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ROLE OF EFFECTIVE COMMUNICATION IN BUSINESS 
Effective communication is the lifeblood of Business organization. In fact no human activity is possible 
without communication. Success in business as well as impersonal life depends on the skill to communicate 
effectively. Communication with people orally or in writing is a highly valuable skill. 
The importance of business communication in business cannot be overlooked. No business firm can 
succeed, build up goodwill and win customers without effective communication system in its possession. 
Here The term effective means that the message must be able to reach and influence the reader/listener, get 
a positive response and a favourable action. For this a business communication must have command over 
the language, deep perception of human nature and an understanding of human psychology, correct in 
expression and persuasive manner and style. 
 

EFFECTIVE COMMUNICATION WITHIN THE ORGANIZATION 
Effective communication for the internal management of an organization. In essence communication is a 
tool of management. In  modern times, the growth of large undertakings has made management and 
supervision a complex affair. Communication is the only means of maintaining effective coordination and 
solving problems. Through effective communication a cordial relationship is established between 
management and workers. The workers are instructed, advised, and motivated to devote themselves to the 
interest of the firm. Effective written and oral communication develops harmony of purpose between the 
management and the employees. 
 

EFFECTIVE COMMUNICATION OUTSIDE THE ORGANIZATION 
Externally business and industrial firms have to face a host of challenges and competitions. Such a situation 
can be tackled successfully only through communication skill. In fast moving business world, one must 
remain in constant touch with other firms with customers, with officials and with the general public and this 
is possible only if one is an effective communicator. 
 
In the words of Henry Ford II: 

“The ability to communicate effectively with others is essential to success in business. Every executive, 
who spends a large part of his time communicating, depends for his skill in speaking and writing clearly, 

understandably and persuasively.” 
 

THE ROLE OF LANGUAGE 
Words are tools of communication, guides to events. To say that one set of words, then, is right and another 
is wrong is often based on false assumptions about the nature of words. The real question is does either or 
do both sets achieve their purpose? 
Thus this direction with the help of the instrument of language will only be effective when there is an exact 
choice of words and their placement is proper. Of course, the application of basic grammar rules would 
discipline the presentation of the message. Words, whether oral or written, remain the most common form 
of communication in business. 
It is important that the same word holds precisely the same meaning for your reader as it does for you. 
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FACTORS OF COMMUNICATION 
  

Communication is a process of transmitting verbal and non verbal messages. Communication is considered 
effective when it achieved the desired response from the receiver. In short communication is a two way 
process of exchanging the ideas or information. 
By elaborating these elements we find 7 factors of communication. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
SENDER / ENCODER: 
The speaker writer or encoder of the message is sender or source. He picks up the symbol for conveying 
message. The person who sends message initiates the process of communication bears the main 
responsibility of effectiveness of the message. The sender must prepare the message in a way that it is 
received by the receiver with the same spirit and same meaning as intended by the sender. The message 
should be drafted in a manner that it suits the situation and achieved by the result desired by the sender. 
 
LANGUAGE / MODE: 
Language, particularly in business communication, must be simple and unambitious. It must be 
straightforward to be comprehended easily by receiver. The mode or manner may be written as well as oral. 
 
MESSAGE: 
The message is the idea; the sender wants to transmit to receiver. While preparing the message we must 
consider the essential part of the message: 

i. Unity of thought 
ii. Consistency in expression 
iii. Infancies on main point 

The message must be effective enough to achieving the desired object. 
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PURPOSE: 
A business message must have a definite purpose or an objective. There may be two objectives of the 
business communication 

i. To inform 
ii. To persuade 

A business message may be intended to give some information to the receiver or it may aim at persuading 
someone to do something or to inform and to persuade. 
Besides information and persuasion a business messages always a general purpose to promote and preserve 
goodwill. So building the goodwill may be considered as the 3rd objective of business communication. 
 
RECEIVER / DECODER: 
At the other end of the communication process the receiver, listener or decoder. The receiver has the 
responsibility to receive the message in the same meaning and spirit as intended by the sender. He may 
agree or disagree with the message, reject or accept it but he must not change or distort its meaning. 
 
FEED BACK: 
Feedback is the clue to reply that the sender may get from the reader or listener. In an oral communication it 
is comparatively easier to get the feed back than in a written communication. It requires at least a higher 
intelligence plus a skill to asses and perceives the situation. 
 
RESPONSE: 
It is the response to communication, it may be over or hidden. It is likely to be favourable at time and non-
favourable at other. The job of communicator is to make it positive. In other words a good speaker or writer 
tries to create the thinking of others in his favour. 
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CHANNELS  
OF COMMUNICATION 

 
There are two channels of communication. 

1) Internal communication 
2) External communication 

 
1) INTERNAL COMMUNICATION 
When communication flows one person/dept. to another within the same organization, it is known as 
internal communication. It may also be termed as intra-company communication. All types of internal 
activities are accomplished through internal communication. 
Internal communication may be discussed under the following subheadings: 
 

a) HORIZONTAL / CROSSWISE COMMUNICATION: 
Communication, which flows between personnel in one department and personnel in another 
department, is called horizontal or crosswise communication. The sender and receiver may be of 
equal, lower or superior status. It ensures smooth flows of information within an organization and it 
improves coordination and cooperation between different sections/departments in the same 
organization. 

 
 

b) DOWNWARD COMMUNICATION: 
Communication flowing from superior to subordinates is known downward communication. 
Through this channel the management gives instruction, guidelines, information etc to the 
subordinates, it helps to improve management employees relationship. 

 
c) UPWARD COMMUNICATION: 
Communication that goes from subordinates to superiors is known as upward communication. 
Through periodical reports, comments the subordinates keep the management informed about the 
actual progress of work. The workers may seek advice, help, suggestion etc. from the management. 

 
2) EXTERNAL COMMUNICATION: 
Communication, which flows one person/organization to another, is known as External Communication. It 
is also termed as inter-company communication. All business firms have to communicate with other 
organizations, with govt offices, with general public and customers in particular. Different types of letters 
are the most used means of external communication; reports and circulars are also used for this purpose. 
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LEVELS  
OF COMMUNICATION 

Communication takes place at different levels. The levels of communication are: 
• Intrapersonal communication 
• Interpersonal communication 
• Impersonal / Mass communication 
 
INTRAPERSONAL COMMUNICATION: 
Communication with one self is termed as intrapersonal communication. In the communication cycle the 
sender and the receiver are the same person. Examples include preparing for a speech, thinking about 
oneself, etc. 
 
INTERPERSONAL COMMUNICATION: 
It is communication between two persons or between a numbers of persons on a personal level. Here, the 
sender and receiver are two different persons. Interpersonal communication may take place between in the 
following categories: 
 Individual to individual 
 Individual to group 
 Group to individual 

 
Interpersonal communication deals with human beings. Communication by or with animals, machines, 
plants, pictures, etc is not interpersonal communication. It excludes mass communication and public 
speaking situations, in which there is a large audience and the messages go essentially in one direction from 
speaker to audience but not from audience to speaker. Therefore, in interpersonal communication it is 
essential that both parties take part in the communication process. 
 
IMPERSONAL COMMUNICATION: 
Mass communication in which the message is directed to a large, variable audience, with no direct contact 
between the source and receiver. Like interpersonal communication, it can be oral, visual or non-verbal, 
using written pictorial mediums. Examples include listening to the news on TV or advertisements etc. 
Channels suited to mass communication include television, cinema, radio, newspaper etc. 
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BARRIERS 
 OF COMMUNICATION 

 
NOISE: 
Noise refers to distraction and interface in the environment in which communication takes place. This 
affects the accuracy, clarity or even the arrival of the message. 
 
DISTORTION: 
Distortion refers to the way in which the meeting of a communication is lost in handling. It occurs largely at 
the encoding and decoding stage of communication. 
 
SELECTIVE PERCEPTION: 
The receiver in the communication process sees and hears things in a selective way, based on his needs, 
motivations, experience, background and other personal characteristics. The receiver also projects his 
interests and expectations into communication as he decodes them. 
 
LANGUAGE: 
Words mean different things to different people. Age, education and cultural background are three of the 
most common variables that influence on the language a person uses and the definition he gives to words.  
 
GENDER STYLES: 
Men and women use oral communication for different reasons. In doing so, gender becomes a barrier to 
effective communication between the sexes. 
 
NON-VERBAL CUES: 
Non-Verbal Communication is almost always accompanied by oral communication. As the two are in 
agreement, they act to reinforce each other. When non verbal cues are inconsistent with the oral message, 
however, the receiver becomes confused and the clarity of the message suffers. 
 
DEFECTS IN MESSAGE ITSELF: 
The message being sent may be wrong. It may be relevant or suitable to the purpose, recipient and context 
of the communication. The sender may omit some information from the message. Hence, making the 
message difficult to understand. 
 
DEFICIENCY IN COMMUNICATION SKILLS: 
The sender or receiver of the message may not be adept in communicating skills. He may have poor 
listening or reading skills. Similarly, he may not be able to understand non-verbal signals. He may fail to 
seek feedback or offer feedback. He may totally ignore feedback offered. Thus, the message being sent or 
received is misunderstood or not understood. 
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PLANNING STEPS  
OF BUSINESS COMMUNICATION 

 
No business activity can takes place without proper planning. Planning always made in advance. As 
communication plays a vital role in business, it must be planed carefully, methodically and effectively. 
There are certain planning steps that communicator must follow to make his message effective, efficient and 
result oriented. 
 
1. IDENTIFY THE PURPOSE OF THE MESSAGE: 
The first planning step is to know the purpose of the message. Without knowing the purpose, it is very 
difficult to prepare the message and get the desired result. If the purpose is not clear to the sender, it cannot 
be clear to the receiver and communication process is bound to bring a negative response. Knowing the 
purpose helps what to say and how to say. 
2. VISUALIZE THE RECEIVER / READER / LISTENER: 
A business message can bring the desired result if it received and understood by the receiver with the same 
spirit and meaning as intended by the sender. Therefore the sender should have as clear picture of the 
receiver as possible so that the message may be drafted in a way suitable to his comprehension and 
appreciation. The sender should be drafted in a way suitable to his comprehension and appreciation. The 
sender should know something about receiver’s level of understanding, his field of work and his mental 
ability. 
In case of a message meant for many persons the message should be addressed to an average person issued 
in the form of circular. 
3. CHOOSE THE IDEAS: 
After knowing the purpose and visualizing the receiver, the sender should choose the relevant ideas to be 
included in the message. The ideas depend on the type of message and its purpose. After selecting all the 
ideas necessary for the message, these should be arranged in a logical order. In this respect a suitable 
organization plan should be adopted. 
 
4. GET ALL THE FACT TO BACK UP WITH IDEAS: 
In spite of having all the relevant ideas, some time the message may remain incomplete and inconclusive. 
Therefore the ideas should be backed up by the facts and figures. Relevant facts and data are often necessary 
to make a message clear and comprehensible. To explain some facts and figure, visuals, tables, maps, 
pictogram and audiovisual close circuit TV video films, projectors, graphs may be used very effectively. 
 
5. ORGANIZE THE MESSAGE: 
After choosing the ideas and collecting the facts and figure, the sender should organize the message in a 
proper way and in a standard format because disorganized writing shows a fickle mind. A disorganized 
message has a little change of getting the desired object or result. 
 
6. REVISIONS AND PROOF READING:  
In business one cannot afford to send an incomplete or defective message. Therefore, revision proof reading 
and editing essential steps in planning. To make sure that the message meets all the requirements, it should 
be revised and proof read. One has to be very careful, particularly if the message is detailed and complex. 
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LEGAL ASPECTS  
OF BUSINESS COMMUNICATION 

 
There is great truth in saying that 

“The wounds caused by the words are deeper than the wounds caused by the sword”. 
In business communication one uses to inform, to promote, to persuade. In short to achieve a desired 

result.” 
 
A business communicator promotes his business interest through appropriate business message. He has to 
show integrity, sincerity and enthusiasm. While doing all these things one must not exceed the limits. In 
every country in every society there are laws regarding business activities.  
 
A business communicator must take care not to get involved in any legal complications. 
Knowledge of the following legal aspects can be of great help both for the sender and the receiver of a 
business message. 
 
1. DEFAMATION: 
Defamation may be defined as: 
“The un-consented, unprivileged publication of a false idea or statement which harm to the character, 

reputation, interest of the person concerned.” 
A defamatory statement brings the defamed person into ridicule, hatred or contempt of society and harms 
his interest. 
 
There may be two types of defamation: 

i. SLANDER: Oral defamation is known as slander. 
ii. LIBEL: Written defamation is known as libel defamation. 

 
Following is a list of some defamatory terms which should always be avoid: 
Addict, Bankrupt, Blackmailer, Crook, Cheater, Dishonest, Fraud, Forger, Fake, Grafter, Hypocrite, 
Inferior, Imposter, Juggler, Kickbacks, Misconduct, Profiteer, Quack, Rascal, Slacker, Sneak, Thief, 
Unmarried mother, Unprofessional, Villain, Worthless. 
 
