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to repair† computers damaged by factors beyond 
our influence. 

21.1.2. EXAMPLE 2 

After studying this problem, I have found the 
mistake did not take place within our company.  
As you know, our shipments are sent to a packing 
house that takes delivery† and then packs and 
ships the products.  This company is not 
contracted by us but is chosen by your company 
to consolidate the packing and shipping of 
products to you.  I have verified that the apples 
were delivered, with no defects, to the packing 
company.  You might not have been aware that 
our deliveries are not packed but are shipped in 
bulk by truck to the packing company.  We cannot 
take responsibility for the actions of others after 
they have taken delivery† of the goods. 

21.1.3. PARAGRAPH THREE: 
Convey† to the reader the feeling of empathy†.  Let him/her 

know that his/her case is understood.  Emphasize that the 
case was seriously investigated†.

Lastly, make a small gesture† to help the customer.  This 
could mean granting† part of his/her request.  Usually this 
will take the form of simply wishing the customer a good 
future.  Tell him/her that you hope business can continue as 
usual.

EXAMPLES:
21.1.3. EXAMPLE 1 

Buying and caring for a new computer can be a 
perplexing† situation.  I would like to help you as 
much as possible.  To this end, I have included a 
book that describes all the safety precautions† to 
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observe while using your computer.  I hope this 
will help prevent future problems. 

21.1.3. EXAMPLE 2 

I understand the challenges of coordinating†

shipments of the many products you purchase in 
America.  I assure† you that this company will 
continue to supply you with the highest quality 
apples.  It is our goal to satisfy our customers in 
every way that is within our control. 

21. SUPPLEMENT 
Many sentences used in 
a positive letter of ad-
justment can also be 
used in a negative let-
ter of adjustment.  
Here are some sen-
tences specific to the 
negative format†.

Try to use some of these 
sentences to make 
complete paragraphs.

FIRST PARAGRAPH 

 I was sorry to read 
about your dissatisfac-
tion† with our product, 
but I can assure† you that 
we already use only the 
highest quality parts. 

 Your letter came as a 
complete surprise to me. 

 An error of this nature 
is very serious. 

 I investigated† the mat-
ter immediately†.

 Our accountants re-
checked the numbers 
right away. 

 Upon receipt of your 
letter, I had copies of the 
original order sent to me. 

SECOND PARAGRAPH 

 Although I understand 
your frustration†, I can-
not grant† your request. 

 It appears that the 
cause of your problems 
lies outside this company. 

 We are not responsible 
for any repairs† not per-
formed by factory ap-
proved technicians. 
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 After carefully reading 
your letter, I understand 
why this trouble has hap-
pened.

 The representative† you 
spoke with was correct 
when he informed† you 
that the warranty† is one 
year from the date of pur-
chase.

 Because you have 
owned your product for 
more than one year, it is 
no longer covered by the 
warranty†.

 The time that the ship-
ment is in transit† is be-
yond our control.   

 Upon examination of 
the original samples sent 
and the goods shipped, we 
can find no discrepancy†.

 Upon examination of 
the original order form, 
we found that you did 
order just what was 
shipped. 

 All specifications† you 
requested were met and 
sometimes surpassed.

 There is no precedent†

for such a refund† after 
only one order. 

 After extended† nego-
tiations, we shipped ex-
actly what you ordered.

 To go back now and 
question your own speci-
fications† is not reason-
able†.

 However, mistakes 
made by other businesses 
are beyond our control. 

THIRD PARAGRAPH 

 I know the trouble this 
problem has put your 
company through is very 
difficult.

 We want to assist you in 
any way we can. 

 I sympathize with your 
position. 

 An agreement of this 
nature is difficult to ar-
range.

 In view of our long rela-
tionship, we are willing to 
reimburse† you 20 percent 
of the original price. 

 We understand the im-
portance of quality to all 
our customers; we can as-
sure† you that the ACME’s 
quality is higher than any 
of the competitors in the 
same class. 
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EXERCISE H 
Write a negative letter of adjustment for the following 

complaint†.

