Letier Format:

.o Full Biock

=] Modlf ed Block

o AMS Simptified

Letter Type: o Direct Inquiry o Adjustment o Complaint n Persuasive/Sales o indirect inquiry

corract,

) L
LY Retumn address or letterhead | 00 - - Return address or - 0 . Retum address or letigrhead
is complete & ancurate. letterhead is cump!eta & . is missing-some information,
Date is complete & acsurate: 1 Date is there but format is
positionad correctly.- 1@ Dete is complete & . inicorract or date Is missing
3 No speling, capitalizotion, o positioned correctly. . 1 32 or mote spelling,
punciuation errors, Q  1-¢ speliing, cap:tal;zauen " capitalization, or puncuation
T ;. _orpuncluation emors: . efrorg, .
L Inside address ls complste & | U lnside.address is complete 3 Inside address i missing
accurale, & sdourate. ’ information or is missing.
2 Salutation Is appropriate & 0 Selutation is appropriate 0 Salutation is Inappropriate ot
completa. but incomplete. .. . missing.
| Asubject fine nesded ar G} A sublect line nesdad or Q0  Subjeci fine mformatmn is
added comrently, "0 |- - added correctly, - misteading or missing.
L - Nospeling, capltah.aatmn or 3 1-2speling, ¥ 3 spoeliing, caplialization, or
ptnchuation errars, " capitalizetion, or T punituation errgrs.
R punciuation-errors, oo e
I lellerls creatively designad; [ Some attempt made to 1 Letter appears busy of boring
eye catching, and stractive : desigrn letter. 7 or is unattraptive or
- with edsily read text. 3 Sote stemptio use white . inappropriatz. :
O Effactive use of white spaca. space. . 13 Litdle or no white space.
? Effective use of bullets. 0 Bullets mappmpﬁately 0 Textis difficult fo read
: used. - L Bullets incatraclly used.
L1 Clesing ls appropriate. 0 Orepiecesnissing or . | 3 Two of more pieces are
Cf  Written & typed sighatures : ingccurate ©- missing or inaccurate. -
are present, : :
B Reference initiais &
enclosure rermindar are
Inchuded if nesdad. . -
& Woard cholee is appropriata G ;. Word choige i mostly . Waord choice is inappropriate -
for audlence, approprizte for audience. " or unprofessional for
8 Writer uses action verbs and | (3 Wiiter vees scion verbs aagdience,.
guncrate words, and concrete words, = 3 Wiiler sarhetimes uses action
0O Use of passive voice ONLY | Lb  LUse of passive volos verbs and concrete words.
as nesded. QRLY a2 neaded. Too rmuch use of passive
O You-Viewpolnt & positive L You-viewpdint used but voice.
tone conmveys goodwill, detached {one does not 2 Attempt made at You-
furthers business relationship further husiness Wiewpoint! “you” pronauns
’ relativnship, used occasionally, no rapport
i asgtablished
1 W Grganization ls apgropriate £31  Organization s approprigte | T Crganization is not
10 the writer's purpose. 1o the wtite's purpose. appropriate to the wiiter's
{3 Paragraph order follows the T Parsgraph order is ¢loss to purpese of 1o organization
suggested maodel for direct the suggested mode! disect peattern Is apparent.
ingjuiry, ndirest ingulry, or inguiry, indirect inguiry, or 1 Paragraph does not follow
persuasive messages. persuasive messages, suggested model direct
L Message Is valld, complete, | 0 One plece of informatlon is | inquiry, indirect inquiry, or
and cormect, migsing or ncorsct. . parsiasive messages.
' 3 Two pisces of information are
BEE GUIDELINE SHEET missing or heorrect.

: U Message has enough missing
or incotrect tnformation.to be
inaffective in mesting the

writer's goal,

W Coneise and corgplete ¥ Some variation in sentence | @ Two or more sertence

sentences of varying length, length. Cne fragment. fragments.
% L3 Paragraph divisions sre 0 Faragraph divisions are 3 Message is there, but

effective. : somewhat effigctive.. underdeveloped andfor

GO Mumber of parapraphs fits 3 Mazin purposse of the unciear .
suggested format. message isclear, 3 Awkward paragraph

L Maln purposs of the @ 1-2 spafing, capitelization, construction clouds the
messzge ie clear, : or punctuation ermrs. massage.

3 Mo spelling, capitalization, or | T3 1-2 grammar & asage {0 34 speiling, capitalization, or
punctuation erors. SIIOMS. punctuation errars. -

X Grammar & usage are- 3 3 - 4grammar & usage

BIrors.




' Granimg an Adjustment ' -
- Nove: Unlike direct-order messages, thege. messages mvolve & negative sntuatmn :
-thch must be corrected, and the bad i lmage oVercome. : '

- 1. Begin d:rec:tly-—-—-wnh the good news.”
RN :Inmdentally identify the correspondence that you are answenng
3. Avoid hegatives that recall the problem. .
4. Regain lost confidence through explanatmﬁ ot correlanve actmn
5. End w1th a fﬂendiy pmm ve comment. ‘
Order Acknowledgements

N ote: YVou may use form mexssages, ‘notes, or individual messages.

N

2.
o3
4.
5.

Give statts of order, acknowledging incidentally.

Include some goad‘mlln-—sales talk resellmg, or such

Include a thank-you. '

Report frankly or handle tactfully problcmq with \aague or back ordcls
Close with adapted friendly comment. - - .

_ Clam M’essage ' o
. Note: Claims are bad news aﬁd are bﬂﬁt wrltten in darect_ﬂrder since directness ,
strengthens the claim, * -

1.
2.

Begin ditectly. Tell what is wmng _ ‘
Identify the situation (invoice number, product mfmmatwn ei(; ) in the text or m
the subject line.

3. ‘Present enough facts to permit a decision.
4 e :
5. End posmvely--ﬁlendly but firm

Seek corrective actlon




