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Request letters

1. Analyze the following letter. List its weaknesses. Revise the letter.

	Dear Sir:

Because we are one of the largest banking systems in the country, we receive hundreds of resumes from job candidates every day. We need help in sorting and ranking candidates by categories, such as job classification, education, work history, skill, and experience.

Recently, I was reading Personnel magazine, and the March issue has a story about your new software program called Resumix. It sounds fascinating and may be the answer to our problem. We would like more information about this program, which is supposed to read and sort resumes.

In addition to learning if the program can sort candidates into the categories mentioned earlier, I'm wondering if the program can read all the different type fonts and formats that candidates use on their resumes. Another important consideration for us is training and troubleshooting. If we need help with the program, would you supply it?

Thank you for your cooperation.

Sincerely,


2. Write to a realtor in a distant city. Assume that you have a family of four and will be changing jobs in June. Ask the realtor about houses or apartments in your price range. Inquire about availability, taxes, and desirable locales. Describe your needs. Provide enough information to ensure that you'll receive a useful response. You plan to visit the realtor and look at listings in April.

3. Your rich uncle has just agreed to provide financial backing for you to start your own business. Fortunately, you recently read an article about the hottest small business franchises, complete with addresses for more information. Write to one of the following: Gift Baskets International, VIP Event Planning, Silk Plant City. Auto Detailing Specialists, Americana Bed and Breakfast Inns, Mobile Disk Jockeys, Wertz Self-Service Storage, I-Don't-Believe-It's-Yogurt, Yummy Donut Shops, BigMouth (voice-mail services), Videotaping Pros, Smyth Secretarial/Word Processing Services, PIP Printing, or Starmaker Image Consultants. Request information regarding start-up costs, equipment requirements, training, advertising support, potential customers, profit sharing, and growth potential. Your questions will be determined by the kind of franchise you select. Provide an appropriate address.
4. Assume that you are Brian Wilson, personnel manager, First Bank of Colorado. Your bank employs over 8,000 workers in the state. At your Denver location you hire about a hundred people each year and you process internal transfers for another hundred. Processing all those applications has become increasingly burdensome. At a recent professional meeting you met Lawrence V. Moore, manager of placement at Dorman Manufacturing Company. He told you briefly about a computer system he had developed that enabled him to make the entire personnel task more manageable. He indicated that he would be happy to tell you more about his system if you would writ him at Box 12A. Golden. Colorado 806l3. Ask Mr. Moore to describe how his system allows candidates to be ranked on a variety of requirements (such as experience, skills, and education). You wonder about weighting of job requirements. For example, if certain skills are much more important than experience, how does his system handle this? You're very concerned about current rulings requiring that all candidates for a particular job be evaluated using the same scale. You understand that his system promotes such consistency, but you wonder how. When candidates are interviewed, how does his system allow them to be ranked, especially on such subjective traits as communication skills and ability to work in a team environment? Ask for any other information you feel would be helpful.
5. A. Analyze the situation and draft a letter:

You work for the secretary to the Headmaster, Mr. R.Carter, Elmpark Comprehensive School, Highwood Chase, Briton, BR8 5YU. Write a letter to Mrs. Janet Blackwood. A former pupil of the school. Who has recently returned from three years working in school of Nigeria. She has written a book about her experiences and has become a local celebrity. Mr. Carter would like her to talk about her work at the Senior Prizegiving on Friday, 11 December at 2.30 p.m., and to present the prizes to the senior pupils. After the Prizegiving there will be an opportunity for informal chat and refreshments. Mrs. Blackwood lives at Flat 32, Grove Court, Brighton, BR 976T. The letter is for Mr. Carter’s signature. His reference is RC / HJ.
B. Check your result;
	
	Y / N

	Did your letter have 

	your address in full in the top right hand corner?
	_________

	the addressee’s name (Mrs. Janet Blackwood) and the left?
	_________

	the date?
	_________

	the reference? 
	_________

	a salutation “Dear Mrs. Blackwood“?
	_________

	a complimentary close?
	_________

	all necessary details? 
	_________


Order letters
As audiovisual supervisor for TechData, Inc., write a letter ordering the following supplies from Norfolk Suppliers,

301 Norview Avenue, Norfolk, VA 23514. You need 20 Kodak slide trays (No. A41-7829) at $ 13.78 each; 1,000 foil-back slide labels (No. A41-1632) at $10.76 for l.000; and 1 double-decker slide file (No. A41-5492) at $24.55. You saw these items advertised in the September issue of Visuals magazine. Because you need these items for an immediate project, ask for two-day UPS delivery service at a cost of $16. Request that the invoice be sent to Rita Kemp, Purchasing Department. TechData, Inc., 2400 Hollywood Boulevard, Pembroke Pines, FL 33024.
In your local newspaper (supply name and date) you see an ad listing close-out prices on hundreds of computer games. The prices are so good you decide to place an order — either for yourself or for gifts. Because no order blank or toll-free telephone number is supplied, you write a letter to Discount Computer Sales. 2981 East 58th Street, New York, NY 11205 ordering the following games: Dracula in London (No. RVGA4.3) for $10.95; Duke Nukem (No. TVGA2.3) for $12.95: Hugo's Horror House (No. EVGA4.2) for $10.95; and Robomaze II (No. \WGA3.2) for $12.95. No tax is charged because it's out of state. The shipping cost is $6.50 for UPS or $ 11.50 for Federal Express. Figure the total and include it in your order.
Claim letters
1. Assume you are Linda Jurado, owner of Lindas Interiors. Recently you completed a kitchen remodeling that required double-glazed, made-to-order oak windows. You ordered them from Bella Windows, 200 Main Street, Bella, IA 50218. When they arrived, your carpenter gave you the bad news: the windows were cut 5/8 inch too small—instead of 47 7/8 inches, they were only 471/4 inches wide. In his words, "No way can I stretch those windows to fit these openings!" You waited three weeks for these windows, and your clients want them installed immediately. To please them, you had your carpenter rebuild the opening, but he charged you an extra 8214 for his labor. You feel that Bella Windows should reimburse you for this amount since it was their error. In fact, you actually saved them a bundle of money by not returning the windows. Write a claim letter that requests a payment to you. Enclose a copy of your original order showing your meas​urements and your carpenter's bill. Perhaps you should also include a copy of Bella's invoice. You are a good customer of Bella, having used their quality windows on many other jobs. You're confident that they will grant this claim.
2. You're mad! You purchased two $35 tickets to a concert featuring King Fisher and his Mouldy Grout band at Five Flags Lake Point Park. When you arrived for the concert May 25. neither King nor the Grout appeared. Three decidedly not-ready-for-prime-time groups filled in. You had been looking forward to this concert for seven weeks. You're angry and disappointed and feel that you've been taken. After the concert started, you stayed through two acts to see if the talent might improve. It didn't. It seems to you that you remember seeing newspaper adver​tisements publicizing the Mouldy Grout performance as recently as the day of the concert. As you left the Five Flags parking lot, you saw a small poster describing a change in the talent for the evening's concert. Two weeks later you're still angry. You decide to write to Five Flags Lake Point Park. P.O. Box 4300. Sandusky, OH 45320 requesting a refund of the purchase price for two $35 tickets.

