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Good News Messages


Organize Your Message
Organize your material before writing you first draft can prevent rambling and unclear message.
Basic Organization Plans
· Direct (Deductive) Approach
· Use the direct approach when the audience is receptive to your message.
· Indirect (Inductive) Approach
· When you expect resistance to your message, choose the indirect approach, such as in a bad-news message or a persuasive request.
Direct (Deductive) Organizational Plan
Direct-Request Plan
1. Main idea
a. Request, main statement, assertion, recommendation, question
b. Reasons, if desirable
2. Explanation
a. All necessary and desirable details and data
b. Numbered questions, if helpful
c. Easy reading devices
3. Courteous close, with motivation to action
a. Clear statement of action desired (CSAD)
b. Easy action, dated when desirable (EA)
c. Appreciation and goodwill
Opening Paragraph
1. Choose an opening appropriate for the message purpose and for the reader.
a. Main idea or good-news first for direct-request, neutral, and good-news messages
b. Buffer first for bad-news messages
c. Attention-getting statements first for persuasive requests
2. Make the opening considerate, courteous, concise, clear.
a. Get reader into opening
b. Keep first paragraph relatively short
c. Focus on the positive
d. Use courteous, conversational language
e. Avoid unnecessary repetition
3. Check for completeness regarding:
a. Sentence structure
b. Date of letter you are answering….
Writing Plan for an Information Request
· Opening:	Ask the most important 					question first or express a 					polite command.
· Body:		Explain the request logically 				and courteously. Ask other 				questions if necessary.
Closing:		Request a specific action with an 			end date, if appropriate, and 				show appreciation
Some Good Examples
Main idea or Good-News subject first
Request: so that your CD funds which have matured, can be transferred to your IRA account as you have requested, please return to us the following:
Good News: Enclosed is a cash refund for the defective wristwatch that you sent to us recently. 
Announcement: As a representative of ABC company, you are invited to attend a free seminar on Global Management issues in International Marketplace to be held in the ……….on …… The purpose of the seminar is ….
Buffer
Because of the large number of applications we received for our ABC program, we have had to turn away many requests. We obviously underestimated the interest in our current program. A new program is already being planned, and we will send you the information as soon as it’s available. 
Attention-Getting Statement
Did you know that up to half of all lower back pain is caused by sleeping on a too-soft mattress? In addition, back pain due to other causes can be made worse by sleeping on poor mattress. We remedy that. ……..
Completeness
Poor: as per your recent letter, we have shipped your order today by Federal Express. 
Improved: Three bolts of Thai silk, which you ordered on July 6, 2008, were shipped to you today by DHL.
Vague: I look forward to hearing from you regarding this matter.
Better: So that we can make appropriate arrangements for your visit, please call me at 0300-963-92-55 before Saturday, November 20, anytime between 11 a.m. to 3 p.m. 
Positive, courteous end
Negative: We’re sorry we can’t be more encouraging at this time.
Positive: We wish you success in your search for a position.
Poor: Send us your check tomorrow.
Improved: To keep your credit in good standing, please send us your check for Rs. 15,000/- tomorrow.
Poor: Again we thank you for your inquiry. Enclosed you will find a self-addressed, stamped envelop. Hoping to hear from you soon about your preference….
Concise: Please fill out this form and return it in the enclosed envelop by the next Sunday.  
Improving Openers for Routine Request Letters
Weak:
	I’ve been given the task of locating a convention site for my company’s meeting. I’ve checked a number of places, and your hotel looks possible. 
Improved:
	Will you please answer the following questions regarding possible accommodations at the Hyatt Regency for a conference in May. 
Weak:
	While reading WIRED magazine, I noticed an offer of a free video describing your Web-building software. 
Improved:
	Please send me your free video describing your Web-building software. 
Weak:
	I am conducting a training class for students of photography at the Lincoln Training Center, and I saw a picture that we would like to use in our program. 
Improved:
	What is the procedure for ordering a copy of a photograph to be used for training purposes?
Closing Paragraph
1. Make your action request clear and complete with the five W’s and the H
a. What and who: clearly state what action you desire and who should do it.
b. How and where: make action easy.
c. When: date the action, if desirable
d. Why: show reader benefit, if possible
2. End on a positive , courteous thought.
a. Include any apologies and negatives before the last paragraph.
b. Be friendly.
c. Show appreciation
d. Occasionally add a personal note.
3. Keep the last paragraph concise and correct.
a. Avoid trite expressions
b. Omit discussion of trivial details.
Use relatively short and complete sentence
Improving Closings for Routine Request Letters

Weak:
	Thank you for your cooperation. 
Improved:
	Your answer to my inquiry will help me make my printer choice. Thanks! 
Weak:
	Hoping to hear from you at your earliest convenience. 
Improved:
	Please send the video by August 15.
Weak:
	Thanks for any information you provide. 
Improved:
	We would appreciate receiving answers to these questions before April 4 so that we will have plenty of time to plan our conference.
Three Kinds of Goodwill Messages
1.  Letters of appreciation 
· To customers for their business
· To hosts and hostesses for their hospitality
· To colleagues for jobs well done
· To individuals who have performed favors
2. Letters of congratulation
· For engagements, marriages, anniversaries, births
· For promotions, appointments
· For awards
· For any significant event
3. Letters of sympathy 
· To console a friend, relative, or loved one
Goodwill Messages: Cards or Personalized Letters?
Personalized Thank-You Letter
Dear Professor and Mrs. Shelton:
Thanks for inviting the other members of our business club and me to your home for dinner last Saturday.
The warm reception you and your wife gave us made the evening very special. Your gracious hospitality, the delicious dinner served in a lovely setting, and the lively discussion following dinner all served to create an enjoyable evening that I will long remember. We appreciate the opportunity you provided for us students to become better acquainted with each other and with you.
				 Sincerely,
Tips for Writing  Goodwill Messages
The Five Ss
· Be selfless. Discuss the receiver, not the sender.
· Be specific. Instead of generic statements (You did a good job), include special details (Your marketing strategy to target key customers proved to be outstanding).
· Be sincere. Show your honest feelings with conversational, unpretentious language (We're all very proud of your award).
· Be spontaneous. Strive to make the message natural, fresh, and direct. Avoid canned phrases (If I may be of service, please do not hesitate . . . . ).
· Keep the message short. Remember that, although they may be as long as needed, most goodwill messages are fairly short.