Klark Davis 
458 Lin Ming Road, Sec. 3 

Tainan, Taiwan  76876 

  March 10, 2008 

Snap Shot Cameras 
388 San Min Road 
Taichung  406 
Taiwan

ATTENTION: CLAIMS DEPARTMENT 

Dear Sir: 

On February 18, 2002, I purchased a camera from your branch store in 
Tainan.  The camera was a Minita XL-80, with all options†.  The store I 
made the purchase at was Snap Shot Cameras located on Lin Kwang 
Road, in Tainan.  After using three rolls of film, I have not been able to 
develop one decent photograph.  Every shot is out of focus.  When I 
returned to the store, the manager, Mr. Chen, told me that the focus 
was my own problem.  This can hardly be the case though, since I have 
been a photographer for the past thirty years.  I am sure that the lens is 
not aligned properly.

Presently, I am being inconvenienced because I have a professional 
need for this new camera.  What bothers me most is the rude treatment 
I have received from the salesmen and manager of your branch store 
here.   

All I request is that you allow me to return the camera for the original 
price.  In the next two weeks, I must purchase a new camera that is full 
functional.  I hope to have a chance to look at some of your other 
products, but I have yet to make a decision. 

  Sincerely,  

Klark Davis
  Klark Davis 

Enclosure:  copy of receipt  
 for camera purchase 
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INDEX

abbreviation, 74, 208 
date line, 6 

ABCD rule, 134 
acceptance

offer, 147 
accomplishments, 76 
account, 252 

number, 218 
statement, 252 
status, 266 

accuracy
of counter offer, 157 

accusatory attitude, 218 
action

taken on a complaint, 
219

address, 8 
addresses

in a memo, 285 
in a reference, 42 
in a resume, 72 
in an application, 56 
in an executive letter, 27 
on a mailing list, 122 
on the envelope, 30 
present, 42 
return address, 32 
temporary address, 79 

adjustment, 220, 230 
gesture, 244 

Administrative
Management Society, 26 

advertisement, 134 
Africa, 191 
aggressive, 266 
agreeing

to demands, 230 
air conditioner, 107 
aircraft, 199 
airmail, 33, 191 
amount due, 267, 275 

an edge, 105 
analysis, 48 
answering

a call for an interview, 60 
difficult questions, 107 
inquiries, 105 
job application questions, 

41
apologize, 218, 230 

for a complaint, 242 
applicant, 41 
applicant’s history, 72 
application, 41 

apology, 56 
attitude, 56 
education, 48 
education, 41 
experience, 41 
personal information, 49 
translations, 48 
unsolicited, 42 

application forms, 41 
application letter, 56 

confidence, 59 
experience, 58 
format, 57 
interview, 60 
present, 58 
references to resume, 59 
solicited, 57 

application series, 56 
APR, 148 
assisting the customer, 107 
associates, 27 
assuring the customer, 182 
at presentation, 148 
at sight, 148 
atmosphere, 105 
attention

promotion, 124 
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attention getting device, 
134

attention line, 9 
attitude, 218 
attract attention, 134 
audience

promotion, 122 
avoiding terminology, 242 

banking, 191 
finance, 191 
international business, 

191
banks, 191 
bargain, 146 
bill, 252 
bill of exchange, 191 
bill of lading, 196 
block letter 

letterhead, 23 
block style, 23 

in a memo, 285 
body, 11 

length, 12 
of a memo, 285 
second page, 12 
spacing, 12 

borders, 191 
borders, 12 
building interest, 134 
business as usual, 260 
buyer, 157, 165, 191 

C&I, 147 
C.O.D, 148 
C.W.O, 148 
cable, 191 
cancel

credit, 265 
credit line, 274 
transaction, 175 

capabilities, 76 
career objective, 72 

after working many years, 
73

for a student, 72 
cash, 199 
cash in advance, 199 
cash on delivery, 199 
catalog, 89 
certificate of insurance,