The terms publication and privilege need explanation. 
 
a) PUBLICATION: 
 
It means a defamatory statement coming into the knowledge of third person other than the defamed one. 
There are some suggestions if we send a letter contained negative statement. 
• Seal the envelope 
• Mark the envelope personal and confidential 
• Wrap the enclosed message with opaque material to further screen the material from possible readers 
• Such message should not be dictated to a steno or sent through fax to telex 
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b) PRIVILEGE: 
There are times when defamatory information may be made public. There are two types of privilege: 

i. Absolute privilege 
ii. Conditional Privilege 
ABSOLUTE PRIVILEGE: 
Absolute privilege enjoyed three circumstances: 
• Judicial proceedings 
• Legislative proceedings 
• The actions of important govt. officials 
CONDITIONAL PRIVILEGE: 
A business communicator cannot claim absolute privilege. The only privilege that he enjoys is 
limited or conditional privilege. Some timed the interest of person demands that information should 
not be withheld for fair defamation. Conditional privilege can be used in a good faith, in certain 
situations, of the participants or society without the fear of lawsuit. 

2. FRAUD 
Fraud may be defined as: 

“International misrepresentation of material fact by a party to the contract, which is relied upon by the 
second party and which causes injury to the interest to the later”. 

To avoid the elements of fraud, a business communication must take extra care particularly in sending sales 
message. One should not make boastful or tall claim. 
3. INVASION OF PRIVACY: 

“The act of unconsented, unprivileged intrusion into the private of an individual”. 
Invasion of privacy may take place without publication it is a trespass.  
In business communication, invasion of privacy includes the use of person’s name, photograph, identity, 
letters; reports without permission. 
Modern technology has increased the opportunity of violating the right of privacy. Electronic devices are 
used to find out the secret of rival films. All these activities are illegal. 
4. LAWS REGARDING CREDIT AND COLLECTIONS: 
To make recovery from customers of doubtful debts you shouldn’t show anger preaching or using insulting 
remarks such remarks may lied to a libel suit. 
5. SOME OTHER AREAS OF CONCERN: 
A part of the above case, there are other areas of concern. 
 

i. WARRANTIES: 
The seller undertakes some obligations about the nature / quality of goods. Warranties as of two 
types. 
• Express warranties 
• Implied warranties 

A business communicator should never offer fake guarantees which may amount to fraud. 
 

ii. COPYRIGHT: 
Prevailing laws about copyright, postal services, solicitation of business, lottery etc care should be 
taken in all business communication not to violate their laws. 
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IMPORTANCE OF  
BEGINNING AND ENDINGS PARAGRAPHS 

 
Two of the most important points in any business message are the opening and closing paragraphs. 
As we know  

“First impression is the last impression”. 
Whenever possible, place main favourable ideas at the beginning and ending of a message. 
 
OPENING PARAGRAPHS: 
The opening of a message determines whether the reader continues reading, puts the message aside or 
discards it. The following pattern should be adopted in order to make the opening paragraph good. 
 
1.Choose an opening appropriate for the message purpose and for the reader. 
 

a) Main idea or good – news first for direct – request, natural and good – news message. 
b) Buffer first for bad news message. 
c) Attention – getting statements first for persuasive requests. 

 
2. Make the opening considerate, courteous, concise and 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 reading: 

a) Sentence structure 
b) Data of letter you are answering 

 
CLOSING PARAGRAPHS: 
Your closing is likely to motivate the reader to act as requested if it is appropriately strong, clear and polite. 
The following pattern should be adopted in order to make good opening paragraphs. 
 
1. Make sure your action request clear and complete with five w’s and H (How), if you want your reader to 
do something. 

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. 
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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 overused expressions. 
b) Omit discussion of insignificant details. 
c) Use relatively short and complete sentences. 
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BASIC  
ORGANIZATIONAL PLANS 

 
For letters and memos, you can choose one of the four basic organizational plans, the direct request, good 
news, bad news, or persuasive-request plan. The first two plans use the direct approach, which begins the 
main idea; the last two plans use the indirect approach, which states the main idea later. 
 
DIRECT (Deductive) APPROACH: 
When you think that your reader or listener will have a favourable or neutral reaction to your message, you 
can use the direct approach. You begin with the main idea or best news. After opening, you include all 
necessary explanatory details in the one or several paragraphs and ending with an appropriate, friendly 
close. 
 

DIRECT ORGANIZATIONAL PLANS 
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. 
b. Easy action dated when desirable. 
c. Appreciation and goodwill. 

 
GOOD NEWS PLAN: 

1. Main idea or best news 
 

2. Explanation 
a. All necessary and desirable details & data. 
b. Resale material. 
c. Educational material. 
d. Sales promotion material. 

 
3. Positive, friendly close, including if appropriate. 

a. Appreciation. 
b. Clear statement of action. 
c. Appreciation and desired, if any. 
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d. Easy action, dated when desirable. 
e. Offer of further help. 

 
INDIRECT (Inductive) APPROACH: 
If you think your reader or listener might react negatively to your message, generally you should not present 
the main idea first. You should start with a buffer – a relevant pleasant, neutral or receiver benefit statement; 
then give an explanatory details before you introduce your idea. 
 

INDIRECT ORGANIZATIONAL PLANS 
BAND NEWS PLAN 

1. Buffer (pleasant or neutral statement) 
2. Explanation 

a. Necessary data tactfully stated. 
b. Pertinent favourable, then unfavourable. 
c. Reader benefits reasons. 

 
3. Decision (implied or expressed) along with offer of additional help or suggestions. 
4. Positive friendly close. 

a. Appreciation 
b. Invitation to future action desired 
c. Easy action 
d. Willingness to help further 
e. Reader benefit and goodwill 
 

PERSUASIVE REQUEST PLAN: 
1. Main idea or best news 

a. Reader benefit. 
b. Reader – interest theme. 

2. Interest 
a. Descriptive details and data. 
b. Psychological appeals. 
c. Reader benefits. 

3. Desire 
a. Statement of request 
b. Supporting data to help create reader’s desire to grant request. 

4. Action 
a. Clear statement of action 
b. Easy action dated when desirable 
c. Special inducement 
d. Reader benefit. 
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7C’S 
BUSINESS WRITING PRINCIPLES  

 
The rapidly, expanding fast moving world with its complex problems and situations are required equally 
dynamic, effective, efficient and quickly result oriented business message. In business communication this 
aim can be achieved by observing the rules of good writing. 
 
For this purpose some authors have devised certain writing principles. As these principles begins with C’s 
and are in numbers are known as 7c’s. 
 
These principles are as follows: 

i.    Correctness 
ii.   Conciseness  
iii.  Clarity 
iv.  Completeness 
v.   Concreteness 
vi.  Consideration 
vii. Courteousness 

 
1. CORRECTNESS: 
Correctness means accuracy of contents, from, language and expression in business letter. Correctness has 
several elements: 
 

i. Use of Correct Level of Language: 
As language in dress of thought, it is perennial to use proper language in writing. There are three 
level of language 
i. Formal 
ii.  Informal 
iii.  Substandard 
Extremely formal language such as anticipation accomplish, assertion deem undercover, terminate 
etc. may confuse the reader in place of these words one may use formal words such as except to find 
out think by etc. of course informal does not mean slang or conversional language like for example: 

INCORRECT FORM CORRECT FORM 
Haven’t got Do not have 
In regard to Regarding 

The deal is not on The deal is not acceptable 
 

ii. Maintain Acceptable Writing Mechanics: 
Maintenance of acceptable writing mechanics means correct spelling and punctuation marks. 
Incorrect punctuation marks not only spoil the beauty of the composition, but may also cause 
miscommunication by changing meaning of the message. 
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iii. Check accuracy of facts, figures and words: 
It is impossible to convey meaning precisely, through words from the head of the sender to a 
receiver. Our goal is to be as precise as possible, which means checking the figures to ensure that we 
are using correct. 

 
2. CONCISENESS: 
Concise means the writer should avoid the unnecessary details or repetition of data. Short sentences should 
be used. A concise message saves time. 
To achieve conciseness, observe the following suggestions: 
 

i. Eliminate wordy expression: 
The writer should avoid outdated, hackneyed expressions. For example: 

WORDY CONCISE 
At this time Now 

Due to the fact that Because 
Allow me to how helpful your last response 

was 
Your last response was helpful. 

 
ii. Include Only Relevant Material: 
Concise does not mean incomplete or discourteous which will destroy its own purpose. A business 
message must include all facts and ideas excluding information already known to the reader, long 
introduction and unnecessary explanation, e.g. 

WORDY CONCISE 
We hereby wish to let you know that our 

company is pleased with the confidence you 
have response in us. 

We appreciate your confidence. 

 
iii. Avoid Unnecessary Repetition: 
Avoid unnecessary repetition and wordy expression. For example 

WORDY CONCISE 
Accordance with your request As you requested 

In some cases Sometimes 
 
3. CLARITY: 
It means that the message should be clear in all respects. Clarity mentions what he trying to say. 
To achieve clarity the writer should observe the following principles. 

i. Choose precise, concrete and familiar words. 
ii. Construct effective sentences and paragraphs. 
iii. Make message readable and comprehensive. 
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UNCLEAR CLEAR 
The man is in the hospital who was injured. The man who was injured is in the hospital 

Being an excellent lawyer, I am sure you can 
help us. 

Being an excellent lawyer you can surely help 
us. 

 
 
4. COMPLETENESS: 
It means that the message is complete in respect of form, contents, attitude, style and language etc. This may 
be achieved by observing the following guidelines. 
 

i. Answer All Questions Asked: 
The message should answer all the questions asked in a serial order and explain all the ideas needed 
and result oriented. 

 
ii. Provide All Necessary Information: 
Make sure to answer 5w’s such as who, what, where, when and why. For example: While placing an 
order the writer should make clear, “What he wants, when he needs it, to whom and where it is to be 
sent and how payment will be made”. 

 
iii. Give Something Extra When Desirable: 
Sometimes we must do more than answer the customer’s specific question. They may not know what 
they need or their question may be inadequate. 

 
5. CONCRETENESS: 
It means the writer should specific, definite, vivid rather than vague and general in his expression. The 
following guidelines are helpful to write concretely. 
 

i. Use Specific Facts & Figures: 
Whenever possible use an exact, precise statement or figure in place of general word to make the 
message more concrete. For example 

VAGUE, GENERAL, INDEFINITE CONCRETE, PRECISE 
Student GMAT scores are higher. In 1966, the GMAT scores averaged 600; by 

1997 they had risen to 610. 
She’s a brain. Her grade point averaged in 1996 was 3.9 on a 

4 point scale. 
 

ii. Put Action in Your Verb: 
Put action in the verbs and the use of active / passive voice should be selective. E.g. 

PASSIVE (Subject receives the action) ACTIVE (Subject performs the action) 
The tests were administrated by the professors. Professors administrated the tests. 
 

iii. Choose Vivid, Image – Building: 
Vivid language often expresses an idea impressively. For example: 
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BLAND IMAGE MORE VIVID IMAGE 
Karim is the one who gets things started in the 

organization. 
Karim is the spark plug of the organization. 

 
 
6. CONSIDERATION: 
It means writer should prepare the message exclusively in the interest of the reader. The thoughtful 
consideration is “you attitude” focus on “you” instead of “I” and “we”. To achieve this principle following 
guidelines should be observed. 
 

i. Focus on “You” Instead of “I” & “We”: 
The reader is naturally more concerned about his own interest. Therefore, the focus should be on the 
second person pronoun. For example: 

 
WE – ATTITUDE YOU – ATTITUDE 

I am delighted to announce that we will be 
extending our hours to make shopping more 

convenient. 

You will be able to shop evenings with the 
extended hours. 

 
ii. Show Audience Benefit or Interest In The Receiver: 
Show interest and benefit of the reader. The writer should try to personalize the reader’s benefit. 
Reader may react positively when benefits are shown them. 

 
iii. Emphasize Positive & Pleasant Facts: 
Pleasant and positive facts should be presented directly and at the beginning. 
But negative and bad information should be given in roundabout way and after preparing the ground. 
A little tact can often change a negative / unpleasant information into a pleasant one. For example: 
 
NEGATIVE – UNPLEASANT POSITIVE – PLEASANT 

It is impossible to open an account for you 
today. 

As soon as your signature card reaches, we will 
gladly open an account. 

To avoid the loss of your good credit rating in 
the market. 

To observe your good credit rating in the 
market. 

 
7. COURTESY: 

It means that the writer must be courteous in communicating message. It is an old saying that “Every one 
gains with courtesy.” 

Courtesy is a goodwill builder. Courtesy and politeness are essential to win customers. 
 
Following guidelines should be observed to achieve courtesy. 

i. Be Sincerely Tactful, Thoughtful & Appreciative: 
Though few people are intestinally abrupt or blunt, these negative traits are a common cause of 
discourtesy. For example: 
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TACTLESS, BLUNT MORE TACTFUL 
Stupid letter; I can’t understand any of it. It’s my understanding… 

Clearly, you didn’t read my latest fax. Sometimes my wording isn’t precise; let my 
try it again. 

 
 
ii. Use Expression That Show Respect: 
The reader wants to receive messages that offend, such expressions are in two groups: Misrelating 
expressions and questionable humor. So the writer should avoid these expressions. 

 
iii. Choose Nondiscriminatory Expressions: 
Another requirement of courtesy is the use of nondiscriminatory language that reflects equal 
treatment of people regardless of gender, race, ethnic’s origin and physical features. For example:
  
 

QUESTIONABLE MORE DESIREABLE 
Freshman  Entering student; first year student. 
Anyone who comes to class late will get his 
grade reduce. 

Students who come late to class will have their 
grade reduce. 
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ORAL COMMUNICATION 
 
Concept: 
Non – written communication is known as oral communication speaking delivering lectures verbs, 
prorating, welcoming, dictating, writing, interviewing, listening, telephoning viewing (using visual aids) etc. 
are some of the form of oral communication. The ability of speak effectively is essential to success in 
business. 
 
