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Good News Messages

Writing Thank-Yous
Cover three points in gift thank-yous. 
· Identify the gift.
· Tell why you appreciate it.
· Explain how you will use it.
Offer praise in expressing thanks for hospitality. As appropriate, compliment the following:
· Fine food
·  Charming surroundings
·  Warm hospitality
·  Excellent host and hostess
·  Good company
Answering Congratulatory Messages
Respond to congratulations. 
· Send a brief note expressing your appreciation.
· Tell how good the message made you feel.
Accept praise gracefully.
· Don't make belittling comments (I'm not really all that good!) to reduce awkwardness or embarrassment.
Extending Sympathy
Refer to the loss or tragedy directly but sensitively. 
· In the first sentence mention the loss and your personal reaction.
· For deaths, praise the deceased. Describe positive personal characteristics (Howard was a forceful but caring leader).
· Offer assistance. Suggest your availability, especially if you can do something specific.
· End on a reassuring, positive note. Perhaps refer to the strength the receiver finds in friends, family, colleagues, or religion.
Good-News (and Neutral): General Plan
1. Best news or main idea
2. Explanation
1. All necessary details
2. Resale material
3. Educational material
4. Sales promotions
3. Positive, friendly ending
1. Appreciation
2. CSAD (clear statement of action desired)
3. EA and motivation (easy action)
4. Willingness to help further
5. DA (dated action)
RB (reader benefit)	
Answering Inquiries for Information about Individuals
1. Best news or main idea
1. Applicant’s full name and relationship to you, or how you know applicant --- job(s) held, tenant, customer, club member, etc.
2. Reason for writing (by request)
2. Explanation
1. Answers to questions --- direct or implied
2. Best psychological order for four-fold responsibility
1. Applicant
2. Person considering applicant
3. Your conscience
4. Civil rights laws
3. Specific facts about
1. Applicant’s job, duties, conduct
2. Applicant’s work or other habits
3. Applicant’s personality , etc
4. Honesty and judgment about negatives
5. Caution on legal aspects
6. Confidentiality
7. Offer, phone call
3. Courteous close
1. Candid statement of your personal opinion about applicant’s probable fitness for whatever he or she is being considered
2. Positive (not negative) attributes at the end
Seller at Fault
1. Best news
1. Whatever will please your buyer most
2. Courtesy
2. Explanation
1. Brief resale with tactful explanation of error (if desirable
2. Instructions for buyer action, if needed
3. Concrete resale on firm, services, or goods, if desirable
4. Cautions
5. Sales promotions on replacement of return item(s) or on allied goods
3. Courteous close
1. Suggested action and expectations of future pleasant use of goods and services
2. EA
3. Positive ides: help
4. RB
Buyer or Another at Fault
1. Best news
1. Same as previous
· Get-in-step-with-reader, courteous comment and concern
2. Explanation
1. Brief resale with tactful explanation of error, showing seller not at fault
2. Concreter resale on firm, services, or goods, if desirable
3. Cautions
4. Sales promotion on replacement of returned item(s) or on allied goods
3. Courteous close
1. Suggested action and expectations of future pleasant use of goods and services
2. EA
3. Positive ides: help
4. RB
Approving Credit
1. Best news
1. Credit approval (if no purchase)
2. Shipment (if goods ordered)
1. Description
2. Quantity
3. Prices, cost
4. Method, charges
3. Courtesy
2. Explanation
1. Basis for credit; compliment
2. Credit terms; payment, discounts, limits
3. Resale on service
1. Consumer: parking, shopping services, departments, conveniences, deliveries, price benefits
2. Intermediary: warehouses, discounts, selling aids, advertising, guarantees, repairs, deliveries
4. Resale on product choices
5. Sales promotion
3. Courteous close
1. Expectation of pleasant service and orders (not greedy)
2. Suggest action
3. EA
4. RB
5. Courtesy; suggestion of further help, if pertinent
Acknowledging First Orders
1. Best news
1. Shipment details
· Description
· Quantity
· Prices, costs
· Method, charges
2. Thanks for remittance and / or order
2. Explanation
1. For credit customer
· Basis for credit --- compliment
· Credit terms; payments, discounts, limits
2. For cash or credit
· Resale on services 
· Resale on products ordered; highlights on special feature --- adapted to buyer
3. For cash customer
· Perhaps credit application from enclosed, with invitation to return it for consideration
3. Courteous close
1. Expectation of pleasant service and orders (not greedy)
2. Suggested action
3. EA
4. RB
5. Courtesy, suggestion of further help, if pertinent
Granting Favors
1. Best news
1. Acceptance of favor
2. Courtesy
2. Explanation
1. Pertinent comments, and details regarding favor --- what is being or will be done, etc.
2. Questions, if necessary, pertaining to favor
3. Courteous close
1. Cordial, pertinent comment; perhaps a forward look, good wish, compliment, or request

Announcements
1. Best news; main idea
1. When appropriate
· Five W’s (all or most); reader in first and all other paragraphs
2. Statement of pleasure, compliment, congratulations
3. Admission of errors, with good news
2. Explanation
1. Details to emphasize, reader benefits, if possible
In admission of error
1. Explanation, apology, emphasis on sincere desire to serve well
2. Resale on firm, products, or services, as appropriate
3. Courteous close
1. CSAD
2. EA
3. DA
4. RB
5. courtesy