196
certificate of origin, 196 
CFR, 147 
characteristics, 49 

examples, 49 
for a job, 48 

check, 191 
chronological order, 41, 73 
CIF, 147 
CIF&C, 147 
CIP, 147 
civil attitude, 218 
claim

making a, 218 
refusal of, 243 

closing
company name, 14 
complimentary closing, 

14
enclosure, 18 
reference initials, 16 
signature, 14 
signature block, 13 
title, 15 

closing an account, 265 
collection

aggressive attitude, 266 
assumptions, 259 
closing an account, 265 
concern for customer, 

258
confronting customer, 

274
continuing business, 260 
diplomatic attitude, 266 
final action, 276 
first collection letter, 257 
form letter, 253 
formal or informal, 258 
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helping customer, 265 
mistake, 259 
reminders, 252 
stage four, 274 
stage one, 252 
stage two, 257 
stamps, 252 
subject line, 258 
understanding, 252 

collection series, 257 
colon, 10 
color, 13, 134 
communication

over problems, 180 
within a company, 285 

company name, 10, 14 
competitors, 125 
complaint, 180, 218 

damages, 220 
demands, 220 
facts, 218 
history, 218, 230 
making a gesture, 242 
money lost, 220 
options, 220 
positive adjustment, 230 
present status, 218 
receiving a, 230 
sacrifice, 220 
specifics, 219 
tone, 218 

complaints
from customers, 180 

completeness of an order, 
175

complimentary closing, 14 
concern for the customer, 

265
concessions, 157 

in counter offer, 157 
consignment sales, 199 
consumers

potential, 105 
previous, 124 
promotions, 124 

contacting the company, 
258

contractions
in memos, 286 
in resumes, 76 

convenient
time, 285 

cooperation, 266 
counter offer, 157 

complete idea, 159 
concessions, 157 
needs, 158 
reference, 157 
refusing, 165 

creating desire, 134 
creative résumés, 72 
credit

helping customer, 265 
mistake, 259 
overdue accounts, 252 
problems paying, 257 
record, 274 
records, 259 

credit line 
cancel, 274 

credit rating, 193, 265 
crediting an account, 220 
customer, 180 

complaints, 180 
helping, 107 
information about, 124 
previous, 122 
requests, 242 
support, 232 
wants, 218 

d/s, 148 
damages

in a complaint, 220 
data sheet, 56, 72 
date

for paying a bill, 275 
in a complaint, 218 
in a memo, 285 
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in a positive adjustment, 
230

in a transmittal, 296 
payment is due, 267 
promotion, 135 

date line, 6 
abbreviate, 6 
European style, 6 
in a longer letter, 6 

DCP, 147 
DDP, 147 
Dear, 10 
decision

over counter offer, 165 
defining action, 135 
delay

in shipment, 181 
demands, 165, 166 

in a complaint, 220 
department, 9, 11 
departure, 196 
description

of a complaint, 220 
details

in a claim, 220 
in a negative adjustment, 

231
in a negotiation offer, 

167
in a promotion, 125 
in a refusal, 243 
in an application letter, 

58
in an inquiry, 87 
in an invoice, 196 
in an offer, 146 
of exporting problems, 

181
dictate, 16 
diplomatic, 266 
discount, 166 

in a firm offer, 149 
discreet, 276 
dissatisfaction, 274 
dock, 196 

documents, 196 
draft, 148, 191 
drawee, 148, 192 
drawer, 148, 191 

education, 48, 73 
education history 

in a resume, 73 
in an application, 59 

efficiency, 105 
E-mail, 203 

address, 203 
reading, 204 

empathy
in an adjustment letter, 

244
employment reference, 41 
enclosure, 18 
enclosure line 

application, 56 
in a collection letter, 259 
in a response, 107 

envelope, 32 
attention line, 32 
logo, 32 
placement, 31 
postage stamps, 33 
Special notations, 32 

envelope, 30 
examining a complaint, 230 
exchange, 218 
executive letter, 27 
executive-size, 27 
expensive products, 199 
experience, 48, 73, 74 
explanation, 107, 165 
export

declaration, 191 
problems, 180 

export license, 196 
exporter, 148, 180 
extended service, 107 
extreme demands, 166 
EXW, 147 
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facsimile, 180 
facts, 266 