3. Select a product or service that has disappointed you. Write a claim letter requesting a refund, replacement, explanation, or whatever seems reasonable. Generally, such letters are addressed to customer service departments. For food product claims you should include bar-code identification from the package, if possible. Your instructor may ask you to actually mail this letter. Remem​ber that smart companies want to know what their cus​tomers think, especially if a product could be improved. When you receive a response, share it with your class.

Collaborative Request Response: 
Karen Capatosto, director of Customer Service for McDonalds Corp., has received a letter from an environ​mentalist wanting to know what McDonald's is doing to reduce the huge amounts of waste products that its restaurants generate. This inquiry argues that these wastes not only deplete world resources but also clog our already overburdened landfills. Karen thinks that this is a good opportunity for her student interns to sharpen their reasoning and writing skills on the job. She asks you and the other interns to draft a response to the inquiry telling how McDonald's is cleaning up its act. Here are some of the facts that Karen supplies your group.
Actually, McDonald's has been quite active in its environmental efforts. Working with the Environmental Defense Fund, McDonald's has initiated a series of 42 resolutions that are cutting by more than 80 percent the huge waste stream from its 12,000 restaurants. McDonalds efforts meant making changes in packaging, increasing their recycling campaign, trying more composting, and retraining employees. McDonalds was one of the food industry leaders in abandoning the polystyrene "clamshell" box for hamburgers and sandwiches. Formerly using an average of 20 pounds of polystyrene a day per restaurant, McDonalds now uses only 10 percent of that figure.
McDonald's suppliers have been asked to use corru​gated boxes that contain at least 35 percent recycled content. Moreover, suppliers will be asked to make regular reports to McDonald's that measure their progress in reaching new waste-reduction goals. Other environmental efforts include testing a starch-based material in consumer cutlery to replace plastic forks, knives, and spoons. Many restaurants have also begun trial composting of egg shells, coffee grounds, and food scraps. McDonald's is also starting a nationwide program for recycling corrugated boxes. In addition, the company is testing reusable salad lids and shipping pallets, pump-style bulk dispensers for condiments, and refillable coffee mugs.
McDonald's has retrained its restaurant crews to give waste reduction equal weight with other priorities, such as quickness, cleanliness, and quality service. The company is trying to reduce the waste both behind the counter (which accounts for 80 percent of the total waste) and over the counter. Although this letter draft should be addressed to Bruce W. Quinn, 1762 Evergreen Road, Waterloo, IA 50704, it may be used for other customer inquiries as well.
4. Analyze the following letter. List its weaknesses. If your instructor directs, revise the letter.
	Gentlemen:

I don't think I should be charged twice for a flight I took only once! When I made my reservation to fly from San Francisco to Los Angeles, I didn't know my father would get sick and require hospitalization on September 19. As a result, I could not make the trip on September 20 as I had originally planned.

I finally did make the trip on September 30. But WestAir charged me $169 again! Your booking agent refused to look at the letter from my father's doctor describing the hospitalization. She said I had to write to headquarters. I still have my tickets from the September 20 flight, so you know I didn't use them. My travel agent says that I'm entitled to a refund. So why did I have to pay twice?

I'm all for deregulation of the airline industry, but what happened to compassion and integrity?

Angrily yours

Task Industries5

Morton Vale

London SE 13To: Bown and CoDear Bown and CoWe have not yet received the stationary ordered and paid for in our previous letter. Please could you dispatch this order urgently, or contact us with an explanation.


A. This letter is incorrectly set out. List the errors in its layout, then rewrite the letter improving its layout and inventing further details as necessary.

	B. Check your result.
	

	Did you notice that … ?
	Y / N

	Task Industries gives no phone number ?
	_________

	the letter is not dated ?
	_________

	the letter carries no reference number?
	_________

	the addressee is incompletely written?
	_________

	there is no subject line?
	_________

	the signature block is incomplete?
	_________

	the letter is not signed by the individual at Task Industries?
	_________


C. A more correct version would be like this;
	
	Task Industries

Head Office

5 Morton Vale

London SE 132 Vg

Tel: 071 692 8814

	Our ref: JB/PR

	
	20 June 2005

	Mr. J.Patel

Orders Dept

Bown and Co

5 Longdale Avenue

London SW 11 5PZ

	Dear Mr.Patel

	Overdue Stationary order

	We have not received the stationary ordered and paid for in our letter of 10 May 2005.

	Please could you dispatch this order urgently, or contact me with an explanation on the above telephone number. I look forward to hearing from you shortly.

	Yours sincerely

	John Brown  

Buying Dept


5. A. Analyze the situation and write a letter to the Sales Department of Baldock Ltd. You are the Stores Supervisor of COOL SIP Ltd, unit four, Industrial Estate, Pyhurst, Lincs L 142 Jr, a manufacturer of soft drinks, which are sold in bottles and cans. You receive a regular monthly order of 40 000 plastic bottle caps (24 millimetres diameter) from Baldock Ltd, Arthur Lane, Grantham, Lincs, GR 5 8DG.

The monthly delivery due for June was 60 000 caps, to cope with high orders caused by hot summer weather. When you receive the order, there are only 40 000. Of these, 10 000 are only 20 millimeters in diameter, and will not fit COOLSIP bottles.
B. Write a letter, addressed to Mrs. Carlita Browning. Sales Director. Explain the problem, including all necessary details, and request urgent action.
C. Check your result.
	