Basically oral and written communication are two sides of the same coin the basic requirements are same 
both types of communication have some factors need similar planning step and have equal importance and 
significance. 
 
There has been great revolutionary changes in non written communication in modern times these change 
have taken place due to development of media technology and managerial thinking the usefulness of face to 
face to face talk has realized by business people inter-personal discussions meetings the objectives 
communication microphone, VCR, projector etc. have made oral communication more convenient, effective 
and productive. 
 

DIFFERENCE BETWEEN ORAL & WRITTEN COMMUNICATION 
There are certain differences between written & non-written communication. 
The written word is arrested on paper whatever is written once is final and serves as a record obviously it 
has complicated legal aspects in written communication word must be sufficient to express the meaning 
clearly as there is no facial expression tone gesture etc to the sender etc to help sender of the message. 
 
Non written or oral communication is subject to the highest degree of flexibility availing the facility of 
immediate feedback the speaker modifies his statement, gives more explanation or clarification, use more 
techniques of persuasion and adopts more suitable style facial expressions tone and gesture can be used to 
make the speakers meaning clear moreover the speaker has no worries of spelling and punctuation. 
Obviously speaking is easier then writing if one has the practice to do so. To some extent oral 
communication is free from legal complication as other in no record except that if somebody gets it taped 
clearly. 
 
An oral presentation requires as thorough preparation as a written message. Following steps should be 
observed for preparing talks of oral report.  
 
(a) Determine The Purpose 
The first requisite is to determine the purpose/objective of the talk/report knowing the purpose helps what to 
say and how to say. 
 
(b) Visualize the audience and the situation: 
A speaker should evaluate the audience and the occasion. He should have as clear a picture of the audience 
as possible. It is necessary to make the report / talk suitable to the occasion and easily comprehensible and 
concept to recipients. 
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(c) Knowledge the audience and the situation: 
The audience wants to listen a knowledge person the speaker should have a through knowledge of the 
subject he want to speak on. The speaker must be ready to explain to clarify to answer question and to 
define his assertions this is possible when the person delivering an oral presentation has full command over 
the subject. 
 
(d) Choose leads, collect and analyze data: 
As message (talk / oral report) must be complete in all respect the ideas to be included in the message 
should be chosen carefully. The choice of ideas depend on the nature and purpose of the message. If the 
message requires statistical data these should be collected analyzed and organized in a proper manner. 
 
(e) Use of visual aids: 
Visual aids make oral presentation comprehensive and effective visual like graph tables chart photograph 
video films close circuit TV enliven oral presentation make a talk persuasive and convening but the visual. 
Should be used selectively so as to help the speaker explain point under discussion and not become the focal 
point of discussion. 
 
(f) Rehears the talk: 
After preparing his talk / report the speaker make should make practical application by rehearsing the talk it 
eliminates chances of errors produces confidence in the speaker. 
 

PUBLIC SPEAKING 
In public speaking the speaker has to express himself forcefully, purposefully, and convincingly so as to 
establish and his leadership and have command over the situation leadership has means the ability, the 
tactics to inform to guide to motivate and to persuade the listener to one point of view and to achieve cretin 
and the following guide line are useful while speaking in the public. 
 
(a) Warm-Up and Introduction: 
Before starting the main discussion there should be a brief warm-up the listener / audience should be given a 
minute or two to become familiar with the speaker his tone and accent and the surrounding after 
introduction the topic slowly and clearly the speaker should come to point without wasting any time. 
 
(b) Transistation / change of topic: 
In written communication change of paragraph indicates change of point idea or point in oral 
communication such facility is not available therefore clear transitions should be use to show that the 
speaker is moving from one point / idea to another the speaker should use face indicating transition so that 
audience knows what point/idea is being discussed. 
 
(c) Physical and gestures: 
In public speaking the speaker has advantage of using non-variable facilities such as facial expression a 
raising or lowering voice volume tone etc the speaker can exploit and utilize this facility by using natural 
body movement gestures and conversational style this will make the audience feel relaxed and comfortable 
there should not be any over doing of body movement. 
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(d) Authority and conviction: 
The speaker must show confidence and conviction while speaking before and convocation while speaking 
before an audience that he/she believes in his/her assertions the speaker must be assertive and authoritative. 
 
(e) Eye contact and feedback: 
Eye contact with recipient and the resulting immediate feedback are the two great advantage in oral 
communication the speaker should maintain eye contact with as many listeners as possible and reader their 
feedback or response and try to adjust according to the need or situation. 
 
(f) While Speaking before an Audience: 
The speaker should be relevant to the point concise and polite. 
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LEADING AND PARTICIPATING  
IN CONFERENCES / MEETING 

 
A leader task is to motivate and influence other to act according to his will so as to achieve some specified 
objective a leader inspire his followers to action by persuasion influence power and right in business a 
manager is the leader who communication persuades motivate and inform other to work in the right 
direction. 
 
Leading and participating (in meeting conferences etc) are important functions of managers and executives 
meeting/conferences are facts these are absolutely routine affairs they serve as common ground the manager 
the workers the members (partners / shareholder) sit and put their head together to inform to persuade and to 
solve if some problem arises. 
 
Meeting and gathering where purposeful discourse occurs for better understanding among people to solve 
certain or resolve an issue. 
 
Meeting/Conferences may be of the following types. 
 
(1) INFORMATIONAL: 
Here the purpose is to inform the participants, about some developments or changes. These meetings are 
easy to lead and to participate. As the purpose is to transmit or exchange information, there is no scope of 
any argument or disagreement. 
 
(2) SUGGESTED SOLUTION CONFERENCE: 
In this type of conference, the leader (manager) presents a suggested solution for discussion and debate. All 
the participants take part in the discussion and present their ideas. The suggested solution is adopted with a 
sense of participations. 
 
(3) PROBLEM SOLVING/DECISION-MAKING CONFERENCE: 
The purpose of such a conference is to solve a problem and/or to take a decision. These conferences require 
great tact skill and other leadership qualities on the apart of the leader here there is much scope for 
agreement proper guidance is essential for the success of problem-solving conference. 
 
 

PLANNING STEPS FOR PROBLEM-SOLVING CONFERENCE 
 
(1) BEFORE THE CONFERENCE/MEETING: 
To accomplish his objective the leader (manager) of a conference (particular problem-solving conference) 
must follow certain planning steps. 

(a) Analyze the problem and determine the object of the conference: 
It refers to the agenda. It must be important useful timely and interesting to the participants to 
member of the conference should be informed about the agenda in advance so that they may come 
prepared for the discussion 
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(b) Decide who the participants will be: 
Relevant member of the conference should be invited and informed well ahead of time their interest
  in the topic should be stimulated by showing its importance and by giving some reference 
material and background explanation. 

 
(c) Arrange the venue including Place, Data and Time:  
Consider the suitable day, date and time along with the place the conference or meeting is going to 
be held. 

 
(d) Physical arrangements: 
The leader should take care of the physical arrangements of the conference / meeting place 
comfortable seating arrangement proper air-conditioning/heating and microphone system are 
essential requisites of a successful conference/meeting. A congenial peaceful atmosphere helps and 
encourages good discussion. 

 
 
(2) DURING THE CONFERENCE/MEETING:  
(HOW TO CONDUCT A CONFERENCE/MEETING) 
 
While conducting a conference particularly a problem solving the leader should observe some procedure.  
 

a) Introduce the topic or the purpose of the Conference: 
Introduction of the topic in the beginning is very important. The problem or the topic should be 
introduced clearly and concisely. It may incorporate importance of the problems suggesting issues, 
stating the cause of the discussion. 

 
b) Encourage and Stimulate discussion: 
It is the responsibility of the leader to encourage and stimulate discussion. He should encourage the 
member to take active part in the discussion. To achieve this object, first the leader must show his 
own interest and enthusiasm for the topic and the companies and the benefit and interest in the 
solution of the problem. The problem and its possible solution should be presented in written form 
on a board. A lively, interesting discussion in sure to bring out new facts and new ideas. 

 
c) Sort, select and interpret the data: 
In a largely attended conferences a number of facts, figures and possible solutions may emerge. The 
leader must sort out, select and interpret data and arrange them in proper sequence. He must 
maintain control over the situation and keep the relevant and comprehensive. 

 
d) Direct and motivate: 
The leader must see to it that the discussion in the proper direction and participants are motivated to 
arrive at a consensus. If it becomes obvious that agreement on certain points is not possible, the 
leader should summarize the points of agreement, leaving about the points of disagreement, for the 
future consideration. This will help to end the conference on positive note 
e) State the conclusion / move the resolution: 
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At the end of the conference the leader should move a resolution or present a solution. Here the 
statement should not begin “I” but with “you” (as you have suggested, as you have agreed etc). The 
final result of the conference should give an impression of co-operation, consent and collective 
effort. 

 
(3) AFTER THE CONFERENCE / MEETING: 
Follow up is necessary after the conference/meeting. It requires the distribution of minutes, interpreting the 
name of organization / document date, time and place of meeting. Attendance of participants/visitors, 
summary of reports, of solution, suggestion or resolution adopted and appointment of committees or 
individual to carry out the action. 
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INTERVIEWING 
 
An important aspect of oral communication is interviewing it is a conversation with a purpose and use all 
the type of communication speaking listening writing (notes are made during the interview) and even some 
reading (some written material may used during and after the interview) interview is an inter personal 
communication where information is passed on to and sought from the candidate it is a face to face meeting 
the purpose may be to give and elite views options and information’s. 
 

TYPES OF INTERVIEWS 
Interviews may be of different types some of the important types of interviews have been elaborated by 
professor(s) Murphy/peck/Hildebrand. 
 
1) Selection and job interview: 
Its purpose it to select the candidates for appointment the aim g set suitable candidates for the right job as 
employers become more and more selective realizing the advantage of good staff job interviews have 
become more important than ever the interviewee (probable employee) prepare to face the interviewer 
(prospective employer). 
 
2) Vocational Guidance Interviews: 
Very often academic institutes or some specialized bodies conduct interviews to help individuals find 
his/her best vocation/occupations/profession this is gradually becoming popular in developing countries as 
well as in developed ones. 
 
3) Instructional, training and counseling interviews: 
Very often existing employees are given so special or new assignment an interview is the best possible way 
to train and instruct an employee for the proposed assignment counseling interview is conducted to help an 
employee solve some official or personal problem. 
 
4) Appraisal Interview: 
Periodical interviews guilty are conducted to evaluate and appraise the performance of the employee to give 
better performance in future. 
 
5) Disciplining interview: 
An employee guilty of some fault or inefficiency to bring him to task the accused is given a change to 
explain and justify his action if the replay is not satisfactory he/she is given warning to desist from the 
repetition of such action. 
 
6) Clinical Interview: 
Some time emotionally distribute people are patient of clinical psychologist(s). Several sessions or meeting 
are arranged to resolve the problem the doctor or psycho-therapist may require several sitting such meeting 
take the shape of an interviews which serve as treatment. 
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7) Survey interviews: 
Survey is done to find out marketing data and related problems personal discussion along with prepared 
questionnaire is for survey in field research area such interviews are very common to collect information. 
 

PATTERNED INTERVIEW 
Job Interview: 

 
The most common type of interview is also know as patterned it is considered most effective in getting 
truthful responses from the candidate and on acute judgment about his/her potential for a specific job. 
 

Objective for the Patterned Interview: 
 
There are three objectives of the patterned interviews: 
(a) It helps to evaluate job qualification of the candidates that other sources cannot determine so easily it 

use verbal as well as non-verbal lines to elicit information. 
 
(b)  It provides the candidates essential fact about the job of the company and the facilities/opportunities. 

Offered to help him/her decide whether to accept the job or not. 
 
(c) It creates an atmosphere of mutual understanding, confidence and a felling of good will in the minds 

of the probable employees and the prospective employers. 
 
There are three stages in the process of interview. 
 
 

(A) INTERVIEWS PREPARATION PLANNING INTERVIEW 
Interviews must be carefully planned and prepared as judgment made by interview and interviewer, 
interviewee are often subjective instinctive reactions some time could logical thought at time an interviewer 
may not have the skills to conduct an interview or he/she may lake the understanding or sympathy required 
for the particular interview should plan the interview in the following manner. 
 
(1)  The interviewer should be absolutely sure about the purpose or objective of the interview as 

knowing the purpose is an essential prerequisite of any good communication. 
 
(2) The interviewer should have a clear picture of the company, organizational structure, specific 

requirement of the job, situation or problem for which interview is being conducted. 
 
(3) The material to be used during the interview should be prepared in advance, question to be asked, 

information to be “passed on” sought to should know the prevailing law/regulations for employment. 
 
(4) In case of employment interview same set of question should be asked to all candidates for the same 

post. In such interviews, the interviews should know the prevailing law/regulations for employment. 
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(5) The physical arrangement of the interview place should be peaceful comfortable and congenial the 
interviewer should also plan and prepare to face the interviewee. 

 
(B) PROCEDURE DURING THE INTERVIEW: 

 
(1)  The interview should always began with a brief warm-up he/she receive the candidates as if he/she is 

welcoming a friend in his office handshake some pleasant comments help to relax the candidates and 
ease his tension the best potentiality of a candidates may be discovered only if he/she is free and 
confidant.  

 
(2) The purpose of the interview (if not know) should be explain to be interviewee. 
 
(3) The interview should not make premature evaluation and judgment until the interview is over. 
 