in a collection letter, 259 
in a complaint, 218 
in a final collection letter, 

276
in an application letter, 

74
of firm offer, 148 
offer, 146 

familiar with the subject, 
285

FAS, 147 
fax, 206 

handwriting, 206 
offer, 146 
paper size, 207 

fax number, 60 
features, 124 
feelings

in an inquiry letter, 88 
of customer in collection 

situation, 257 
final collection letter, 274 

options, 274 
personal comments, 276 
taking action, 276 

finance, 191 
finances, 87 
financial troubles, 257 
financing, 194 
firm offer, 146 

details, 149 
discounts, 149 
format, 148 
prices, 149 
product, 148 
time frame, 150 

FOB, 147 
FOBST, 147 
folding, 30 
follow-up collection letter, 

265
FOR/T, 147 

form letter, 275 
format

promotion, 135 
FRC, 147 
friends, 27 
future business, 105 

gesture, 242, 244 
goal

collection letter, 257 
negative adjustment 

letter, 242 
goal statement, 72 
good faith, 259 
goods, 174, 181 

condition, 196 
contents, 196 

goodwill, 230, 242, 274 
government, 196 
graduating students, 73 
graphics, 135 
greeting, 10 
guaranteed payment, 194 

handwriting, 206 
heading, 5 

special conditions, 6 
special notations, 6 

history, 87 
of a complaint, 230 

hobbies, 76 
honest tone 

in adjustment letter, 242 
honesty, 107, 265 
hyphen, 13 

implication, 231 
important issues, 88 
impression, 88 

of a complaint, 218 
improve service, 232 
indentation, 25 
information

in a complaint, 218 
in a memo, 285 
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in firm offer, 148 
initials

in a memo, 286 
reference, 16 

initials, 16 
inquiry, 87 

accurate questions, 89 
complex question, 87 
format, 87 
impression, 87 
information, 88 
introduce the writer, 88 
priorities, 90, 105 
questions, 89 
receiving, 105 
reference, 87 
response, 146 
response time, 90 
restrictions, 87 
thanking the reader, 90 
time, 90 
understanding the 

customer, 105 
inquiry, 87 
inquiry, 105 
inside address, 6 

address, 8 
attention line, 9 
company name, 7 
name, 7 
post office box, 8 
professional title, 7 
zip code, 8 

inspection, 196 
inspection certificate, 196 
instructions, 41 
insurance, 191 
intentions

in a counter offer, 159 
international business, 191 

E-mail, 203 
international trade, 191 

agreement, 193 
airmail, 191 
cable, 191 

credit account, 191 
credit rating, 193 
documents, 196 
government, 196 
inspection, 196 
offeree, 146 
offerer, 147 
papers, 192 
quantity, 196 
requirements, 193 
resell, 199 
terminology, 147 
trust, 191 

Internet
country, 203 
sending mail, 204 

interview, 42, 60 
introducing

complaint, 218 
product, 106 
transmittals, 296 

investigate
a claim, 244 
complaints, 242 

invitation, 108 
Invoice, 196 

job, 74 
advertisements, 42 
application, 41 
experience, 74 
hunter, 42 
opening, 57 
seekers, 73 

journals, 134 
junk mail, 122 

keeping the customer, 242 

L/C, 193 
bank's responsibility, 194 
bill of lading, 196 
certificate of insurance, 

196
certificate of origin, 196 
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documents, 196 
export license, 196 
inspection certificate, 

196
invoice, 196 
packing list, 196 
payment, 194 
procedure, 193 

lading, 196 
letter

block style, 23 
complaint

history, 218 
executive letter, 27 
folding, 30 
mailing, 30 
modified block, 24 
modified semi-block, 25 
of credit 

see L/C, 193 
of inquiry, 87 
parts, 4 
simplified, 26 
size, 12 
size

short letters, 12 
size

very short letters, 12 
size

medium letter, 12 
size

long letters, 12 
letter of response, 105 

reference, 106 
time frame, 105 

letter styles, 22 
letterhead

in a memo, 285 
promotion, 135 
two pages, 13 

line spacing, 12 
local bank, 148, 192 
logo, 4 
long letter 

closing, 13 
hyphens, 13 

long letters, 12 
lost, 18 

m/s, 148 
m/s after sight, 148 
magazines, 134 
mailing, 30, 124 
mailing address, 32 
mailing lists, 122 
main message 