	Y / N

	Did the opening establish that the delivery was a regular monthly order but that an error had been made in the case of the June delivery?
	_________

	Did the middle section of the letter explain … ?

	that the order was for more caps than usual?
	_________

	that the wrong number of caps were delivered?
	_________

	that some caps of the wrong size were delivered?
	_________

	Did the letter concluded politely and firmly insisting on prompt correction of the errors?
	_________


(It could also point out the difficulties for COOLSIP Ltd that would follow if Baldock Ltd did not promptly correct their mistakes).
6. A. Analyze two situations and write letters of complaint:

You have just returned from a holiday in Spain organized by Vista Tours, 18 Berkeley Square, London WIA 3RG. Your holiday was booked to include all meals. On arrival at your hotel, you found that breakfast only was served throughout two weeks of your stay. This was very inconvenient as a member of your group was disabled, and had to be pushed by wheelchair to a local restaurant for all other meals.
Write a letter, proposing remedial action. Invent details as necessary. 
Write a letter from a firm of car manufacturers to a manufacturer of industrial paint, who has been asked to supply metallic paint for a new model of car. Your firm needs the paint urgently, and it is seven weeks overdue.

State the situation in a suitable tone, and insist on delivery within one week. Explain that alternatively, you will cancel the order and use another paint manufacturer.
B. Check your results.

	
	Y /N

	Is your letter correctly laid out?
	_________

	Does it specify the exact nature of complaint? 
	_________

	Does it suggest a clear course of remedial action?
	_________

	Is the tone firm, while controlled and courteous?
	_________

	Are alternatives clearly explained
	_________


	Grocers Company

7000 Rene Levesque Blvd. West 

Montreal, Quebec H3B 1Y9

	Acme Cheese Co. Ltd. Appreciates your business; however our accounts receivable department indicates that your account #345678 is overdue in the amount of $ 10.000.

	We understand that mistakes happen and sometimes payments are overlooked. However, it is important that we receive your payment within 10 days. If you cannot meet this deadline, please call me directly at ext. 426.

	If you have already sent the payment, please accept our apologies for this reminder. It is our fervent hope that we will be able to continue the excellent relationship we have had with you in the past.

	Maria Ricotta

Credit Manager


A. Analyze the letter. List the errors in its layout, rewrite the letter improving its layout and inventing further details as necessary.
B. Check your result: 
	
	Y / N

	Did you notice

	the letter is not dated?
	_______

	the inside address is incompletely written?
	_______

	there is no phone number?
	_______

	there is no subject line?
	_______

	there is no salutation?
	_______

	there is no complimentary close?
	_______

	there are no reference initials?
	_______

	the signature block is incomplete ?
	_______


C. A more correct version would be like this:
	February 13, 2005

	Mr. John Smith

President

Grocers Company

7000 Rene Levesque Blvd. West

Montreal, Quebec H3B 1Y9

Tel: 519 555 1234

	Subject: OVERDUE ACCOUNT

	Dear Sir :

	Acme Cheese Co. Ltd. appreciates your business; however our accounts receivable department indicates that your account #345678 is overdue in the amount of $ 10,000.

	We understand that mistakes happen and sometimes payments are overlooked. However, it is important that we receive your payment within 10 days. If you cannot meet this deadline, please call me directly at ext. 426.

	If you have already sent the payment, please accept our apologies for this reminder. It is our fervent hope that we will be able to continue the excellent relationship we have had with you in the past.

	Yours truly,

	Maria Ricotta

Credit Manager

	MR/ms


7. This is the second request for overdue payment: 

	February 24, 2005

	Mr. John Smith

President

Grocers Company

7000 Rene Levesque Blvd. West

Montreal, Quebec H3B 1Y9

	Subject: OVERDUE ACCOUNT

	Dear Sir

	We refer you to our letter of February 13, 2005 in which we informed you of your overdue account #345678 and our request for payment. It is now past the 10 – day period and we have not received your payment.

	We have your next order packed and ready to ship; unfortunately, until we receive your overdue payment this shipment is on hold. Please contact this office by 12.00 noon February 28, 2005 to explain the arrangements for payment.

	Yours truly,

	Maria Ricotta

Credit Manager

	MR/ms

	c.c. J.T. Gouda – President – Acme Cheese Co.


A. Analyze the letter:

	Can you say that 
	Y /N

	the tone of the letter cordial?
	________

	Yours truly “ is in keeping with the tone of the letter ?
	________

	the nature of the letter is  serious?
	________

	it must be sent by courier?
	________

	the reader should have no question about the mood 

of the writer?
	________

	the absence of the last line or paragraph emphasizes the curt tone of the letter?
	________


Request Refusal

	Dear Charge Customer:

	This letter is being sent to you to announce the termination of in – house charge accounts at  Golden West Print and Frame  Shop . We are truly sorry that we can no longer offer this service.

	Because some customers abused the privilege, we must eliminate local charge accounts. We  regret  that we must take this action, but we found that carrying out own credit  had become quite costly. To continue the service would have meant raising our prices. As a small but growing business, we decided it was more logical to drop the in – house charges. As a result, we are forced to begin  accepting bank credit cards, including VISA and Master Card.

	Please , accept our apologies in trimming our services somewhat. We hope to see you soon when we can show you our new collection of museum – quality gilded wood frames.

	Sincerely,


1. Dusrin Ronzonni, a magazine editor, asks your organization, Panatronics International, for confidential information regarding the salaries and commissions of your top sales representatives. The magazine, Marketing Monthly, plans to spotlight young sales professionals "whose stars are ascending." You've got some great young superstars, as well as many excellent mature sales representatives. Franklv, the publicity would be great. You would agree in a minute except that (1) you don't want to be forced to pick favorites among your sales reps and (2) you can't reveal private salary data. Every sales rep operates under an individual salary contract. During salary negotiations several years ago, an agreement was reached in which both sales staff members and management agreed to keep the terms of these individual contracts confidential. Perhaps the editor would be satisfied with a list that ranks your top sales reps for the past five years. You could also send a fact sheet describing your top reps. You notice that three of the current top sales reps are under the age of thirty-five. Write a refusal that retains the goodwill of Marketing Monthly, 145 Fifth Avenue. New York, NY.

