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A Guide to Writing Letters 

This section will cover how to write the following types of letters:
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a letter of complaint
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an adjustment letter
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an order
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an enquiry or request
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an acknowledgement
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an invitation
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a reply to an invitation
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a memo
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a facsimile message
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A Letter of Complaint.
There may be times when you are expected to draft letters expressing dissatisfaction with another organisation or individual. Keep in mind this is a professional communication, so anger and recrimination does not belong here!

You are writing on behalf of the business. Sometimes the letter is a follow-up to a phone-call so that all the details from the call are documented and on file. If a refund or replacement is required- it is called a claim.
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This letter is written in response to a complaint. It will try to build a positive relationship with the client to resolve the complaint. Generally the letter would include an apology.

· Be sure to follow the general guidelines.




An Order

These are straight-forward letters but it is important to get the details accurate eg quantities, prices, dates. A purchase order form may be attached when ordering goods. Swaggies have their own purchase order form that their customers fill out when placing an order.

· Be sure to follow the general guidelines.




An Enquiry or Request Letter
You may need to write a letter requesting information. As in all letters, be clear in what you say. You want to avoid any misunderstanding.

· Be sure to follow the general guidelines





An Acknowledgement.
Sometimes it is important to formally acknowledge receipt of documents, goods or an order. The business may have a pro forma already for this. Otherwise, you would need to draft a simple letter for the purpose.

· Be sure to follow the general guidelines



Similar to an acknowledgement, is the With Compliments slip. This is a slip of paper with the letterhead of the business and a “With Compliments” message. These are often attached to documents/information that do not require either a covering letter or any further explanation. They are used often when responding to a request for information.



An Invitation

Special events organised by businesses present a public image to the community. It may be a business breakfast, conference, opening of a new office, celebration or any number of special occasions. Invitations reflect the professionalism of a business. Information must be accurate and thorough.

· Be sure to follow the general guidelines





Reply to an Invitation

· Be sure to follow the general guidelines





Memorandum (Memo)

Memos are internal documents circulated to personnel in an organisation. They can be paper-based or electronic. Most businesses will have a pro forma that staff can use.


Click on the Swaggies pro forma for a memo.

The procedures for using this form are on

page 31 of the Swaggies manual.



Facsimile Messages (fax)
Fax messages are used frequently by businesses. Microsoft Office has 3 different fax pro formas that can be adapted for most businesses. The fax can then be sent electronically (straight from the computer to the fax). This reduces the use of paper. Otherwise the fax sheet can be printed and then sent through the fax machine manually.

· Be sure to follow the general guidelines



Identify the problem & clearly set out the details


Suggest what action needs to be taken (or you would like to be taken)








Refer to the letter of complaint and the problem.


Outline the action that is being taken to resolve the problem.


Finish positively- with an apology and a statement saying how much the business values their on-going custom.





Explain what is wanted. Be concise & specific (if no purchase order form is available). Set out the goods, the quantity, price per unit and the total price of the order.


Outline the method of payment and delivery.


Make a closing statement.





State what the request or enquiry is.


Add any more details that may be required


Make a closing statement





Thank the client for the order


State when they will be delivered


Mention any problems or delays.


Name of organisation





State the basics: the event and its purpose


Give details of where and when


Outline any special requirements eg travel, accommodation, food.


Conclude with a positive statement encouraging the person/organisation to attend


RSVP information including contact person





State ability to attend the event (yes/no?) Confirm all details.


If the invited person is participating in the event, what are the requirements?


Conclude with a positive statement – thanking them for the invitation.





� HYPERLINK "policiesmanual/contents.html" ����p31





Enter all the details on the pro forma eg name, fax number, contact details, recipient’s name.


Keep the message brief & clear.


Indicate the action you want taken


Indicate whether additional material is attached.








