam Bihari
Partner

(iif) An employee of the firm e.g, Manager, cannot sign the name of the
firm himself unless he is authorised to do so. In case he is legally
authorised, by power of attorney, to sign for or on behalf of the firm, he
should sign as follows :

Peer.ShyamBihnIileBﬂuﬂ.
K.C. Gupta,
Manager.
(f0) Per Procuration or Per Pro. or P Pm:;?.?.imﬂ:};\t:n e
signing is legally authorised, by power Attorney,
If the manager is not authorised by power ofAmywd?thmw
Simplywrite‘For'befo:emeﬁrmmmmddgnufdbm.
Fm%yamBMRmBihrL
K.C. Gupta.
5 he
But if he first usdommmmmdummmw“h

P not
Would be deemed to write mmmmwmﬂlm
done. For instance,
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K.CGUP“!
Manager,
hm e sionad he
firm are not to be signe
O aEablsofhcia They e siply igned by & e

with a rubber stamp and then - L
mm‘Pumﬂy'befonhhmm;wﬂch means be ¢
Thus :

Shyam Bihari Ram Bihari
By BDJ.

Letters from a joint stock company cannot :
™ itself which is a lifeless body. They are generally s
Manager. Managing Director also sometimes s} gn
¥ person putting down his signature must sho:ﬂ hat he i
. on behalf of the Company by putting down 'For' before
I Company or Per Pro, according as he is ordinarily authg
of attorney to sign on behalf of the company.

i) Wien a lady sends a letter, she generally writes the w :
= as‘the case I::\ay be before her name within brackets, F

(Miss) K.M. Kichlu o

or (Mrs.) Kamla Gupta, i

If she fails to show her marital status she might be misaddn

i e T ————ER R

-

8. Enclosures

Very often some documents are sent along with a letter. In su
fact that some documents are enclosed with the letter shoud be
left hand bottom corner of the Jetter Paper by writing the wa
‘Encls', or Encl' and giving after that the number of enclosures,

are important their nature is also briefly mentioned, as for ir
(Cheque'). The despatch clerk must carefully see that the enclosun
enclosed along with the letter. :

9. Post-Script (P.S,)

If the writer wants to write some
puts down PS, (Post Script), and after
PS. is a part of a letter, it must haye
Scripts should be avoided as far as possible for they reduce the be
But there are cases when Post Seri

Pts can be used effectively as f¢
most important announcement contained in the letter jn bold letter

thing after the completion of t
that writes down whatever
the initials of the writer in

: - L
OFFER WILL BE RECEIVED TILL JANUARY 4,2005

No initials need be put down after this, such 5 pg. tches the e
recipient and impresses this fact on his ming. y
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10. Identification Mark e i .
At the bottom of the let also be found initials of the clerk, who types

| : ing it, are placed
“ sccounts, etc., the signatures of the person making and checking

as above,
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