2. Your boss, John A. Berman, CEO, International Paper Co., has just been voted Paper Industry Man of the Year by the American Paperwork Association. To receive the award, though, he has to agree to present the keynote address to the association at its February 18 meeting in Boston. It's impossible for him to attend since he'll be in Japan scouting for new paper company acquisitions. Mr. Berman is determined that IP should become less dependent on U.S. markets. He's particularly interested in expanding into specialty paper items, such as photographic papers. In fact, his wise acquisitions and aggressive man​agement style explain why he's being singled out for this award. As one company director said, "Berman has taken a company that was a dog in the industry and made it into the best." Although Mr. Berman would like to attend, he cannot. He wants you, his assistant, to write to the American Paperwork Association refusing the invita​tion. It's unlikely, but if the АРА could reschedule the meeting in March, Mr. Berman could attend. He's unavailable in April and May. For Mr. Berman`s signature prepare a draft of the refusal letter addressed to Roberta A. Wexler, Executive Secretary, American Paperwork Associ​ation, 3981 Rosslyn Road, Arlington, VA 22209. 

3. As president of CycleTech, you must refuse a request from the North American Biking Association. This group wants your company to become a major sponsor of the first annual Durango World Mountain Bike Championship — to the tune of $25,000! This is one tune you can't dance to. The stakes are just too high. You applaud the NABA for its proactive stance in encouraging families to participate in the sport of mountain biking. The NABA was also instrumental in opening up ski resorts to mountain bikers during the summer months. Actually, you'd like to support the Durango World Mountain Bike Championship. There's no doubt that such races increase interest in mountain biking and ridership. You have sponsored some bike races in the past, but for small amounts— usually under $500—which paid for trophies. But the NABA wants to offer large cash prizes and pay the expenses of big-name champions to enter.

You are a small Eugene, Oregon, company, and all your current profits are being ploughed into research to compete with the Japanese imports. You're very proud of your newly introduced brake pads and trigger-action shift levers. But these kinds of engineering breakthroughs are costly. You don't have the big bucks the NABA wants. You wouldn't mind taking an ad in their program or contributing $500 toward trophies. But that's the limit. Write a refusal to Joe W. Breeze, North American Biking Association, 8.310 Montague Expressway, San Jose, CA 95131.
4. Your home fragrance company, Aromatix, is riding a wave of popularity and explosive growth. Specializing in natural potpourris using only botanicals (dried flowers, leaves, pods, seeds, and other plant parts), you have become an industry leader. One of your projected markets is fragrant bath products—and perhaps perfume in the more distant future.

The manager of your Shakopee, Minnesota, production plant, Annette Buchanan, has written a memo to you asking if she can make a four-week trip to Europe and Asia in April. Specifically, she wants to visit India (for bakuli pods), Pakistan (for red rose buds), Bulgaria (for sloe berries), and France (for lavender flowers and other exotic dried flora). As an aside, she also mentioned visiting Hampton Farms, Manchester, Ohio, which cultivates scented geraniums used in various fragrances.
You must refuse the European/Asian portion of Annette's request for many reasons. You don't want her to be gone for four weeks in April, when your staff will be brainstorming ideas for new package designs. In addition, the trip would set a bad precedent. You've turned down the requests of other managers for European and Asian trips because, frankly, you don't think the benefits outweigh the considerable expense of travel abroad. Your company is pleased with the work of local nationals acting on your behalf. These representatives have been able to supply quality botanicals from overseas at reasonable prices. You feel that Americans are at a disadvantage in negotiations because they lack language skills.
You would, however, like Annette to inspect the scented geraniums in Ohio. Oils from these plants are critical in making naturally scented shower gels and body lotions. With the proliferation of elegant bath shops, these products could become hot items soon. You know Annette will be disappointed, and you hope she won't take this rejection personally. She's one of those rare managers who can combine management skills with creativity. You'd hate to lose her she's made the Shakopee warehouse and distribution center a marvel of efficiency, computerizing the inventory so that you can locate and replenish items automatically. Moreover, it was Annette who came up with "microwave potpourri," one of the most successful new ideas in the industry. Popping a potpourri mix in the microwave causes its aromas to be released without the need for messy candles or awkward light bulbs. Her creativity is needed at the April design meetings. Therefore, as Jane Burke, Aromatix president (with headquarters in Chicago), write a memo to Annette Buchanan, operations manager, refusing the major portion of her request.

5. As Peter Quinette, credit manager, Columbia Auto City, you must refuse the credit application of Mark E. Victor, 340 Sugar Grove Avenue, Apt. 2-B, Springfield, OH 46430. His credit application shows that he has no current employment. Although his credit history from the Colum​bus Data Service looks reasonably good, without employ​ment you can't grant him credit for an auto loan. One of the few rigid guidelines that Columbia maintains in credit applications is that the applicant must have a steady source of income, and Columbia's policy is to make this clear to applicants. After Mark finds employment, he could reapply. Another alternative is cosigning. If he finds a suitable cosigner, you might be able to make the loan. To do this, he needs to talk with you personally. Write to Mark telling him why you can't make the loan.
6. As Tyler Meadows, sales manager, Federated Sound Labs, you are delighted to land a sizable order for your new Panatronic CD boom boxes. This great little four-speaker sound system comes loaded with features including 32-track memory CD and disc-to-tape dubbing.

The purchase order is from High Point Electronics, a retail distributor in High Point, North Carolina. You send the order on to Tiffany Smythe, your credit manager, for approval of the credit application attached. To your disap​pointment, Tiffany tells you that High Point doesn't qualify for credit. Specifically, TRW Information Services reports that High Point has current and long-term credit obligations that are nearly twice as great as its total assets. Such a dismal financial picture means that it would be too risky to grant credit.
You decide to write to High Point with the bad news and an alternative. Suggest that High Point order a smaller number of the boom boxes. If it pays cash, it can receive a 2 percent discount. After High Point has sold these fast-moving units, it can place another cash order through your toll-free order number. With your fast delivery system, its inventory will never be depleted. High Point can get the units it wants now and can replace its inventory almost overnight.
Credit Manager Smythe tells you that your company generally reveals to credit applicants the name of your reporting service. You also give a general reason (such as your credit obligations are nearly twice as great as your assets') in explaining why an application has been refused. Write a credit refusal to E. A. Familian, High Point Electronics, 3590 Thomasville Road, High Point, NC 28001.
7. As the customer service manager of Randall House Publishing, you must refuse most of a shipment of books returned from the Everglades College Bookstore. Your policy is to provide a 100 percent return on books provided the books are returned prepaid in new, unmarked, and resalable condition. The return must be within twelve months of the original invoice date. Old editions of books must be returned within ninety days of your announcement that you will no longer be printing that edition. These conditions are published and sent with every order of books shipped.