of a memo, 286 
major, 48 
manager

initials, 16 
margins, 12 
market

for an application, 72 
for promotions, 124 
understanding, 57 

material, 173 
medium letter, 12 
memo, 285 

essential parts, 285 
instructions, 287 
number of paragraphs, 

286
objective, 285 
requests, 287 
signature, 286 
subject line, 285 

memos
records, 285 

merchandise, 191, 193 
message

to all the employees, 285 
messages, 203 
middle name, 16 
Miss, 7 
missing a payment, 252 
mistakes, 231 
mixed, 14, 22 
mixed punctuation, 17, 22 
modem, 206 
modified block, 24 

signature block, 24 
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modified semi-block, 25 
indent, 25 

money, 191 
money back, 218 
money lost, 220 
Mr., 7 
Mrs., 7 
Ms., 7 

negative information, 107 
negative letter of 

adjustment, 242 
negotiation offer 

agreeing to counter offer, 
167

details, 167 
discount, 166 
explaining rejection, 166 
explanation, 165 
rejecting counter offer, 

167
respect, 165 

network, 191 
new requests, 166 
news release, 14 
notifying bank, 193 

offer
facts, 146 
legally committed, 147 
revocation, 147 
time frame, 146 
withdraw, 147 

offeree, 146 
offerer, 147 
offers, 146 
official title, 74 
on behalf of, 15 
on demand, 148 
open, 22 
open account, 199 
open punctuation, 10, 22 
opening

company name, 7 
longer letters, 6 

salutation, 10 
opening, 6 
opportunities, 105, 107 
oral communication, 285 
ordering, 126 
orders, 157, 173 

amounts, 174 
canceling, 175 
English, 175 
numbers, 173 
prices, 174 
special conditions, 173, 

175
terms, 174 

outline, 218 
outside address, 6 
overdue account, 259 
overdue stamp, 252 
owner, 193 
ownership, 196 

P.O. Box number, 8 
packing list, 196 
paper, 4 
paper color, 4 
part-time, 74 
past due stamp, 252 
patience, 182 
payee, 148 
paying bills, 252 
payment, 274 
payment date, 267 
payments, 199 
personal, 76 
personal affiliations, 76 
personal feelings, 218 
personal information, 49 
perspective, 87 
phone charges, 206 
phone number, 60 
pictures, 135 
placing an order 

after firm offer, 157 
point of view, 220, 243 
polite, 105 



 INDEX    333 

position, 41, 48 
positive adjustment 

goal, 231 
requests not granted, 230 

positive attitude, 105 
positive letter of 

adjustment, 230 
positive message, 107 
post office box, 8 
postage, 30 
postage stamps, 33 
potential buyers, 124 
potential customers, 105 
precaution, 18 
present employment, 41 
present status 

complaint, 218 
price, 174, 191 

in a firm offer, 149 
in counter offer, 157 

price, 87 
Price quotations, 89 
price reduction, 126 
priority, 90 
problem

paying credit, 257 
temporary, 182 
with a product, 218 
with the transaction, 175 

product, 87 
advantages, 134 
firm offer, 148 
problems, 258 
promotion, 134 
shortcomings, 125 

products, 232 
professional affiliations,, 76 
professional title, 7 

in a memo, 285 
professionalism, 259 
promotion

attention getting device, 
134

format, 135 
introduce product, 125 

ordering, 135 
product information, 126 
summarize, 126 

promotion letter, 134 
proposals, 12 
propositions, 146 
province, 8 
punctuation style, 22 
purchasing records, 124 