(4) In case of employment interview some set of question should be asked to all candidates for the same 

post in such interviews the interviewer should know the prevailing laws/regulation for employment. 
 
(5) The physical arrangement of the interview place should be powerful and comfortable and congenial 

the interview should also plan and prepare to face the interviewer. 
 
(6) The interview should encourage the candidates to ask question/seek information,take not of herbal, 

non-verbal clues of the candidates obtain maximum information on all relevant point and control the 
direction of the interview. 

 
(7) All through the interview the principle of good communication (commonly know 7c’s principle) 

should be observed there should be no arrangement during the interview whatever may be the out 
come of the interview it should be conducted in the most polite and courteous manner. 

 
(C) FOLLOW UP 

When the processes of the interviewing is complete the next step is to follow up the interviewers except 
some definite hint to come to a conclusion of the exercise taking note be and interview is common feature 
but in should help selecting right candidates for the job this will go along way in helping the deserving 
person the herring organization and the community at large. 
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LISTENING 
 
INTRODUCTION: 
Listening is half of oral communication and it is a skill which should be taken very much seriously how a 
person listens shows his/her attitude to other people as clearly as the way in which he/she speaks. 
 
DEFINITION: 
According to Dumont and Lennon listening is the complex and selective process of receiving, focusing, 
deciphering, accepting and strong these five processes are indistinct but closely interested listening takes 
place only when only processes are present” 
The first processes receiving means hearing or receiving sounds focusing means paying attention to the 
sounds, which are of interest and importance to the listener deciphering means assigning meaning or 
decoding the words received and focused upon accepting means interpreting the message as intended by the 
speaker strong means putting the accepting message in mind for future recall. 
 
IMPORTANCE: 
Listening is a very important aspect of communication through listening business people receive 
information instruction, advice, suggestions, proposal etc. infect listening is learning an individual business 
good listening and speaking there fore listening plays a vital role business has manifold advantages for the 
listener and brings valuable results.  
 

RESPONSIBILITIES OF THE LISTENER 
 
(1) Prepare to listen: The listener should clear his mind, pay full attention and concentrate on what is 

being said he must avoid all out side distraction. 
 
(2) Listen with open mind: The listener should get rid of prejudices he should listen to what is being said 

and what he like to hear. 
 
(3) Establish eye contact: By establish eye contact with the speaker, the listener can concentrate rate and 

listen better. 
 
(4) Avoid anticipation and prejudgment: the listener should avoid anticipating what the speaker is going 

to say as anticipation distract attention the listener should the speaker from his personal appearance 
occupation or position. 

 
(5) Get main point: the listener should pick out importance phrases or key point to fix them in mind. 
 
(6) Show positive response: the listener should show positive response verbally and non verbally by 

saying “no” nodding and smiling a positive feedback from the listener gives incentive to the speaker. 
 
(7) Listen to both non-verbal messages: the listener show pay full attention to the verbal message in 

order to decode it correctly concentration facilitates comprehension. The listener should not speak 
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during the delivery of the message at the same time he should observe the speaker’s gestures, and 
movement. These notes make the message complete and clear. 

 
RESULTS OF GOOD LISTENING 

Good listening is a great skill and it is profitable to both listener and speaker. Good listening has the 
following advantages: 
 
(1) It promotes mutual understanding between the speaker and the listener. 
(2) It leads to positive attitude and permits the speaker and the listener to improve communication. 
(3) It shows that the listener is interested in turn the speaker feels encouraged to give his/her best. 
(4) It helps to receive the listener to receive useful information that helps to take correct decision. 
(5) It helps the speaker (particularly in an interview) to talk out problems. 
(6) It fortress the sprit of give-and-take. 
 

FAULTS IN LISTENING 
Much information that you send orally is lost because of listeners poor listening habits in fact studies agree 
that listening efficiency is no better then 25 to 30 percent. Why? Some causes follow. 
 
i) Prejudice Against the Speaker: 
Perhaps you have hear this quotation, “Who is saying it shouts so loudly that what is said is easily 
forgotten”. We are distracted because who the speaker is conflicts with our attitudes for example can you 
maintain attention when the speaker’s position attitude or brief in entirely contrary to your own? 
 
 
ii) External Distractions: 
The preceding fault was more of an internal distraction some nonverbal causes are strong external 
distraction. Dose the external stammer? Wear loud clothing? Dress sloppily walk or gesture excessively? 
Reek of perfume or cologne? All these and more cause people to tune out on speaker. Actually the entire 
physical environment effects listening among the negative factors are noise fans poor or glaring  light 
distracting background music overheated or cold or oddly shaped or gaudily decorated rooms’ excessive 
draft from a window or register and so on. 
 
iii) Thinking speed: 
Most of us speak between 80 and 160 words per minute yet people have the capacity to think at the 
phenomenal rate of up  to 800 words per minute that leaves time on the listener’s hand (or in his or her 
head). What do you do darning all the time when you are not actually processing the speaker’s words? Do 
you go of on tangent focus your attention elsewhere begins to daydream shift your attention? Soon you can 
be off far away from the word of the speaker missing some important points. 
 
iv) Premature evaluation: 
How many times have you interrupted person before they completed there through? Finished their sentence? 
State their conclusion? Directly as a result of our repaid thinking speed we race ahead to what we feel is the 
conclusion we anticipate we arrive at the concluding through quickly-al through often one that is quote 
different from that the speaker intended.  
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v) Semantic Stereotypes: 
As certain kind of people bother us so too their words. 
Internal reaction words very form from person to person each list influenced by feeling attitude prejudices 
and basis we carry inside ourselves. We tune out the speaker because the word annoys us: it shots so loudly 
in our brain that effective listening is impaired. 
 
vi) Delivery: 
A monotone can readily put listener to sleep or cause them to lose interest sadly some teachers speak in 
monotone so do signification people in government or a business how speaker delivers his or her message 
does annoy some people alone gets an become bared uninterested and critical of the message he’s a bore is 
more a critique of delivery than as assessment of a speaker mental abilities. 
 

PURPOSE FOR LISTENING 
A speaker alone gets an audience to listen wrong all of us have had the experience of reading to the end of a 
page not knowing what we have read similarity it is possible to hear someone without being able to 
summarize what the person has said the fault is not entirely that of the sender. Why listen? There are four 
good reasons: 
 
1) To gain new information and leads: 
Throughout our life time there kernels of information that become a part of as through the spoken word 
lectures in class for example can supplement and us through the spoken word lecture in class for example 
can supplement and clarify a text book information indoctrination give new employees background to a 
company persuasive statements to client give both information and reasons for buying new ideas and 
received daily via the oral communication if one listens. 
 
2) To Question and Test Evidence and Assumptions: 
When a speaker a message much of  what is said consists of fact (verifiable data) or opinion (inference) 
good listener test those fact and opinions against assumptions and then question the speaker additional 
information and the selection of acceptable evidence and data are discussed in the following three chapters. 
 
3) To be inspired: 
Martin Luther Kings “I have a dream” speech inspired as did Patton in the film of the same name key niters 
are selected to set the tone the mod the outline of where a group should go sales meetings are know for there 
rousing kickoffs their enthusiastic opening occasionally with bands vocalists even stage show all seeking to 
motivate to inspire the audience favourable. 
 
4) To improve your own Communication: 
Role models and mentors are valuable to young people entering the business world if you role model is also 
an effective communicator you are lucky how ever if you mentor lacks some communication skills and thus 
cannot serve as a resources other excellent ways exist to study communicators: attending meetings hearing 
speech or even observing famous officials speaking on television. 
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INTER-PERSONAL COMMUNICATION 

Oral communication may take different forms it may be a conference a seminar in the form of large or small 
groups it may be face conversation between two persons such as in interview or dictation.  
Basically inter-personal communication is not different other form of oral communication the difference is 
only that of degree in inter-personal communication there accept have great importance. 
 
(A) Multiple Channels: 
The five human senses constitute the channels in-face-to-face communication it is possible to use several of 
this channel at the same time obviously the use of more than one channel makes the message more clear and 
effective and the response more productive. 
 
(B) Feedback – Action:  
In inter-personal communication there is continual feed from the sender receiver to the sender and vice 
versa as the sender get immediate and continual response. He/she can interpreter it to evaluate the success or 
otherwise of the message. 
 
(C) Inter-Action: 
The sender gives the message and the receives. In a sense this is an inter-action for a brief period the to sides 
change there respective position this inter-action helps the receiver understand as appreciate the message in 
a better way. 
 

 
EFFECTIVE USE OF TELEPHONE 

Using the telephone is very effective in oral communication telephone is a form of instant communication 
which achieves quick response it a play vital role in business world. However, as the two responses do not 
see each other, the word the tone and the style of delivery must be proper to make the message effective. In 
many business organizations the person on the telephone represents the company a proper or improper use 
of telephone by such a person may in chance or damage the reputation/goodwill of the company. While 
using telephone the following etiquette and guidelines should be observed/followed. 
 
(1) The recipient of the call should answer promptly. 
(2) He/she should not say “hello”. It is wastage of time. On picking the call receiver should identify 

himself/here if (name/telephone number, deptt, section, etc). 
(3) He/she should speak clearly with a sweet voice. 
(4) He/she should exercise good manner to everyone with tact discretion. 
(5) He/she should take message correctly and repeat detail. 
(6) He/she should assure caller who has to wait (for some one) that he has not been forgotten. 
(7) He/she should not be hurried impatient. 
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DICTATING 
Dictating means reading or speaking for a person or for a machine to record. Executives, both senior and 
junior, dictate letter, memos or replies to other private secretaries or stenographers, very often report and 
talk are also prepared and then dictated. Dictation is a type of oral communication. To make dictation 
effective following principles should be observed. 
 
(1) Prepare in advance: keep ready all relevant papers, think clearly before giving dictation and jot down 

points. If necessary. 
(2) Dictate slowly and clearly: during dictation, smoking or chewing something should be avoided. 
(3) Uncommon, difficult words and technical terms should be spelled to avoid errors. 
(4) Dictation should be given at a reasonable speed so that the transcriber may not miss any. 
(5) While dictating, punctuation marks and paragraph should be clearly mentioned. 
(6) Encourage the transcriber to make grammatical corrections and observe communication disciplines. 
(7) While dictating the vocabulary and syntax should be that of writing and not that of speech. 
(8) While dictating by telephone or an machine, one must make sure to omit may side comments that are 

neither for operator’s instruction non for the address. 
(9) There should be a time-table or sat time dictating it help dictation without being disturbed by 

telephone call, visitors, etc. 
(10) If detailed and lengthily figures are to be tabulated. These should be written down on paper to be 

copied by the transcriber. 
(11) The golden role of dictation is to “dictate less and delegate more”. 
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ESSENTIAL AND OPTIONAL PARTS  
OF  

BUSINESS LETTER 
 

ESSENTIAL PARTS 
For presentation of contents, there are standard parts, heading, inside address, salutation, body, 
complimentary close, signature and reference. Optional part, when desired, could be: attention line, subject 
line, file or reference number, enclosures, carbon copy notation, mailing notation and postscript. 
 
1. Heading: The letterhead and the typewritten date and file on reference number comprise the heading. 
Usually the date and reference are typed out to space below the last line letterhead, the letter style and 
letterhead-layout help determine which placement to choose for date and reference. 
 
2. Inside address: It should contain all the information, such as name, title and address of the 
person/organization to which it is directed, to ensure that it reaches the intended recipient normally the same 
data is repeated on the envelope. 
 
3. Salutation: It is the friendly greeting that precedes the body of the letter. The form of the salutation has 
become more or less standardized, such as: Dear Sir / Dear Madam, for plural addressed to a company, Dear 
Sir, or gentleman/Dear ladies Dear Madams, to give a more personal touch and cordiality avoid impersonal 
forms and instead use: dear Mr. Ahmed/dear miss (Mrs. Or Ms) Razia john. 
 
4. Body of the letter: The opening paragraph should be short and attractive. It should indicate what the letter 
is about; and. If needed. A proper reference to previous subject matter be also included. Repetition should 
be avoided as it leads annoyance. The function of the last paragraph should be to enable the reader take in 
action or accept a view as desired by the writer. 
 
5. Complimentary close: It should agree with opening salutation e.g. yours faithfully, yours truly etc. 
 
6. Signature: It should be several spaces directly below the complimentary close. It may include name of the 
company, name of the signatory and business title. 
7. Reference section: It placement appears at the left margin either on the same line as that of signature area, 
or a few lines below. 
OPTIONAL PARTS 
1. Attention /Subject lines: The subject line helps tell the reader know at a glance what the letter is about. 
It also helps in filling. 
2. Enclosure/Copy/Mailing Notations: Mailing notation words as special “Delivery”, “Registered” etc are 
instructions for mailing. They may be placed on the original or copy of the letter. 
3. Post script: To emphasize a point already in the or to include a personal brief message unrelated to letter 
may be added. 
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FUNDAMENTAL FORMS OF LETTERS 
 
BLOCK FORM: 
The salutation and the paragraphs are arranged in blocks without indentation. Double spacing be used 
between the inside address and paragraphs. 
 
SEMI-BLOCK FORM: 
It employs the block form with open punctuations in all parts, except that of the first word of each paragraph 
is indented 5 or 7 spaces. 
 
COMPLETE BLOCK FORM: 
The basic principles of this form consist of bringing all the elements of the letter to the left hand margin. 
This is fastest style to type. 
 
SIMPLIFIED FORM: 
It is the most controversial of all the modern letterform as it completely eliminates salutation and 
complimentary close. It uses full block and open punctuation style. 
 