The return shipment from the Everglades College Bookstore looks as if someone was housecleaning and decided to return all unsold books to you. Fourteen books are not your titles; return them. You could have accepted the 22 copies of Donner`s Introduction to Marketing— if they were not imprinted with "Everglades College Bookstore," the price, and return instructions on the inside cover. The 31 copies of Hefferman's College Writing Handbook are second editions. Since you've been selling the third edition for fourteen months, you can't accept them. Five copies of Quigley's Business Law appear to be water-damaged; they're unsalable. From the whole mess it looks as if you'll be able to give them credit for 25 copies of Miller's The Promotable Woman (wholesale price $31). However, since Everglades sent no invoice informa​tion, you'll have to tack on a 15 percent service charge to cover the effort involved in locating the order in your records.
Write a letter to Richard M. Sanchez, manager, Everglades College Bookstore, Belle Glade, FL 32178, that retains his goodwill. Everglades has been a valued customer in the past. They've placed orders on time and paid on time. Tell Mr. Sanchez what is being returned and how much credit you are allowing. From the credit total, deduct $12.50 for return shipping costs.
8. As customer service representative Craig Garrison, you receive the following letter from a customer:
	Dear Rayco Watch Company:

I'm sending back my Windsurfer V-2 watch. I received this watch as a gift for my birthday June 3, and I've been wearing it surfing and scuba diving for the past two weeks. I love all its features, but now it's stopped working. I thought this watch was supposed to be waterproof! My parents said it cost $96.20. Please refund this amount.

Jerry Golden


The service department says the watch is water-damaged. Your technicians remind you that this watch is water prolonged submersion. Mr. Golden admits that he's worn it scuba diving. You must refuse the claim. The Windsurfer V-2 is a fine watch, but it's meant for sailing and windsurfing, not for diving. As your advertisement says, "Wear the watch built for bad weather and good times." It contains many fine features for sailing enthusiasts: a rotating compass-points bezel for setting your course, dual time, tachymeter, stopwatch, calendar, alarm, microlight, and ventilated rubber band with wind conversion chart. But it's not intended for underwater wear.
For that purpose you would recommend one of your SportDiver models. Each of these is constructed with a rugged resin case and has a scratch-resistant plastic crystal that is guaranteed to maintain water resistance up to 150 feet. Tell Mr. Golden that you can't refund the full price, but you will give him 30 percent off the purchase price of a SportDiver model. Send him a current catalog and let him select one. Make it easy for him to respond. Write to Jerry Golden, 2390 Silver Strand Street, Redondo Beach, CA 90232.
9. In an organization to which you belong or one where you have worked, identify a request that must be refused in writing. Do customers or organizations solicit contributions of money, time, products, or equipment? Do customers request actions that can't be taken? Do officers or members of a student organization want favors or actions that can't be granted? Must the organization refuse to participate in some event? Write a tactful letter refusing the request.
10. Assume you are Deborah Pool Dixon, manager, Promotions and Advertising, Six Flags Lake Point Park. You are upset by the letter you received from Jennifer Sledgeman, who complained that she was "taken" by Six Flags when you had to substitute performers for King Fisher and the Mouldy Grout band concert (see Problem 6.14). Explain to her that the concert was planned by an independent promoter. Your only obligation was to provide the theater facility and advertising. Three days before the event, the promoter left town, taking with him all advance payments from financial backers. As it turned out, many of the artists he had promised to deliver were not even planning to attend.

Left with a pretty messy situation, you decided on Thursday to go ahead with a modified version of the event since you had been advertising it and many would come expecting some kind of talent. At that time you changed your radio advertising to say that for reasons beyond your control, King Fisher and the Mouldy Grout band would not be appearing. You described the new talent and posted signs at the entrance and in the parking lot announcing the change. Contrary to Ms. Sledgeman's claim, no newspaper advertising featuring Fisher and Moldy Grout appeared on the day of the concert (at least you did not pay for any to appear that day). Somehow she must have missed your corrective radio advertising and signs at the entrance. You feel you made a genuine effort to communicate the changed program. In your opinion most people who attended the concert thought that Six Flags had done everything possible to salvage a rather unfortunate situation.
Ms. Sledgeman wants a cash refund of $70 (two tickets at $35 each). Six Flags has a no-money-back policy on concerts after the event takes place. If Ms. Sledgeman had come to the box office before the event started, you could have returned her money. But she stayed to see the concert. She claims that she didn't know anything about the talent change until after the event was well underway. This sounds unlikely, but you don't quarrel with customers. Nevertheless, you can't give her cash back. You already took a loss on this event. But you can give two complimentary passes to Six Flags Lake Point Park. Perhaps if Ms. Sledgeman and a friend return as guests under happier circumstances, they will look on Six Flags more positively.
Request for Adjustment
1. Analyze the following letters. List its weaknesses. Revise them.

	Gentlemen:

	Two months ago we purchased four of your Copy Master Model S-5 photocopiers, and we had nothing but trouble ever since.

	Your salesperson Kevin Wood, assured us that S-5 could easily handle our volume of 3,000 copies a day . This seems strange since the sales brochure said that the S-5 was meant for 500 copies a day. But we believed Mr. Wood. Big mistake! Our four S-5 copiers are down constantly, we can`t go on like this . Because  they`re still under warranty, they eventually get repaired. But we are losing considerable business in downtime.

	Your Mr. Wood has been less than helpful, so I telephoned the district manager, Keith Sumner. I suggested that we trade in our S-5 copiers ( which we got for $ 2,500 each ) on the S-55 model ( $ 13,500 each ). However, Mr. Sumner said he would have to charge 50 percent depreciation on our S-5 copiers. What a rip off! I think that 20 percent depreciation is more reasonable since we had the  machines only three months. Mr. Sumner said he would get back to me, and I haven`t heard from him since.