qualifications, 48 
quality, 258 
questions, 87, 89 

types, 87 

Re, 11 
receiving a complaint, 230 
record, 124, 285 

of accounts, 259 
of transmittals, 296 

reference, 42 
in a counter offer, 157 
list, 73 

reference initials, 16 
punctuation, 16 

references, 73 
refusing

a claim, 243 
counter offer, 165 
requests, 230 

registered mail, 33 
regreting a complaint, 242 
reimbursement

for a complaint, 220 
rejecting

counter offer, 165 
relationship

with customer, 105 
reminders, 266 
reminders, 252 
replacing a product, 220 
reply from customer, 265 
reports, 12 
representative, 242 
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representing the company, 
14

request
refusal of, 230 

request in a memo, 285 
research, 87 
resell, 199 
respect, 165, 252 
response, 107 

amount of data required, 
105

answer not known, 107 
answering questions, 106 
future business, 108 
honesty, 107 
introduction, 106 
negative information, 

107
number of paragraphs, 

105
question about service, 

107
reference, 106 
subject, 106 
subject line, 105 
thank reader, 108 

responsibility, 191 
resume, 56 

abbreviations, 74 
application, 41 
arrangement, 72 
career objective, 72 
clubs, 48 
education, 48 
education section, 73 
experience, 74 
goal, 72 
hobbies, 76 
length, 72 
major, 48 
major headings, 73 
other characteristics, 49 
other subjects, 76 
personal information, 49 
reference, 41 

references, 73 
selling point, 73 
sports, 48 
translations, 48 

résumé, 72 
return a product, 218 
return address, 30, 32 
reverse chronological, 41 
revocation, 147 

sacrifice
in a complaint, 220 

sales letter, 124 
first sentence, 124 
objective, 124 

sales’ records, 134 
salesperson, 107 
salutation, 7, 10 

Dear, 10 
open punctuation, 10 
promotion, 135 

satisfaction, 257 
school activities, 48 
seal, 31 
second stage 

tone, 265 
secretary, 16 
self-analysis, 48 
seller, 191 
sentences

first stage, 253 
short in a promotion, 134 

service, 107 
services, 87 
settle an account, 252, 257 
settling an account, 265 
shipment, 193, 196 
shipping, 180 
short letters, 12 
shorthand, 16 
signature, 14 

of secretary, 15 
signature block, 13 

examples, 15 
title, 15 
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simple English 
in an order, 175 

simplified letter, 26 
size

executive-size, 27 
size, 12, 13 
skills

application, 58 
sloppy, 87 
small amount of time, 285 
social situations, 27 
solicited applications, 41 
solving a complaint, 220 
special account, 193 
special conditions, 175 

of orders, 173 
special delivery, 33 
special notations, 6 
special treatment, 166 
specifics

of a complaint, 219 
stage four, 274 

choices, 274 
stage one, 252 
stage three 

goal, 267 
payment, 267 
payment date, 267 

stage two, 257, 265 
standard, 14, 22 
statement, 14, 252 
street address, 8 
subject line, 11, 105 

in a collection letter, 258 
in a memo, 285 
modified semi-block, 25 
simplified letter, 27 

symbols, 4 
sympathy, 242 

table, 174 
telephone

offer, 146 
telephone number, 72 
temporary

problems, 182 
terminology, 242 
terms, 174, 193 
thickness, 13 
third party, 148 
time frame, 90, 146 

of a firm offer, 150 
time pressure, 265 
time to pay credit, 265 
title, 7 

in a memo, 285 
too long, 7 

tone
complaint, 218 

trade problems 
solving, 182 

transaction, 175 
transceiver, 180 
transfer, 191, 193 
transmittal, 296 

saving time, 296 
trust, 191 
two pages 

date, 13 
two-part application, 56 

application letter, 56 
experience, 56 
resume, 72 

type design, 134 

underline, 134 
understand needs, 107 
understanding a complaint, 

242
unsatisfactory parts of an 

order, 158 
unsettled account, 259 
unsolicited, 42 

advantages, 42 
application, 42 

vagueoffer, 146 
very short letters, 12 

waiting for payment, 267 
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withdraw offer, 147 
work experience, 48 

circumstances, 49 
work history, 48 

wrap up, 159 
writer’s point of view, 107 

zip code, 8 
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