HANGING INDENTATION FORM: 
All the lines of letter body are indented except the first line of each paragraph. 
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SPECIMENPARTS OF BUSINESS LETTER 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                            
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

BABER & CO. LTD 
427 south 4th  

San Roman, Texas 4002 – 1300 
 

24th October 1978 
 
M/s Salma Mateen 
Communication Director 
Spicer & Pigler 
147 Elim Street 
Chili 
 
Dear Ms. Salma: 
_____________________________________________ 
_____________________________________________ 
_____________________________________________
_ 
 
_____________________________________________ 
_____________________________________________ 
_____________________________________________ 
 
_____________________________________________ 
_____________________________________________ 
_____________________________________________ 
 
Yours truly, 
For Baber & Co 
Asma Waheed 
Asma Waheed 
Director Personal 
 
EEL mo. 
Enclosure: 
cc. Mr. Naveed Akmal 

Letterhead 

Date 

Inside address 

Salutation 

Body 

Complementary  close 

Signature area 

Reference initials 

A carbon copy 
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STYLES OF BUSINESS LETTERS 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

BABER & CO. LTD. 
427 South 4th  

San Roman, Texas 4002 – 1300 
24th October 1978 
 
M/s Salma Mateen 
Communication Director 
Spicer & Pigler 
147 Elm Street 
Chili 
 
Dear Ms. Salma: 
 
In the next few days we are going to make announcement in the leading newspapers about one of the biggest ready-
made garments sales: perhaps the first of its size in Pakistan. The reduction ranges 30% to 60%. 
 
Since you have been on our special list of customers, we thought it appropriate to inform you in advance so that 
you may have the opportunity to make your selection before the other customers start pouring in. If it is not 
inconvenient, please visit the factory next week on Monday or Tuesday in the afternoon and make take the material 
of your choice. 
 
The garments have been made from the cloth imported from Italy, France and Japan. You have generally asked for 
this stuff. This time, both the design and colours are wonderful, and that too you can have at considerably reduced 
prices. 
 
We expect your earliest attention and a personal visit. 
 
Yours truly, 
 
For Baber & Co 
Asma Waheed 
Asma Waheed 
Director Personal 
 
EEL mo. 
Enclosure: 
cc.Mr. Naveed Akmal 
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Full block style, open punctuation, flush with left margin. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

JAFER & CO. LTD.
427 South 4th 

San Roman, Texas 4002 – 1300
 

24th October 1978 
 
M/s Salma Mateen 
Communication Director 
Spicer & Pigler 
147 Elm Street 
Chili 
 
Dear Ms. Salma: 
 

In the next few days we are going to make announcement in the leading newspapers about one of the 
biggest ready-made garments sales: perhaps the first of its size in Pakistan. The reduction ranges 30% to 60%. 
 

Since you have been on our special list of customers, we thought it appropriate to inform you in advance so 
that you may have the opportunity to make your selection before the other customers start pouring in. If it is not 
inconvenient, please visit the factory next week on Monday or Tuesday in the afternoon and make take the material 
of your choice. 

 
The garments have been made from the cloth imported from Italy, France and Japan. You have generally 

asked for this stuff. This time, both the design and colours are wonderful, and that too you can have at considerably 
reduced prices. 
 

We expect your earliest attention and a personal visit. 
 

Yours truly, 
 

For Jafer & Co 
Asma Waheed 

Asma Waheed 
Director Personal 

 
EEL mo. 

 
Enclosure: 

 
cc.Mr. Naveed Akmal 
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Modified block style, paragraph intended, mixed punctuation. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Modified block style with paragraph indentation and mixed punctuation, length long. 
 

JAFER & CO. LTD. 
427 South 4th 

San Roman, Texas 4002 – 1300 
 

24th October 1978 
 
M/s Salma Mateen 
Communication Director 
Spicer & Pigler 
147 Elm Street 
Chili 
 
Dear Ms. Salma: 
 

In the next few days we are going to make announcement in the leading newspapers about one of the 
biggest ready-made garments sales: perhaps the first of its size in Pakistan. The reduction ranges 30% to 60%. 
 

Since you have been on our special list of customers, we thought it appropriate to inform you in advance so 
that you may have the opportunity to make your selection before the other customers start pouring in. If it is not 
inconvenient, please visit the factory next week on Monday or Tuesday in the afternoon and make take the material 
of your choice. 

 
The garments have been made from the cloth imported from Italy, France and Japan. You have generally 

asked for this stuff. This time, both the design and colours are wonderful, and that too you can have at considerably 
reduced prices. 
 

We expect your earliest attention and a personal visit. 
 

Yours truly, 
 

For Jafer & Co 
Asma Waheed 
Asma Waheed 
Director Personal 

 
EEL mo. 
Enclosure: 
cc.Mr. Naveed Akmal 
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MISCELLANEOUS Q & A REGARDING LETTERS 
 

Define sales promotion letter? 
American Marketing Association defines sales promotion as: 
In specific sense, those sales activities that supplement both the personal selling and advertising and 
coordinate them and help make them effective, such as displays, shows, expositions, and other non recurrent 
selling efforts not in the ordinary routine. In a general sense, sales promotion includes personal selling, 
advertising and supplementary selling activities. 
 
Difference between Solicited & Unsolicited sales letter? 
SOLICITED SALES LETTER: 
Solicited sales letter are written in response to a request for information about a product or service regarding 
catalogue, prices, terms, discount, delivery etc. such letters are written to a prospective buyer or an old 
customer who wishes to have more information. 
 
UNSOLICITED SALES LETTER: 
Unsolicited sales letters are written without any request from the prospective customers. Such letters are 
initiated by the seller. These letters are also referred to as prospectency or cold turkey letters. If required a 
lot of precautions before writing or passing it on to the persons who might feel interested in the product or 
service. 
 
Describe the systems of sales letter? 
There are three systems of sales letter: 
a) Warehouse system 
b) Continuous system 
c) Campaign system 
 
1. WAREHOUSE SYSTEM: 
To sell low priced goods by mail these letters are sent to a selected list of prospective customers for several 
weeks or months until the letter fails to get response. Usually books magazines etc are sold in this system 
and their annual subscription is obtained in this way. 
 
2. CONTINUOUS SYSTEM: 
Under this system, letters are sent to old customers offer fixed interval of time. Its purpose is to remain in 
touch with the customers, and sell gods and services directly to invite inquiries, urge the readers to visit the 
shop, make an announcement, sent greetings and use other ways to promote relationship. 
 
3. CAMPAIGN SYSTEM: 
When the businessman launches campaign for sale of some goods he sends letters to numerous customers. 
In campaign system letters are written to pursue sales inquiries to secure renewal of orders by mail and to 
produce any type of sales action. 
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What are the uses of sales letter? 
There are five main uses of sales letter: 
1. TO SELL GOODS BY CORRESPONDENCE: 
Sales letter are written to sell goods by mail. The goods sold by mail include books. 
2. TO INVITE SALES INQUIRIES: 
In sales letters all details about the product are not written. They are confined to solicited inquiries which 
may be followed by letters, phones or personal calls. 
3. TO FOLLOW UP SALES INQUIRIES: 
Inquiries which are the result of sales letters and advertisements must be answered by personally dictated 
letters. 
4. TO INDUCE PEOPLE TO VISIT THE SHOP: 
Sales letters are written in such a way that they arose interest of the buyer and than he is encouraged and to 
visit the shop. 
5. TO BUILD GOODWILL: 
Sales letter cause to create the goodwill of the company if they are written skillfully and on time. 
 
What are the functions of sales letters? 
There are four functions of sales letters: 
1. AROUSING INTEREST: 
The opening paragraph must arouse interest and push the reader into taking notice of what you have to say. 
The beginning of the letter should be specific, concrete, original, relevant and pleasing. Expression as given 
below could prove effective. 
 

 Are you feeling weak, tired and exhausted? 
 Do you wish to read the best sellers? 
 Don’t waste your time and energy sweltering office when you can enjoy the comfort of air-

conditioning. 
2. CREATING DESIRE: 
The appeal to emotions and the appeal to reasons can make people desire things. Select those factors of 
product or service that make it superior to others of its kind and stress them from the readers. Point out of 
view. Comparison with other well-known products achievers this purpose very well. 
3. INSPIRING CONVICTION: 
This is done by supporting your claims by evidence by facts (such as sales statistics or tests) and by giving 
the opinion of other risers. The idea is to convince your reader that your product is what you desire to be. 
You can do this by inviting customers to visit your showroom offering goods “an approval” providing a 
guarantee, and so on. Do not make false or exaggerated claims. 
4. INDUCING ACTION: 
The closing paragraph must persuade the reader to take the action you want him to take (for instance, by 
prepaid post-card worded that all he has to do is to file in his name and address) provide him with a sound 
reason why he should reply promptly e.g. you have nothing to loose – and perhaps much to gain – by using 
enclosed card/reply form. 
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Difference between sales and sales promotion letter: 
 

SALES LETTER SALES PROMOTION LETTER 
1. It is written with an object to sale something. 1. It is so written, its purpose is to establish 

goodwill. 
2. There is a set pattern of sales letter. 2. There is no set pattern of sales promotion 

letter. 
3. It may be written in a series or a campaign. 3. It is written on certain occasions. 
4. It is written to sale directly. 4. It is to sale indirectly. 
5. It is urge to reader to buyer. 5. It is written to induce the reader to buy. 
6. Have sales resistance from buyer is greater. 6. Here sale resistance form is very low. 
7. Sales appeals are directly. 7. Sales appeals are indirect. 
8. Sales letters are written in formal style. 8. Such letters are written in informal style. 
9. Product are introduce directly. 9. Product are not directly introduce. 
 
 
What qualities should include in a good order letter? 
An order letter is addressed to the seller in order to purchase goods and services it must contain the 
following information: 
 
1.  The name, brand, grade, size, colour, design, model and other description of the desired output. 
2. The quantity or number required. 
3. The rates agreed upon. 
4. Mode of payment. 
 
 
Job letter is a sales letter? Define. Describe the types of the jobs letter. 
 
JOB LETTER: 
A job letter is sort of sales letter, and the candidate is a product. A candidate to offer his services to the 
prospective employer uses it. A job letter may be invited (solicited) or uninvited (unsolicited). 
 
TYPES 

SOLICITED: 
Solicited job letter is written in response to an ad or call of the employer. 

 
UNSOLICITED: 
Unsolicited job letter is resorted to on the candidate’s own to explore the job opportunity. 
Unsolicited job letter is not a sales letter but also an inquiry about the availability of the job. 

 
 
 
 
What is inquiry letter? 



BUSINESS COMMUNICATION       
B.Com II                                      
                                                                                            

THRESHOLD      Contacts: 
INSTITUTE OF BUSINESS TECHNOLOGIES    021-6826594, 
1st Floor Zainab Manzil, Karimabad, Karachi.   021-8206332 
          0300-2128563  
           
 

Inquiry letters are those written to seek some information about the firm, person, good or services. The 
enquiry letter may be divided into three categories: 
a) Inquiry about the product 
b) Inquiry about the candidate and 
c) Status inquiry 
 
What is CLAIM OR COMPLAINT LETTERS: 
When the goods or services received are not according to the contract of sales, or when payment is not 
received in time on the part of the aggrieved party arises. Complaint also arises when the product is not 
received in stipulated period of time. 
 
a) Explain clearly what is wrong. This explanation should give exact dates, amounts, model number, 

colours or any other specific information that will make a re-check easier for the reader. 
b) A statement of loss that has resulted from the error. 
c) An attempt to motivate action by appealing to the reader’s sense of fair play and honesty. Don’t 

threaten him with loss of business at the first error. 
d) A statement of what adjustment is considered fair. If the writer does not know what adjustment is 

just and fair, he should request for prompt investigation and action. 
 
What is ADJUSTMENT LETTER: 
Replies to complaints known as adjustment letters. They have to achieve the double purpose of satisfying 
the customer and safeguarding the interest and reputation of the writer. 
Adjustment may be in the following forms or situations: 
a) Granting the claims 
b) The seller is at fault 
c) The buyer is at fault 
d) When the fault is not yet determined and will be adjusted 
e) Granting request, such as approving credit. 
f) Refusing requests. 
 