	I’m writing your headquarters because I have no faith in either Mr. Wood or Mr. Sumner, and I need action on these machines. If you understand anything about business, you would see what a sweet deal I’m offering you. I’m willing to stick your company and purchase your most expensive model – but I can’t take a 30 percent loss on the S-5 copiers. The S-5 copiers are relatively new; you should be able to sell them with no trouble. And think of all the  money you’ll save by not having your repair technicians making constant trips to service our S-5 copiers. Please, let me hear from you immediately.


2. As Becky W. Ellson, owner of a secretarial service, you are most unhappy with a printer you recently purchased. The salesperson promised that the Jetson Multiwriter II could produce proportional spacing at near letter quality. The printer does produce 10- and 12-pitch spacing, but not proportional spacing. You particularly need propor​tional spacing for preparing client grant proposals. After reading the manual carefully, you find no reference to proportional spacing. You decide to consult a friend who is a programmer; she says that this printer is incapable of producing proportional printing. You are very angry be​cause the product has been misrepresented and because you have wasted enormous amounts of time and energy trying to make it work. You decide to control your anger and write to the manufacturer explaining your complaint without being too harsh. You want a full refund or a replacement printer that will generate proportional spacing with your IBM-compatible computer and your WordPerfect software program. Include your salesperson's name and a copy of the invoice. Write to Jetson, Inc., Office Products Division, 3530 Silverado, Torrance, CA 90321.
3. As Jerry Golden (Problem 8.17), you were unsuccessful in convincing the Rayco Watch Company to replace your Windsurfer V-2 watch, which stopped working after you wore it scuba diving. Since writing your first letter, you've taken a course in business communication and learned to be more persuasive. Rayco offered you 30 percent off on a new SportDiver watch. But the SportDiver costs $199.99, and you don't want to spend that much for a waterproof watch. You would prefer that Rayco replace your Windsurfer V-2 (which cost $96.20). You feel that Rayco is obligated to give you a new watch because of its misleading advertising. Nowhere does it specifically prohibit underwater wear. How is a consumer to know that the Windsurfer V-2 is not waterproof? Actually, vou've given up scuba diving and won't be wearing the watch in the water again. You were most disappointed when the V-2 stopped working. Its many features pleased you; you want another V-2. Address your follow-up letter requesting a replacement of the Windsurfer V-2 to Jackelyn Palmer, Customer Service Manager. Rayco Watch Company, 6250 Park Street, Fairfield, CT 06431.

Saying No to a Job Applicant

1. Analyze the following letters. List its weaknesses. Revise them. 
	Dear Mr. Franklin:

	Ms. Sievers and I wish to thank you for the pleasure of allowing us to interview you last Thursday. We were delighted learn about your superb academic record, and we also appreciated your attentiveness in listening to our description of the operation of the Maxwell Corporation.

	However we had many well-qualified applicants who were interested in the advertised position of the human resources assistant. As you may have guessed, we were particularly eager to find a minority individual who could help us fill out our Affirmative Action goals. Although you did fit one of our goal areas, we enjoyed talking with you. We hired a woman graduate of Texas Technical University who had worst of the qualities we sought.

	Although we realize that the job market is difficult at this time you have our he -artful wishes for good luck in finding precisely what you are looking for.

	Sincerely,


2. As Andrea Mitchell, human resources vice president at Silicon Valley Enterprises, you must write to Cheryl Ann Fontana telling her that she was not selected for the position of administrative assistant. Cheryl Ann was one of the finalists for the advertised opening, but you decided to hire Richard Herringshaw because he knew Lotus, WordPerfect, and Word. He seemed to be more knowl​edgeable about computers than Cheryl Ann. On her resume Cheryl had indicated that she was familiar with computing, but during the interview she revealed that she had completed only beginning courses. Moreover, Richard had finished an A.A. degree, while Cheryl Ann was still working on hers. When Cheryl completes more advanced courses and finishes her degree, you might be able to offer her something.
3. As one of the managers at Atlantic Health Services, you have been asked to meet with other managers to hammer out the details of a smoking policy. Last year's partial smoking ban is about to be revised. The Administrative Council, with the concurrence of the Executive Office, has agreed that, effective January 1, all work stations and offices should be smoke-free. What you must decide is whether restrooms, elevator areas, lobbies, hallways, stairwells, and cafeterias should also be smoke-free. As an insurer and a provider of health care services, Atlantic is concerned with the well-being of its employees, their families, and its clients. It feels a responsibility to provide the most healthful work environment possible for employees. Increasing evidence suggests that secondary smoke is harmful to nonsmokers. Many organizations are now completely smoke-free. In small student groups discuss how extensive the smoking ban should be. Then write a memo that announces the smoking policy to employees. You might add that Human Resources is investigating smoking cessation programs and the possibility of providing discounts for employees. When more information is available, you'll distribute it. Prepare a memo for Human Resources to send to all employees reflecting your smoking policy decision.
4. As Martha Velazquez, manager of Human Resources for Laseronics, write a memo to all employees announcing changes in their vision care benefits and procedures. The message will contain a little good news and substantial bad news.

In the past employees could have vision examinations, along with new lenses and frames, once every twelve months. However, before employees could request eye examinations, they had to mail in a request and then wait for a benefit form to be sent. Then they filled out the benefit form and submitted it to Vision Service Program, the vision care provider. Eventually, members received authorization for eye care. You know how slow and irritat​ing this procedure has been to employees. Now, VSP has a new method for requesting vision care. Employees may call a toll-free number, 1-800-346-2200, to obtain the benefit form. That's good news. Employees may also continue using the request form, if they choose.
The bad news is that, effective January 1, coverage for new frames will be changed from every twelve months to every twenty-four months (counting from the last date members received new frames). The frequency of vision examinations and lenses will remain the same (every twelve months). This reduction in benefits is necessitated by sharply increasing overall costs of vision care and by concessions made by the employees' union. The union opted for reduced vision care benefits instead of charging employees a fee to maintain the previous levels of care.

