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COMMUNICATION STRATEGIES: PROPERTIES A PROFESSIONAL BUSINESS EMAIL            (NETIQUETTE)
Email is a combination of formal wtitten correspondence, informal speech, and instant delivery.                                                                                                      
I. Read the following statements and decide which are true (T) and which are false (F).
1.	Confidential information should not be sent by email.  ….
2.	Emails must end with Yours sincerely.  ….
3.	Emoticons can be added to business emails to make them look friendlier.  ….
4.	Using capital letters to write an email is the same as shouting.  …….
5.	@ in an email address means automatic.  …….
6.	A letter or card is usually more suitable than an email for a personal message. …….
7.	In email header information, c.c. stands for confidential copies. ……..
8.	Emails are usually less formal than letters.  …… 
9.	It is not as important to use correct grammar and spelling in a business email as it is in a letter.  ……..
 A header of a new message:
[image: Microsoft Outlook Email Header2]
A. LAYOUT
1) Salutation (Dear Ms Jones, Dear Professor, Dear  Sales Department);
2) paragraphs of no more than 6 sentences max; ‘compartmentalise’ the contents of your letter. Put each segment of discussion into a separate paragraph.
3) line and paragraph breaks;
4) complimentary clause (Sincerely, Sincerely yours, Kind regards);
5)  signature facility (signature block: full name, position, company’s name OR faculty, university name). Just promote yourself!

B. STYLE
1) The KISS principle; Use short, succinct sentences that get to the point immediately; remember, your goal here is to dispense important information, so give that to the reader right up front
2)  balance between traditional formality and e-mail informality; think about your recipient and how they would most likely write an email. What words would they use? Would slang or jargon offend your readers? Use these considerations to create a concise, customized email.
3) no emoticons and TLAs in business emails;
4) avoid negative phrasing; (e.g. I’m afraid we are not able to/we are not in position to upgrade a room/Unfortunately, we have to refuse upgrading your room/We have not received the payment for….)
5) be polite when formulating requests (e.g. We’d like to…/ We would appreciate if you made a booking immediately /We would be grateful if could inform us on your arrival.
6) state the main business, purpose, or subject matter right away; avoid round-about beginning; e.g. I’m a Customer Service Manager and I’m writing to clarify the situation happened …/ I’m writing to kindly  inform you that…
7) Identify a letter that you are responding to, e.g. Thank you for your letter/email (of 18 September in which you enquire about our wedding suit.; Thank you very much for your email with booking confirmation.
8) provide topic indicators at the beginning of paragraphs; (e.g. As for the post-season prices, we can offer …; Regarding the discounts we offer…;With the reference to the discounts…; As  far as the post-season prices are concerned…)
9) list or itemize whenever possible; (1…2.   or use bullet points)
10) ‘thank you’ message . If someone sends you information you have requested, send them a "thank you" message as a reply. It’s polite and also that way you know the receiver read your email.
11) action-ending. Give your letter an ‘action ending’, whenever appropriate ([image: ] be clear about what you want the recipient to do, e.g. May I hear from you within three days, if possible? May I expect your early reply within two days, if possible?)
12) Proofread! Go over your email before sending it.

FORMAL AND INFORMAL EMAILS&LETTERS
Salutation/Greeting
	FORMAL
	INFORMAL

	Dear Mr/Ms Smith/// Dear Profesor Smith
	Hi Adam!



Paragraph 1 – Opening remarks/reasons for writing 
	FORMAL
	INFORMAL

	I am writing to notify you about ...
	I thought I’d drop you a line to let you know about ...

	I am writing to request information about…
	I’m writing to ask about…/I’d like to ask if…

	I am writing with regard(s) to ….
	I thought I’d drop you a line about ...

	I am writing to express my views on…/my dissatisfaction concerning…
	In my opinion, …

	REPLY
	REPLY

	Thank you so much for your email (of May 4) regarding the spa facilities.
	Thanks a lot for your email about the spa facilities.



Paragraph 2/3 – Main body
	[bookmark: _Hlk134010072][bookmark: _Hlk134009428]FORMAL
	INFORMAL

	Please accept my sincere apologies.
	I’m really sorry

	Unfortunately, I will not be able to attend.
	It’s too bad I can’t come.

	I would appreciate your immediate attention in this matter.
	You have to sort this out quickly.

	I would recommend that you..
	I think you should…

	I was wondering if you had time to ...
	Do you have time to …?

	I am very grateful for hosting me.
	It was great of you to have me as a quest.

	CHANGING THE TOPIC (topic indicator)
	CHANGING THE TOPIC (topic indicator)

	As for the standard room facilities,/Regarding the ….
	Now about the standard room facilities.



Closing line
	FORMAL
	INFORMAL

	I look forward to meeting you.
	I can’t wait to meet you.

	I look forward to hearing from you.
	Can’t wait to hear from you.

	Please do not hestitate to call/contact me.
	Feel free to call/contact me.

	If there is anything else you would like to know, please do not hestitate to contact me.
	If you need anything else, please contact me.

	Your help was higly appreciated.
	Thanks for everything.

	Once more, thank you very much for …
	Thanks again for…




Complimetary close/Sign off	
	FORMAL
	INFORMAL

	Yours sincerely/Respectfully 
	All the best/Kind regards/Take care/Love



USEFUL LINKING WORDS/CONJUNCTIONS IN EMAILS/LETTERS (followed by a coma!)
A. LISTING POINTS
Firstly,   To start with,     In the first place,   Secondly,   Thirdly,     Finally/Lastly,  
B. ADDING POINTS
Also, In addition,   Moreover,      What is more,     Furthermore,   On top of that,
C. CONTRASTING/COMPARING
However,  Nevertheless,    Nonetheless, Even though 
By contrast,   On the contrary,   in comparison,   On the one hand…. On the other hand,  
D. GIVING EXAMPLES
For instance,     in particular, namely
E. PRESENTING RESULTS/REASON
Consequently,	  Therefore,      As a result,
F. SUMMARISING
In conclusion,   All points considered,   Overall,    All in all,   On the whole, 	
USEFUL & COMMON PHRASES IN FORMAL EMAIL/LETTER 
 
In my opinion 
From my point of view 
It appears that
It seems to me that 
I believe 
I suppose 
At the same time,
Undoubtedly, 

FOLLOW UP TASK

Write an enquiry reply about wedding organization in your hotel. Include the following points:

- Thx for the enquiry.
- Confirm the accommodation for 50 guests, including wedding suits, specify rooms 
- can send 3 menu proposals, including vegie meals
- offer 10% discount, not 15 as requested in enquiry
- request advance payment (500 E)
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