What is circular letter? 
It could be used for communicating on one and the same subject either with the staff within the organization 
or with business parties outside. Therefore, a CIRCULAR letter can be defined as a message of common 
interest meant for many. 
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CLAIM LETTER REGARDING DEFECTIVE GOODS 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
COMPLAIN LETTER REGARDING ERROR IN AN INVOICE 

 
 
 
 
 
 
 
 
 
 
 

COMPLAINT CONCERNING DAMAGED GOODS 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Dear Sir, 
We remained satisfied, till October 23, 1999 with the working of the twelve 486-Dx4 PCS, you supplied us against 
our order no. 4524, dated July 23, 1998 with one year warranty. 
However, we are sorry to state that quite contrary to their previous performance and reputation, the memory of two 
of them has started diminishing and the mouse of another has stopped functioning property. We are sure that these 
problems developed not due to malfunction on the part of our operators but due to some interim fault. 
We expected that you should immediately arrange replacement of all the three defective Pcs and send your experts 
to examine the rest of the computers to prevent any further damage. 
Yours truly, 
 

 
 
 

Dear Sir, 
When your representative, Muhammad Faizan Majid, called on me in late August, he told me that you were ofering 
a special discounted price of Rs.25000 on the computer system. I ordered ten via order no. 2456/98. However, the 
invoice no. 4438, I received showed the amount due as Rs. 300,000 – a difference of Rs. 50,000. 
I am enclosing a cheque for Rs. 250,000 unless I hear from you to the contrary, I will assume that this is the correct 
amount. If this is not the case I would like to cancel two of the computer systems. 
Yours truly, 
 

 
 

Dear Sir, 
We ordered 36 air conditioners on 3 January and they were delivered yesterday. Unfortunately, I regret that 8 of 
them were badly scratched. 
The package containing these goods appeared to be in perfect condition and I accepted and signed for without any 
question. It was on unpacking the air conditioners when the damaged was discovered, and I can only assume that 
this was due to reckless handling at some stage prior to packing. 
I am enclosing a list of the damaged goods and shall be glad if you will replace them. They have been kept aside in 
case you need them to support a claim on your supplier’s compensation. 
Yours truly, 
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ADJUSTMENT – POSITIVE RESPONSE (GOOD NEWS MESSAGE) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
ADJUSTMENT – NEGATIVE RESPONSE (BAD NEWS MESSAGE) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

A BADLY WORDED CLAIM LETTER 
 

 
 

I.B.M. Ltd. 
M.A. Jinnah Road 

Karachi-54700 Tel: 6369159 
 
Dear Sir, 
 
Thank you for your letter of June 10, in which you apprised us of a possible discrepancy regarding order 123/DF of 
computer supplies. 
 
We express our concern and apologies for the inconvenience it may have caused you. We have made an immediate 
change as per you instructions. You should receive the correct items within a day or two. 
 
Thank you for bringing this matter to our attention. We shall try to strengthen the areas in which we fall below our 
high operational standard. 
 
Yours truly,  
Ali Jaffar 
Ali Jaffar 
Sales Manager. 

Dear Sir, 
 
Thank you for your letter of June 10, in which you informed us of a possible discrepancy regarding order 123/DF 
of computer supplies. 
 
An extensive of our records indicates that no mistakes were made and that the items dispatched are correct as 
stated. Moreover, our reports suggest that the defect may have developed due to reckless handling. Therefore we 
regret that replacement under such conditions is not possible. 
 
In adjustment, if you discover additional information about the situation please feel free to contract us. We shall be 
obliged to serve you. 
Yours truly, 

Gentlemen, 
That television set your store sold to me last week is disgrace. The picture is distorted and flops around us so that 
we can’t look at it. Your repairmen came twice and the set was in worse condition. You deliberately gave me a bad 
and defective set. If you won’t replace the set I shall have nothing to do with your store in future. 
Yours truly, 
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ENTER IN A COURTEOUS TONE 
 
 
 
 
 
 
 
 
 
 
 

UNSOLICITED SALES LETTER 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
SITUATION: Write a unsolicited sales letter in which you are introducing new product. 

Dear Sir, 
I have been your customer for the last ten years, and you never gave me a chance to complain. It is my misfortune 
that the television I bought from your store last week is not giving good service. The pictures are distorted with 
flops continuously. Your repairman came twice, but he was unable to remove defects. I cannot blame you for it. 
But can sympathies with me and understand my feelings. I shall be very grateful if you have take back the set and 
give me one in good condition. 
Yours truly, 
 

Japan C.B.M. Co. 
Electronic Market 

Tokyo 
December 6, 2001 
 
M/s Farhan Hussain 
Al – Azam Square 
Karachi. 
 
Dear Sir: 
 
It is the major break through that our engineers have achieved first time in computer technology. 
 
Now we are introducing the latest model of “Pentium IV Computer”, is a product of highly advanced technology. 
The characteristics of Pentium IV are as follows which makes it different from Pentium III. 
 
Excel 2000 mother board. 
It contains 52X CD ROM with remote control. 
20 inch colour monitor 
950 Mega Hertz Processors 
A sensational range of verities top class quality unbeatable prices and effective after sales service made the 
Pentium IV best. 
 
We are enclosing a broacher, if you send us enclosed postage – paid envelop the desired computer will be in your 
hands in one week. Please contact us Ph# 6369159 OR Mais us: www.Faisal.com @ Yahoo.com. 
 
Yours truly, 
Japan CBM. Co. 
Pushti Khan 
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UNSOLICITED SALES LETTER 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

THE SUPER DEPARTMENTAL STORES 
ANNOUNCE 

EID-UL-FITAR 
SALE 

December 6, 2001 
 
M/S Farhan Hussain 
Al-Azam Square 
Karachi. 
 
Dear Sir: 
 
On the eve of happy Eid-Ul-Fitar, We offer our patrons substantially reduced prices on the good in stock. The 
sale will remain open till midnight of 22 December,2001. 
 
In basement stores, the reduction ranges between 25% to 50%. 
In all stores, we offer at least 12 1/2 % reduced prices. 
Home delivery service is available for goods valued over Rs. 500. 
Gift parcel packing at no extra cost. 
 
Please pay us a visit and bring your friends along. Such a grand sale offered for the first time in Pakistan, by 
only your OWN…. 
 
Yours truly, 
The Super Departmental Stores.
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SITUATION: Write a unsolicited sales letter to customers on the occasion of Eid-ul-Fitar in which you 
offering special discount. 

SALES PROMOTION LETTER 
 
 

€ 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

SUPER DEPARTMENTAL STORES 
Safari Road 

Lahore 
August, 28, 2000 
 
M/S Bushra & Bros 
New Anarkali 
Lahore. 
 
Dear Sir, 
 
We have observed with considerable regret that you have been in active for some time. You may perhaps 
think that the account makes no substantial difference to a firm like ours. We want to assure you, however 
that the loss of a longtime customer is definitely greater than the gain of few new ones. The loss of a 
customer like you has prompted us to enquire if there is any thing we can correct or explain.  
 
We shall be glad to know of our lapses or any other thing that you may consider has distributed our pleasant 
business relations. This, you will agree, would be helpful in explaining the things to yours satisfaction. 
 
We look forward to hearing from you. 
 
Yours truly, 
For Super Departmental Stores 
 
(Ahmed Ali) 
Sales Manager 
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SITUATIONS: Write a sales letter to a customer whose account has been inactive for some time. 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

NASIR & CO. 
139-M.A. Jinnah, Road 

Karachi. 
January, 18, 2001 
 
M/S Shahid & Sons 
139 M.A. Jinnah Road 
Karachi. 
 
Dear Sir, 
 
In the next few days we are going to make an announcement in the leading newspapers about one of the 
biggest ready – made garments sales : perhaps, the first of its size in Pakistan. The reduction rages 30% to 
60%. 
 
Since you have been on our special list of customers, we thought it appropriate to inform you in advance so 
that you may have the opportunity to make your selection before the other customers start pouring in. If it is 
not inconvenient, please visit the factory next week on Monday or Tuesday in the afternoon and make take 
the material of your choice. 
 
The garments have been made from the cloth imported from Italy, France and Japan. You have generally 
asked for this stuff. This time both the design and colours are wonderful, and that too you can have at 
considerably reduced prices. 
 
We expect your earliest attention and a personal visit. 
 
Yours truly, 
For Nasir & Co 
Hameed A Siddiqui 
Sales Promotion Manager. 
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SITUATION: Write a sales promotion letter to customers informed them about your merchandise which you 
have imported recently. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

TULIP SHOPPING HUT 
Karimabad 

Karachi. 
23rd July 1972 
 
M. Tauseef Shah 
R-231/1, Sharifabad 
Karachi. 
 
Dear Sir, 
 
Welcome as our new neighbor and warm congratulations on owing a house beautifully built and a home 
with flavours of love and happiness. 
 
Our departmental store is situated just at a walking distance from your new banglow we shall be honored if 
you step into our Hurt or even a telephone call enough for our prompt and flawless service. 
 
We are awaiting eagerly. 
 
Yours truly, 
For Tulip Shopping Hut. 
 

TAJ MEHAL HOTEL 
Shahrah-e-Faisal Karachi 

 
23rd July 1972 
 
M. Tauseef Shah 
R-231/1, Raufabad 
Karachi. 
 
Dear Sir, 
 
Thank you for selecting our swimming pool enclosure for celebrating your daughter’s birthday. Infact our 
staff was very much pleased by serving your guests. 
 
Hope your daughter, you and your guests would have enjoyed the company. We are eager to welcome you 
again with our home hospitality. 
 
Yours truly, 
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SITUATION: Write a sales promotion letter to customer thanks for selecting your Hotel for Party. 
 INQUIRY ABOUT PRODUCT 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

K – BE – ELECTRONICS  
M.A. Jinnah Road 

Karachi 
 
December 2, 2001 
 
Mr. Abdul Majid 
Hi – Tech Industries 
Shahrah-e-Liaquat 
Karachi. 
 
SUBJECT: Inquiry about product 
 
Dear Sir, 
 
Yesterday I happened to read your advertisement in a news paper about your company’s electronic goods. 
We are dealers in electronic goods such as V.C.R, Radio and other home appliances. 
 
We are interested in dealing in your products also. We will appreciate if you provide us the following 
information. 
 
What is the range of the cassata recorders that you manufactured? Do they have doubly system, with 
separate equalizers.  
 
What mark up do you allow to your customers? 
 
Do you provide any guarantee to your customers? 
 
Can the goods be purchase on credit? 
 
Are the spare parts easily available in the market? 
 
We will appreciate your reply by the end of this month because on the first of the next month we are going 
to take a final decision to purchase new electronic goods for our store. 
 
Yours truly, 
K – BE - Electronics 
Farhan Ali Agha 
Farhan Ali Agha 
Purchase manager. 
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INQUIRY ABOUT CANDIDATE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

BIG CORPORATION  
Rana Center Clifton 

Karachi 
 
December 1, 2001 
Ref.#67/enq/01 
 
The Director Personal 
King Corporation 
Gul chambers, Sadder 
Karachi. 
 
SUBJECT: Inquiry about Mr. R.K. Khan. 
 
Dear Sir, 
 
These days we are hiring process during which we have received an application from one Mr. A.R.Khan, 
your ex-junior officer. 
 
Before we make a final decision about his selection we need some help from you which you can by 
providing the following information. 
 
What is your experience about his punctuality and integrity? 
 
Did you find him working under pressure without yielding? 
 
What are your comments on his communication skills, social ability and getting along with other? 
 
Please give your roundly view of his knowledge of the work and field of specialization. 
 
Please give any other revealing information about. 
 
We assure that the above information will be kept in strict confidence. Your cooperation will go along way 
in forming a right opinion about Mr. A.R.Khan. 
 
Since the selection process will find its way to complications in fortnight we request you to kindly furnish 
your information during that period. 
 
Yours truly, 
Big corporation 
 
Umair Majid 
Umair Majid 
Director Personal 
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FAVOURABLE REPLY ABOUT CANDIDATE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

UNFAVOURABLE OR NON RECOMMENDATION 
 
 
 
 

 

KING CORPORATION 
Gul Chambers, Sadder 

Karachi 
 
December 1, 2001 
Ref.#120/enq/01 
 
The Director Personal 
Big Corporation 
Rana center, Clifton 
Karachi. 
 
SUBJECT: Reply of your inquiry about Mr. R.K. Khan. 
 
Dear Sir, 
 
We appreciate your letter#67/enq/01 of December 2001 enquiring about Mr. A.R. Khan our ex-junior 
officer you would be pleased to have the following information. 
 
According to his record he was punctual and an upright man. 
Yes he has tremendous ability to work under pressure with out hesitation. 
We found him with enviable communication skills, social ability and ability to get along other. He 
possesses full extent of the knowledge of his work and he is special in many field including accounting, 
marketing personal. 
He is quite competent in accounting administration work and possesses good knowledge computers.  
 
We assure that the above information will help you to form a right opinion about Mr.s A.R. Khan. It was 
nice of you to write to us. Please don’t hesitate to contact us again, if we can be off further assistance. 
 
Yours truly, 
For King Corporation. 
 
 

During the last three months he developed some habits which he could explain. H.O account did not telling 
with the original goods. 
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STATUS INQUIRY 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

GEM CORPORATION 
Mehran Centre, Clifton 

Karachi 
 
December 2, 2001 
Ref.#98/enq/01 
 
The Managing Director 
LEO CORPORATION 
Imran Centre, Saddar 
Karachi. 
 
SUBJECT: Inquiry about DELTA CORPORATION 
 
Dear Sir, 
 
Delta Corporation has applied for a loan and since it is their first business contract with us we are not in a position 
to make a decision to lend until we have certain information about them.  
 
Since Delta Corporation has nominated you as surety we request you to kindly send us the following information as 
a guideline. 
 
How long have you been in business with them? 
 
Did you ever encounter any problem in collecting your amount from them? 
 
Can you tell us if they are indulged in speculative business? 
 
The objective of the above information is to determine the business character of the company. We assure you that 
all the information that you provide will be keep in strict confidence. 
 
We will appreciate early reply. 
 
Yours truly, 
For Gern Corporation 
 
Baber Saleem 
Baber Saleem 
Director Personal 
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FAVOURABLE REPLY OF STATUS INQUIRY 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

UNFAVOURABLE REPLY 
 

LEO CORPORATION 
Gul center, Saddar 

Karachi 
 
December 2, 2001 
Ref.#102/enq/01 
 
The Managing Director 
GEM CORPORATION 
Mehran Center, Clifton 
Karachi. 
 
SUBJECT: Reply of your inquiry about DELTA CORPORATION 
 
Dear Sir, 
 
We appreciate your letter #98/enq/01 of December 2, 2001 about Delta Corporation. You would be pleased to have 
the following information. 
 