Write order letters.
Reply letters. Adjustment letter
1. Analyze the following letters. List its weaknesses. If your instructor directs, revise the letters
As Rod Furtado, manager, Consumer Affairs, Grant Laboratories, respond to the letter you received from Tina Gambrell, 4981 Fitzgerald Road, Simi Valley, CA 93067. Ms. Gambrell said that she has used Opti-Tears before without incident. A recent purchase, however, hurt her eyes and caused painful tears when she used it to lubricate her contact lenses. She returned her bottle of Opti-Tears and wants you to test it. Because Grant Laboratories welcomes customer letters, you appreciate Ms. Gambrell's inquiry. You are, naturally, very concerned when your customers experience eye discomfort in using your products. Let her know that Opti-Tears particularly appreciates her efforts in returning the bottle so that its laboratories can analyze the product for conformance to specifications. Opti-Tears continually evaluates its products, and results of this analysis provide useful information. Promise her that you'll send her results of the analysis when they become available. Send her several complimentary bottles of Adapettes Especially for Sensitive Eyes. This product contains a special ophthalmic lubricating solution that is formulated without preservatives. Individuals who have reacted to other products have had no problems with Adapettes.

2. As Thomas T. Thompson, vice president, Customer Operations, Bella Windows, respond to Linda Jurado, owner of Linda's Interiors, 230 San Antonio Drive, Austin, TX 78715 (Problem 6.13). She asks for reimbursement of $214 for the extra amount she paid to have her oak windows installed. You check the invoice and the order and discover that your company did indeed cut the windows the wrong size. Now you must decide what to do. You can send her the money, but you'd rather give her a credit toward her next order - to encourage her repeat business. Give her a choice. Would she prefer a check for $214 or a credit of $350 toward her next order?

Tell her how Bella Windows prides itself on its quality-control procedures. All custom orders are verified when they are received, cut to order by expert wood artisans in the factory, and inspected before being shipped. Inform her that the mistake was certainly yours, though, and you realize that you need to redouble your efforts in scrutinizing custom orders. As the factory manager Leo said after seeing her letter and the original order, "She's right. Don't know what went wrong, but we'll have to eat this one." Leo was surprised - and thankful - that she kept the windows.

Remind her of your comprehensive line of traditional and European-style kitchen and bath cabinetry. Your cabinets come in hardwoods such as oak, cherry, hickory, and maple; you offer up to six finishes. You now manufac​ture high-tech laminate cabinets as well. Enclose a copy of your booklet, "Functional and Elegant Cabinets From Bella." You think she'll like the section on planning a social kitchen.
3. Assume you are Barbara L. Hunt, vice president, Customer Service, First Atlantic Savings, 1340 Old Trenton Road, Trenton, NJ 08692. An irate bank customer - Michelle A. Marrinan, 340 Gateway Drive, Trenton, NJ 08644— calls to say that your bank humiliated her by bouncing six of her checks. Ms. Marrinan had deposited $11,500 to her account on December 1 and began writing checks on that deposit about four days later. Ever)' one of her checks bounced, and she's furious. You look into the problem and find that the check she deposited was drawn on a California bank. For its protection First Atlantic has a policy prohibiting withdrawals from a large deposit until the deposit check has cleared the bank on which it was drawn. In this case it took eleven days for Ms. Marrinan's deposit to clear. Generally, it takes only five to seven days. You don't know why this check took so long.

Your tellers are trained to tell a customer making a large deposit that the amount will not be credited to the account until it clears its maker bank. Your teller apparently slipped up in warning Ms. Marrinan. You can understand why she is so mad. Not only did all those checks bounce, damaging her reputation, but the people to whom she wrote the checks also had to pay processing fees to their banks. Ms. Marrinan wants First Atlantic to write letters of apology to each person who received one of the checks explaining why the check bounced. She also wants you to pay any processing fees involved.
You think this situation points up a real need to change your bank's policy. For all future large deposits, you want a bank official to place a telephone call immedi​ately to the issuing bank to verify the check. This should reduce the "hold" time on deposits. In the meantime, you wish to do everything possible to placate Ms. Marrinan, a valued bank customer. You decide to write her at once, agreeing that First Atlantic will send letters of explanation to her six payees. First Atlantic will also pay all processing fees caused by the bounced checks. But more than that, you are sending her a dozen red roses to let her know that First Atlantic cares about its customers.

	Dear Mrs. Winston:

	Thank you for your letter of May 18 in which you complain that you are receiving two issues of Popular Electronics each month.

	We have checked into the matter and ascertained that the misunderstanding resulted when you placed an order under the name of Mrs. Wendy Winston. You claim that this new subscription was made as part of your daughter's magazine fund-raising program at her school. You must be' aware that the entire circulation operation of a large  magazine is computerized. Obviously, a computer cannot distinguish between your current subscription for Mrs. H. С Winston and a new one for another name.

	But we think we've straightened the problem out. We're extending your subscription for 14 months. That's a bonus of two issues to make up for the double ones you've received. However, we can't prevent you from receiving one or two more double issues.

	Sincerely,


4. A. Analyze the situation and write a letter.

A wholesale firm from whom you buy goods, John Little & Sons, 21 High Street, Newtown, NS1 3BW has invited you to send two representatives to their Centenary celebrations next month. Reply by letter stating that Mr. John Green, the Sales Manager and Miss Nancy Wright, the Buyer, will attend. Send your congratulations and express your firm’s thanks for the excellent service to you at all times. You work for Metal Box Sundries Ltd, Grey Street, Manchester, M2 4XJ and Donald Carter, Chief Administrative Officer will sign the letter.
B. Check your result.
	
	

	Did your letter have
	Y / N

	your address in full at the top right hand corner?
	_________

	the addressee’s name and address on the left?
	_________

	the date? 
	_________

	the reference?
	_________

	the correct salutation at the end ?
	_________

	Did the body of the letter express clearly who would be attending the celebrations suitable congratulations and thanks?
	_________


5. A. Analyze the following letter. List its strengths.
	
	Grocers Company

7000 Rene Levesque Blvd. West

Montreal, Quebec H3B 1Y9

	February 27, 2005

	Mr. J.T. Gouda

President

Acme Cheese Co. Ltd.

RR #2, Blyth, Ontario

NOM 1HO

	Subject: OVERDUE ACCOUNT

	Dear Sir

	Please accept our most profound apologies for the mix – up in payment of our account #345678.

