Improving Tone

Revise this opening paragraph to eliminate the negative attitude and focus on positive ideas.
1.  We are sorry to inform you that the Travel-Lite suitecase, Model X4457, you asked about is temporarily out of stock in our ware-house, just as Ms. Cummings of our Hilldale store informed you  We anticipate getting some in by next month and having them available at the Hilldale store, if you can wait that long.  Just check back with them in six weeks or so.

________________________________________________________________________________________________________________________________________________________________________________________________________________________

Revise this opening paragraph to eliminate the “me attitude” and the condescending tone.

2.  I know what you have anxiously been awaiting my fall appearance schedule.  I am excited to announce that I will be visiting numerous fine stores throughout the country this holiday season.  It is my wish that each and every one of you is able to visit with me when I am appearing at a location convenient to you.

________________________________________________________________________________________________________________________________________________________________________________________________________________________

Problem Situations

Study the brief analyses of the following problems.  The describe your objective in solving each problem.  Write an effective opening paragraph for a letter to the customer or client involved.

1.  In December, Mrs. Julie Schultz returns her leaf blower to Andersons’ Equipment, where you are employed as a customer service representative.  You must reply to the angry letter in which she insists that the leaf blower was delivered after the first snow-fall in late November, too late for use in her yard.  You have obtained from your shipping department a delivery slip which was signed by Mrs. Schultz on October 15, the delivery date agreed upon at the time of purchase.  You also note that the leaf blower has been used extensively.
The customer’s request:  Mrs. Schultz demands that the store accept the leaf blower and provide her with a full refund.

The organization’s policy:  The full refund cannot be approved on this seasonal merchandise.  The refund policy states that merchandise must be returned within 30 days to qualify for a full refund.  Also, the merchandise must not have been used.

a. Your objective when you write to Mrs.  Schultz:

________________________________________________________________________________________________________________________________________________

b.  Goodwill opening paragraph:

________________________________________________________________________________________________________________________________________________

Improving Poor Letters
Rewrite the letters using positive language and showing a service attitude.  Your goals are (1) to build goodwill, and (2) to resell your products or services and your organization.

1.  We are sorry that you received a damaged video in your order of Comedy Classics sent to you recently.  We do not know what caused the problem, but these things do happen.  Therefore,  we are sending you another copy of video#3, which will complete your set.  We hope that the Comedy Classics will provide many hours of entertainment for you and your family.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

2.  We regret to inform you that we not longer carry the Betty Beautiful Dolls collection.  The last there years we carried them our sales were very low.  In fact, we had to discount them 50% in order to sell them.  I have heard that some stores in town may still have a large supply of these dolls.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