We have been in business with them for the last 20 years. 
 
To the best of our memory never encounter any problem in collecting our amount. 
 
To the best of our knowledge they never indulge themselves in speculative business. 
 
We assure that above information will go a ling way in forming your opinion and establishing their business 
character. 
 
It was nice of you to contact us if you need any further information we would be glad to help you. 
 
 
Yours truly, 
LEO Corporation 
 
Farah Shah 
Farah Shah 
Managing Director 

During the last one year their debt paying practices have turned back. We have much amount outstanding by them 
for the last many months. 
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ORDER LETTER 
 

ABDUL MAJUD & CO 
123 Garden Road 

Lahore 
 
September 5, 2001 
 
The Sales Manager 
International Business Machines 
Chalsi street 
Japan 
 
Dear Sir: 
 
We are obliged for the quotations October 21, for the supply of computer systems. We find your terms and 
conditions satisfactory and will appreciate if you send us the following items by train. 
 
No. QTY. DESCRIPTION MODEL NO. RATES (RS) TOTAL. (RS) 
1. 20 Super Speed MC413 45,000 900,000 
2. 5 Pioneer 2X120 25,000 125,000 
3. 5 Intel 233MX 20,000 100,000 
     1,125,000 
 
Please pack the consignment in strong wooden cases with adequate protection for shipping. 
 
Make sure that the consignment reaches us before November 20. The docking receipt may be sent through our 
bank, MCB Ltd. 152 green town Lahore. The payment will be made through our bank after the goods have been 
received us intact. 
 
Yours truly, 
Atif Shaikh 
Atif Shaikh 
Manager EDP 
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ACKNOWLEDGING AN ORDER LETTER 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

INTERNATIONAL BUSINESS MACHINES 
Chalsi Street 

Japan 
 

November 5, 2001 
 
The Manager EDP 
Abul Majir & Co 
123 Garden Road 
Lahore. 
 
Dear Sir: 
 
Thank you for the order of October 24. It is a pleasure to have you on list of customers. I assure you that your 
instructions are being followed most carefully. 
 
Enclosed is a memorandum bill which shows the amount due. You shall receive the goods before the date 
specified. We hope that our business relation will grow ever more prosperous. 
 
If you have further inquiries, please feel free to contact us. We shall be glad to assist you. 
 
Yours truly, 
 
Baber Saleem 
Baber Saleem  
Sales Manager 



BUSINESS COMMUNICATION       
B.Com II                                      
                                                                                            

THRESHOLD      Contacts: 
INSTITUTE OF BUSINESS TECHNOLOGIES    021-6826594, 
1st Floor Zainab Manzil, Karimabad, Karachi.   021-8206332 
          0300-2128563  
           
 

HANDLING A DEFECTIVE ORDER 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

REFUSAL OF AN ORDER 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

INTERNATIONAL BUSINESS MACHINES 
Chalsi street 

Japan 
November 5, 2001 
 
The Manager EDP 
Abdul Majid & Co. 
123 Garden Road 
Lahore. 
 
Dear Sir: 
 
Thank you for your order of September 2 regarding for thirty Pentium computer systems. 
 
The cases in which want these systems were not mentioned. As you know, we stock different types 
of casings. Enclosed you shall find the illustrated catalogue which shows the various types of 
available. 
 
If you will indicate the exact type, we will see that your order goes out at once. 
 
Yours truly, 

INTERNATIONAL BUSINESS MACHINES 
Chalsi street 

Japan 
November 5, 2001 
 
The Manager EDP 
Abdul Majid & Co. 
123 Garden Road 
Lahore. 
 
Dear Sir: 
 
Thank you for your order of October, 21, for the computer systems. For sometimes we have been 
receiving orders which are far in access of our output and even with our suppliers working night and 
day, we have not been able to fill some of our old customers orders full. 
 
We regret this condition very much, which makes it possible for us to accept your order. It would be 
unfair to accept your order, even if we wished, because we cannot meet the delivery obligation. 
 
Yours truly, 
For International Business Machines 
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REMINDER FOR COLLECTION 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

URGENCY FOR COLLECTION 
 
 
 
 
 
 
 
 
 
 
 
 

ULTIMATUM FOR COLLECTION 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Dear Sir: 
 
This is intended merely as a friendly reminder of your obligation towards us. Our records indicate 
that the amount of Rs. 40,000 is currently past due by one week. 
 
Now that it has been brought to your attention, we are sure you will want to your account up-to-date. 
 
If by any chance, this letter crossed paths with your cheque. Please disregard this as a friendly 
reminder and accept our thanks. 
 
Yours sincerely, 
 

Dear Sir: 
 
Enclosed here is a copy of the statement of account which shows that you have an outstanding 
balance regarding the purchase of computer systems via order no. 123a dated September, 25. 
 
Is there some reason we have not heard from you despite the couple of reminders? The amount you 
owe us is now long past due and is beginning to concern us. Don’t you think we are entitled to an 
explanation? Please let us hear from you at once. 
 
Yours truly, 

Dear Sir: 
 
As a businessman, you know the value of a good credit reputation, which is your most valuable 
asset. 
 
You are risking your credit for Rs. 40,000/= then balance your account with us. 
 
Prompt attention to your obligation is the one way to maintain you credit reputation; otherwise, we 
shall be compelled to take action to enforce payment. 
 
Yours truly, 
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SOLICITED JOB APPLICATION 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

TALHA ANWAR 
112 – Defence Colony 

Lahore 
 
October 20, 2001 
 
The Manager EDP 
Lever Bros. Ltd. 
SITE Karachi. 
 
Dear sir: 
 
I am interested in the vacancy which you have advertised in “The Daily Dawn” dated October 15, 
2001 for the post of chief accountant. 
 
This kind of work in which your company is engaged particularly interests me, and I would welcome 
the opportunity it would afford to use my computer skills, which are not utilized in my present post. 
 
Enclosed is my resume which will reveal that I have been an enthusiastic worker and that my 
practical experience has refined my abilities. Moreover, I can handle office work independently and 
efficiently. 
 
If you feel I measure up to your standards, I look forward to the pleasure of having a personal 
interview at your convenience. 
 
Yours truly, 
 
Talha Anwar 
Talha Anwar 
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SITUATION: Write a job application for the post of senior accountant which you have read about in the 
newspaper. Assumed necessary details. 
 

UNSOLICITED JOB APPLICATION 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Farrukh Hussain Khan 
F 26/10 Federal Capital Area 

Karachi. 
 
Direction of Human Resources 
P.O.Box# 123 
C/O Daily Dawn, Karachi. 
 
November 27, 2001 
 
I am interested in the vacancy which you have advertised in “The Daily Dawn” dated October 15, 
2001 for the post of assistant accountant and wish to offer the services of same. 
 
I am a commerce graduate from Karachi University and have a good knowledge of accountancy, 
auditing, income tax law and company law. Besides being a commerce graduate I have also 
complete a D.I.T from APTECH. 
 
It is my ambition, enthusiasm and restlessness to further my proficiency by assuming a position of 
higher responsibility. I want to work and learn to maximum. 
 
I shall be grateful to you for an interview call at your convenience. 
 
Yours truly, 
 
Farrukh Hussain 
Farrukh Hussain 
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RESUME 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

TALHA ANWAR 
52 West 85th street, 
Birdwood Road,              Telephone # 36369159 
Lahore – 54700              E-mail: Talha_1@gmail.com 
 
JOB OBJECTIVE: 
Accountant: A Position of Chief Accountant. 
 
PERSONAL DATA: 
Date of Birth:   20 October 1980 
Marital status:   single 
Religion:   Islam 
 
EDUCATION: 
1998 – 2000   Oxford University, London UK  
    Management Accountancy. 
1996 – 1998   University of Karachi 
    Bachelor of Commerce. 
1994 – 1996   Govt. Premier College Karachi 
    Inter Commerce. 
1992 – 1996   Delhi Govt. Boys Sec. School 
    S.S.C. Part II 
 
MAJOR COURSES:  Principles of Accounting, Management Accounting, Auditing and  

Financial Reporting.       
 
RELATED COURSES: Business Finance, Corporate Financial, Management, Law, Corporate Low,  
    Business Communication. 
 
WORK EXPERIENCE: 
Presently   Faizan Majid & Co. Financial Research and Miscellaneous Clerical work. 
1996 – 1998   Salesman, Survey, Taker and Warehouse Keeper in Delta Corporation. 
 
ACTIVITIES: 
University   Chairperson of the Advisory committee. 
    Member of Management Training Program. 
College    President of Debate Society. 
 
REFERENCES: 
Mr. Faizan Majid  General Manager. 
    Faizan Majid & co. 
    M.A. Jinnah road Karachi. 
Mr. Salman   Manager. 
    Delta Corporation 
    Clifton Karachi. 
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REPORT WRITING 
DEFINITION 
A report is a communication from someone who has information for some one who wants to use that information. 
 
CLASSIFICATION OF REPORT 

1. ACCORDING TO SUBJECT MATTER: 
A report may pertain to accounting, management, economics, finance, engineering, or marketing. 
Accounting reports may again be classified as related to cost, tax and finance. 

 
2. ACCORDING TO THE PERIOD COVERED: 
They are called periodical reports. Such reports are written regularly, daily, weekly, monthly or annually. 

 
3. ACCORDING TO FUNCTION: 
The function of the reports may be informing or analyzing. 

 
a) INFORMATIONAL REPORT: 
The informational reports simply informing the reader about facts relating to a topic. 
Thus informational letter reports may summarize conferences, present progress reports or periodic 
reports or have a variety of other purposes. 

 
b) ANALYTICAL REPORTS: 
Often used in a letter reports is the problem solution format. Thus a letter report with problem 
solution format called analytical report. 

 
4. ACCORDING TO FORMALITY: 
Reports may be classified may be formal or informal. 

 
a) INFORMAL REPORT: 
They are similar in many respects to business letters. They are produce in a length of one to three 
pages on the letter head, with usual inside address, salutation and signature as in a business letter. 

 
b) FORMAL REPORT: 
A report is formal when all the usual formalities of wording and appearance have been observed. 

 
5. ACCORDING TO FORMAT: 
According to format there are two types of a memo format and a letter format report. 

a) MEMO FORMAT: 
These reports are used within the organization. They are short, to the point, objective and act as 
ready reference for the manager. 
b) LETTER FORMAT: 
It has a letter format. It includes letterhead, inside address, salutation, complimentary close, 
signature and references section travels outside the organization. 
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6. ACCORDING TO THE ORIGIN: 
The origin of the reports may be authorized or voluntary. It may also be private or public. 

a) AUTHORIZED REPORTS: They are written on request. 
b) VOLUNTARY REPORTS: You write them on your own discretion. 
c) PRIVATE REPORTS:  They come into existence in a private business firm. 
d) PUBLIC REPORTS:  It originates in a govt. public institution, university. 

 
PLANNING STEPS  

FOR  
WRITING A BUSINESS REPORT 

 
Business report, being a complex and detailed document in which important business decisions and actions are 
based, must be planned carefully and methodically. Due to its significance is business activities its planning is of 
almost importance. Besides, like any other business communication, it must observe all the principles of good 
writing. Following are planning steps which are help to write effective and useful business. 
 
1. KNOW THE PURPOSE AND THE PROBLEM: 
The first planning step is to understand and analyze the problem. The writer has to understand the problem, the 
purpose and scope of the report. It saves time and expense that may be lost in seeking unnecessary data. 
Understanding the problem and knowing the purpose helps to know where to go, how to investigate and what to 
do? 
2. VISUALIZE THE RECEIVER/READER: 
Visualizing the receiver is necessary to accomplish the purpose of report writing. The writer should know for whom 
he is writing to report. In this context the writer should have answer to the following questions: 
a) Who is the receiver? 
b) Why does he/she require the report? 
c) What question does she/he want answered? 
d) What is his / her idea and experience about the problem? 
e) How many persons besides the receiver are interested in the report? 
3. COLLECT THE REQUIRED DATA: 
First the writer should make list of data/information know to him. Then he should determine the data needed for his 
work. The required data may be collected from source primary and secondary. 
4. SORT INTERPRET AND ORGANIZE DATA: 
After collecting the required data, the writer should select the relevant, objective important and meaningful 
information. Then the selected data should be organized according to some system, on the basis of criteria, order of 
the time, order of significance or sources of information. 
5. ANALYZE AND EXAMINE THE DATA: 
After organizing the data the report writer should analyze and examine them. The analysis should be unbiased, 
objective and accurate. The examination of the selected information should be through and microscopic. 
6. MAKE AN OUTLINE: 
Preparation of an outline is essential for writing a good report. The writer should determine the method of how 
report. 
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FUNCTIONS  

OF A BUSINESS REPORT 
 
A business report performs various functions to help business executives.  
Some of these functions are: 
i. It helps to understand the problem. 
ii. It explains the weakness, strength and difficulties the company is facing. 
iii. It provides important facts and data. 
iv. It helps the management to take sound and correct decisions. 
v. It helps the management to design policies, programs and procedures. 
vi. It may be used for training, development and research. 
vii. Reports very often suggest remedies / solutions of problems. 
viii. Reports are useful for overall improvement in business activities. 
ix. Reports provide feasibility of project / product / service. 
x. Reports help in forming an objective thinking. 