	We have enclosed two cheque. Cheque #4532 for $ 10,000 to bring our account up to date, and cheque # 4533 for $ 5,000 which is an advance payment for our shipment that is sitting in your warehouse.

	We certainly wish to maintain the excellent relationship we developed with you; therefore allow us to explain the reason why our account got so far behind. Our accounts payable manager has been on vacation for three weeks and the workload has been too much for her assistant. We are sure that things will be back to normal once our regular staff person returns tomorrow.

	Once again, sorry for the delay.

	Cordially yours,

	John Smith

President

	JS/sm


B. Check your result:

	Did you notice that
	Y /N

	it is a reply to a serious letter?
	_________

	the letter has a less formal style and tone?
	_________

	the purpose of the letter is to re – establish the relationship?
	_________

	the capitalized subject line helps to focus the reader on the topic?
	_________

	the introductory sentences go right up to the matter?
	________

	the second paragraph contains the sugar – coating for the apology?
	_________


6. A. This is the last volley in a series of formal letters. The purpose of the letter is to accept the apology and confirm the re – establishment of the relationship. Analyze the letter.

	March 10, 2005

	Mr. John Smith

President

	Grocers Company

7000 RENE Levesque Blvd. West

Montreal, Quebec H3B 1Y9

	Subject: REMITTANCE

	Thank you for the cheques for $ 10,000 AND $ 5,000.

	We understand that there was an administrative mix – up in your accounts payable department. Your order has been sent out by express and you should receive it by tomorrow.

	We are enclosing a copy of a revised policy which gives a 3% discount to our most valued customers, including Grocers Company, for payment within 10 days of delivery. We hope you will be able to make use of this discount in future orders from us.

	Maria Ricotta

Credit Manager

	MR/ms


B. Make your choice. 

	What is the best salutation for this letter:

	Dear Sir / Madam?
	_________

	Dear ACME CHEESE Co?
	_________

	Dear John?
	_________

	Gentlemen
	_________

	Dear Mr. … / Dear Mrs. … ?
	_________

	What is the best closing for this letter:

	Sincerely?
	_________

	Kindest regards?
	_________

	Yours truly?
	_________

	Cordially yours?
	_________

	Yours sincerely?
	_________

	What is the best tone for this letter

	Understanding?
	_________

	Accepting?
	_________

	Conciliatory?
	_________

	Cordial?
	_________

	Businesslike?
	_________

	Irritated?
	_________


7. Analyze the situations. Write the letter.
Assume that you are Marsha Morrison, manager of Account-on-Us, an agency that supplies temporary and permanent accounting and bookkeeping personnel. Respond to the letter of Diane Morantz, Morantz Investment Properties, 3040 Martin Luther King Drive, Shreveport, LA 71107, who inquired about your service. Ms. Morantz wants to find a full-charge bookkeeper, and she sent a description of the job she has available. She asked several questions, the first of which related to your fee. Tell her that the fee is based on the annual salary – you charge 1 percent per thousand of the annual salary. Enclose your fee schedule so that she can see what you’re talking about. Her next question dealt with the candidate’s qualifications. Assure Ms. Morantz that you test all applicants for accounting knowledge and that you contact all previous employers. Her last question focused on a guarantee. You offer a thirty-day guarantee. If during the first thirty days of employment the employee does not perform satisfactorily, you will find a replacement or refund the fee on a prorated basis, depending on the number of days worked.
Since you specialize in accounting and bookkeeping personnel, you attract qualified candidates. Nevertheless, you administer rigorous theory and applications tests; then, you select only the top performers. Seldom does any employer exercise your thirty-day guarantee. Your service can take the hassle out of hiring new employees since you do all the testing, screening, and reference checking. You have a file of satisfied local employers who have used your service. Tell her that you will call her next week (give specific date) to discuss background data on potential candidates. Along with your fee schedule, send Ms. Morantz your booklet entitled “How to Help a New Employee Get Off to a Good Start.” Refer her to pages 4-5 where she can read ten tips for improving an employee’s first week on the job.
In a job you currently hold or one you've had in the past, consider the kinds of inquiries that customers, suppliers, or other outsiders typically make. What information do they want? Prepare a response letter using data with which you are familiar. Include answers to at least three significant questions. How can you develop reader benefits? What resale or sales promotion information can you use? Use the title of the person who would normally be answering these inquiries.

8. Acknowledge the September 16 order of the Concoran Company, 12790 Beamer Road, Houston, TX 77088. You are sending them three Micron microfiche readers by Interstate Express; they should arrive in two weeks (give expected date). However, the 5 ten-drawer microform file cases in the order must be special-ordered because of the dusky blue color selected. These file cases will be shipped from Pennsylvania. Manufacturing takes three weeks and shipping will require another two weeks. Encourage the Concoran people to consider your acid-free microfiche envelopes (for temporary storage of microfiche records). You also have a special rate on microfiche file folder guides. These have DuPont Mylar tabs; a package of 50 has been reduced from $31.99 to $25.99. The file cases they ordered are your best high-grade steel, and the baked enamel finish - no matter which of the 15 fashion colors they order - is extremely durable, withstanding heavy-duty office use. If Concoran wants the file cases a little faster, it should call your Traffic Department at (522) 689-2120 to discuss ways to expedite shipping.
9. Send a letter to MillionHairs Salon, 2605,Pinebloom Drive, Roswell, GA 30076 acknowledging its February 4 order for hair dryers. Tell MillionHairs that you are shipping ten Turbo pistol-grip styling dryers by UPS with arrival expected about February 9. You won't, however, be able to send immediately the new Euro Air Diffusers they ordered. This device has unique styling "fingers" that lift and separate curly, permed, or fine hair to bring out natural texture. Because salons are snapping them up, you have run out. You expect a new supply in two weeks, and you will ship then, if that's OK with MillionHairs. To sell to their customers, MillionHairs might be interested in your Neon Combo pack, which includes a brightly colored fanny pack that holds their hair essentials while they are biking or at the beach. It includes a 1250-watt dryer, a 3/4-inch curling iron, a spiral curling iron, and a hair brush - all color-coordinated in neon green or pink. This take-along hair care product makes a great gift.