 
FUNCTIONS, USES, OR ADVANTAGES OF A BUSINESS REPORT 

A business report has the following function, uses, or advantages: 
1. It provides a better understanding of the problem. 
2. It measures progress. It reviews the progress of a project or programs of a company. It explains  
 how far a company has achieved its objectives and goods. The report explains where lie the  
 weaknesses and strengths and what difficulties, impediments the company is facing. 
3. It provides facts and valuable data before reports are prepared necessary and relevant  
 information is gathered from reliable primary and secondary sources.  
4. Management uses reports for sound decision – making. 
5. Management find it self in a better position to redesign policies, programs and procedures. 
6. Management can learn its fault in relation to employees, production, marketing and finance,  
 therefore, report acts as a control device. 
7. It is useful for common interest. Reports provide information and technical and professional  
 knowledge. They help in developing new theories, discoveries and methods.  
8. Reports may be used as valuable material for training, development and research. 
9. Reports not only define and analyze the problem but they suggest remedies to it. They may  
 contain one or a set of an alternative courses of actions. 
10. The reader may select the best from among them it suggests the reader to adapt himself to the  
 tune of time and situation and take actions accordingly. 
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QUALITIES  
OF WELL – WRITTEN REPORTS 

The writer of a business report must observe all the principles of good written communication. Thus the quality of 
the report depends on the accomplishment of completeness, conciseness, correctness, concreteness, clarity, 
consideration and courtesy. Besides these qualities a good report should have the following characteristics: 
 
1. Appropriateness’ a good report muse be appropriate to the situation. It should be relevant and  
 adopted to the reader’s needs; 
2. Utility; a report is valued on the basis of its usefulness. Its utility lies in a better and finer  
 decision. 
3. Reliability; a report should serve the purpose for which it is written. It should help in overcoming  
 the difficulty and solving the problems. 
4. Persuasiveness’ a good report must be forceful and convincing. It should persuade the reader to  
 accept the data and to use tem for his/her benefit. 
 

ESSENTIAL PARTS  
OF A FORMAL REPORT 

 
COVER: 
Use a cover only for long reports. Use a sturdy, plain, light clipboard with good page fasteners. With the cover on, 
the open pages should remain flat. Center the report title and your name four or five inches from the upper page. 
 
TITLE PAGE: 
The title page signals the readers by giving the report title, author’s name, name of person or organization to whom 
the report is addressed, and date of subscription. 
 
TITLE: 
You title promises what your report will deliver by stating the report’s purpose and content. A title in order to be 
clear, accurate, comprehensive, specific, concise and appropriately phrased. 
 
PLACEMENT OF TITLE PAGE: 
Do not number your title page, but count if as page (1) of your prefatory pages. Center the title horizontally on the 
page, three to four inches below the upper edge, using all capital letters. 
 
LETTER OF TRANSMITTAL: 
This letter comes immediately after the letter of authorization and is bound as part of the letter. It is covering 
because it transmits the report. The transmittal letter may include the following: 
(1) Authorization of the recover 
(2) Acknowledgment to those who helped with the report 
(3) Unexpected findings, major conclusions, and special suggestions. 
(4) Emphasis on follow up research, if need be 
(5) Personal comments not included in the body of report 
(6) Urging the reader to take timely action 
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LETTER OF AUTHORIZATION: 
It is also comes immediately after the letter of commissioning. In it the individual or the management authorizes the 
report writer to prepare the report. It is also serves as an appointment letter issued to the writer. The authorization 
letter helps the writer get the company data and take interviews necessary for study. In this sense it is an 
introduction letter. Authorization letter appears immediately after title page. 

 
 

INFORMAL MEMORANDUM REPORT 
 
 

 
 
 
 
 
 
 

 
 
  
 
        
 
 

 
 
 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 
 

 
To:  Mirza Ali Jaffer 
From:  Rehan Rana 
Subject: Season ticket sales for 2000 
Date:  28th August, 2001 
 
Season ticket sales for 2000 increased 15.1 percent over last year. This year we sold 18,366 tickets as 
compared with last year’s total of 15,60. This represents a healthy increase of 2,406, which will certainly boost 
our operating budget as we begin the season. 
Here are the season ticket sales results, as they were reported monthly, for the both year: 

Season Tickets Sales 
Comparison of 1999 and 2000 

Month 2000 1999 Increase Increase 
July 1134 845 289 34.2% 
August 2456 1255 1201 95.7% 
September 6110 5751 359 6.2% 
October 8666 8109 557 6.9% 
Total 18366 15960 2406 15.1% 
 
The renovation in our new water park has really increased our sales considerably. The season ticket sales 
campaign has officially ended. I hope you are as pound of the results as we are in the marketing department. 
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AN INFORMAL INFORMATIONAL REPORT 
 
 
 
 
 

 I 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

ABDUL MAJID & CO. 
ADMINISTRATION MANAGER 

M.A. JINAH ROAD 
KARACHI. 

 
July 2, 1977 
 
Bushra Qamar, 
Director 
Fecto group of Industries 
 
Dear Madam; 
 
Regarding your inquiry of January 15 I am glad to tell you of our experience with the computer graphic 
system. We have been pleased with its performance, advantages and dependability. It has us better 
technology and also new types for copy and headlines. 
 
PERFORMANCE: 
By using the key board with video display terminal our operator can see the copy assist will come out and 
can easily plug in any changes. When the type is set in these edit writers, it is run out on a related machine 
that does fast, high-quality typesetting. It has produced our bulletins, chart, forms illustrations and non 
standard graphic in a much more efficient manner that was not possible with out previous equipment. 
 
ADVANTAGES: 
An important feature of this equipment is its storage capacity. This new system has saved us considerable 
time. 
 
DEPENDABILITY: 
This new system has served exceptionally well the needs of several departments this year. Miss Bushra 
Qamer please write again or phone us (999)555-626 if you have any other question regarding our use of 
the computer graphic system. It is a pleasure to help you. 
Sincerely, 
Sehar Khan 
Manager, Abdul Majid & Co. 
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AN ANALYTICAL INFORMAL REPORT 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

FORMAL  
ANALYTICAL REPORT 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

ABDUL MAJID & CO 
Managing consultants 

12 garden road 
Karachi. 

April 5, 1980 
 
Mr. Baber Saleem, Director 
Ana Corporation 
 
Dear Sir, 
In your letter of July 20 you requested for a brief survey to be carried out to find out the causes of low production 
of Ana Corporation. 
A team of three experts visited the plant from January 2 to March 4. The production of cars observed and the 
arrangements and layout of the assembling lines were checked. The inspection of the work disclosed that the fact 
the existing machinery is antiquated and is causing great waste of power. 
It recommends: 
Negotiations are entered for replacing the machinery. 
M/S Jaffar & Rehan be asked to give quotation for replacing the machinery. 
 
Yours truly, 
Sana Sabeen 
Managing consultants 

REPORT ON DECLINING SALES 
 
Prepared for:  Mr. M.A Khan 
  Managing Director 
  Abdul Majid & Co. 
Prepared by: Muhammad Faisal Majid 
 
12 November 1979. 

TABLE OF CONTENTS 
Introduction 
Summary 
Typewrites 
Calculations 
Duplicate 
Adding machine 
Conclusions and recommendations 
Appendix 
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SURVEY ON THE DECLINING SALES 
 

PURPOSE: 
This report has been prepared at the request of Mr. M.A. Khan managing of Abdul Majid & Co. the purpose of 
the survey is to determine the causes in the sales declining. 
 
METHODOLOGY: 
In the gathering the data for this report I visited the Peshawar offices where I met the manager, the sales man and 
all other concerned many shopkeepers who stock and sell our products, and also some numbers of the public. 
The result of my findings in the given below. 
 
FINDINGS: 
The sales of our products have been quite satisfactory till the month of January last when certain new brands of 
another company based at Peshawar began appearing in the market. Since these products new and attractively 
packed and since the new co wants to obtain a footing in the market their price is relatively very low. The result 
is that this new brand has caught the public eye and are new being sold like not cakes. Another reason why the 
new products have pain replacing our brands is the publicity comparing started by the new co. our publicity on 
the contact is ineffective and is lagging far behind our useful strands moreover our products are still packs in the 
same old design begun seven years ago. 
 
OPINION AND CONCLUSION 
In view of these findings, I recommended that: 
The quality of our product is improved. New brands of fragrant quality must be developed. These should be done 
as soon as possible. When these newly improved brands are sent to the market they should be priced at relatively 
low, competitive level. Immediate steps should be taken to organize a strong publicity and advertising campaign. 
The sooner if is done the better, otherwise the new company might capture the local market. Our co. would do 
well to acquire the services of a competent commercial artist to help us publicize our product effectively. 
 
In closing I am pleased to report that all our employees at our Peshawar offices are performing their duties most 
satisfactorily. If any further classification of some point is required, I may please called at any convenient to you. 
 
Yours truly, 
 
Faisal Majid 
Faisal Majid 
Marketing Manager 
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MARKET 
 

DEFINITION: 
A market is a place where goods are bought and sold. It is a place where buyers and sellers meet each other directly 
or through agents and brokers. It bridges the gap and distance between the buyers and sellers and provides a 
platform for buyers to buy their desired goods and seller to locate and find buyers. The most important fact about 
the market is its being extremely sensitive to underlying political, economical, social, business, technological and 
other forces working not only within the country but also foreign countries around the world. It may steeply fall or 
rise on the news even rumors, or any expected or unexpected happenings, such as instability or a change of a 
government, economic data, annual budgets, change in petroleum prices, imposition of new taxes or withdrawal of 
old taxes. 
 

NATURE OF MARKETS 
 
READY MARKET: 
A market may be a ready market where goods are bought and sold for ready delivery/spot delivery without 
speculation. 
 
FUTURES MARKET: 
A market may be a speculative market where goods are bought and sold for future delivery with a view to gaining 
through speculation. Such a market is known as a futures market. The examples are stock exchanges, bullion 
exchanges, jute exchanges etc.  
 

KINDS OF MARKETS 
The following are the kinds of a market/economic market: 
 
CAPITAL MARKET 
It is a market that deals in finances. It provides a place where capital is mobilized, offered and invested. It brings 
prosperity to a country. It provides lifeblood for production and industries. Capital is made available in the form of 
short-term, long-term, secured and unsecured loans, owner’s equity the form of capital and shares; and retained 
earnings. It has the following types: 
 

i. STOCK MARKET 
This market deals in long term capital in the following forms: 

1. Share Capital i.e. shares, stocks 
2. Long term loans, bonds, debentures 

 
ii. MONEY MARKET: 
This market provides short-term finances to the commercial and business concerns. It is that finance which 
is consumed within one year. It is supplied in the form of loans payable within one year, overdraft, letter of 
credit, bills of exchange, promissory notes etc. the sources of such finances are commercial banks, 
cooperative societies, factors. 
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iii. FOREIGN EXCHANGE MARKET: 
This market deals in foreign exchange. Foreign exchange refers to that system by which commercial nations 
discharge their debts. This market determines the balance of payment and balance of trade of a country. 
Foreign exchange position will be good if balance of payment and balance of trade are favourable. 

 
iv. COMMODITY MARKET: 
Commodity market is the place where principal buyers and sellers meet to strike business deals. The 
business is transacted in line with prescribed set of rules. In certain markets or exchanges only members are 
allowed. This market deals with goods and services. Goods may be in the form of raw materials, semi 
finished goods, finished goods, and bullion. It has the following kinds: 

 
i. Raw Materials Market 
This market deals with the goods in raw forms like jute, cotton, silver, gold, wheat, leather. Its 
examples are: Karachi Cotton Exchange, New York Cotton Exchange, COMEX Gold Exchange, 
Kuala Lumpur Rubber Exchange. 

 
ii. Finished Goods Market 
This market deals in semi-finished and finished goods like cotton, leather, flour, rice. 

 
iii. Bullion Market 
Bullion market includes gold, silver and sovereigns. Its examples are: 

Karachi Bullion Exchange 
Bombay Bullion Exchange 
New York Bullion Exchange 
London Bullion Exchange 
Hong Kong Bullion Exchange 
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MARKET REPORTS 
 

A market report is a written document that provides a detailed account of the business transactions that have taken 
place in a particular market during a given period of time. It is a type of business reports. There are various kinds of 
markets, such as, oil, shares, rubber, gold, silver, tin, copper, tea, coffee and every market issues its report on daily 
basis. 
 
The report covers the following information: 
 
i. Tone of the market 
ii. The governing factor of factors affecting the market 
iii. Opening rate 
iv. Closing rate 
v. Previous day’s or week’s rate 
vi. Volume of business 
vii. Index points 
viii. Fluctuation in prices 
ix. Forecast 
x. In case of a stock market, special mention of active shares is given. 
 
ADVANTAGES/FUNCTIONS OF MARKET REPORTS: 
 
1. It exhibits the volume of business transacted in a particular market during a given period. 
2. By going through it, one can have the information of the fluctuation in the rates of different  
 shares and commodities and their opening and closing rates this knowledge helps the investor  
 whether to purchase, sell or hold particulars shares. 
3. It facilitates businessmen to adjust their business plans in line with the need of time.  
4. The report speculates future movement of prices. 
5. It provides basis for decision making. 
6. It serves as a medium of advertisement for a company. 
7. A market report influences demand and supply of a commodity. 
8. The report provides sufficient materials for learning. 
9. On the basis of information contained in it the investor is properly guided and can gain from  
 right investment or avoid losses. 
10. It is a valuable tool for research purpose. 
11. It provides general knowledge to the reader who can gain insight of various commodities,  
 economies of countries around the world, and changing trends of the world economies. 
12. It acts as a reference for future actions. 
13. It helps learn technical business language. 


