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Positive Messages: Letters, E-Mails, and Memos

In the workplace, most messages are positive or neutral and, therefore,

direct. Positive messages are routine and straightforward; they help

workers in organizations conduct everyday business. Such routine

messages include simple requests for information or action, replies to

customers, and explanations to fellow employees. Other types of positive

messages are instructions as well as direct claims and complaints. They

may take the form of e-mails, memos, and letters



Understanding Business Letters

The principal channel for delivering messages outside an
organization is business letters

Despite the advent of e-mail and other electronic communication

technologies, in certain situations letters are still the preferred channel of

communication for delivering messages outside an organization



Business letters are important for messages requiring a permanent record,

confdentiality, formality, sensitivity, and a wellconsidered presentation



Formatting Business Letters

A business letter conveys silent messages beyond that of its printed

words. The letter’s appearance and format reflect the writer’s carefulness

and experience. A short letter bunched at the top of a sheet of paper, for

example, looks as though it were prepared in a hurry or by an amateur







Direct Requests and Response Messages

Most of your business messages will involve routine requests and

responses to requests that are organized directly. Requests and replies

may take the form of e-mails, memos, or letters.





Creating Request Messages

Readers fnd the openings and closings of documents most interesting and

often read them frst.

Begin a direct request with the most important question or a
summarizing statement



Providing Details in the Body

The body of a request message may contain an explanation or a list of

questions.

If you analyze your needs, organize your ideas, and frame your request

logically, you are likely to receive a meaningful answer that doesn’t require

a follow-up message. Whenever possible, focus on benefits to the reader



Closing With appreciation and an action Request

In the closing tell the reader courteously what is to be done. If a date is

important, set an end date to take action and explain why. Some careless

writers end request messages simply with Thank you,





Responding to Requests





instruction Messages

Instruction messages describe how to complete a task. You may be asked

to write instructions about how to repair a paper jam in the photocopier,

order supplies, file a grievance, or hire new employees. Like requests and

responses, instruction messages follow a straightforward, direct approach



Dividing instructions into Steps

Before writing instructions for a process, be sure you understand the

process completely. Create logical steps in the correct order. Practice

completing the procedure yourself first







Direct Claims and Complaints

In business, many things can and do go wrong—promised shipments are

late, warrantied goods fail, or service is disappointing. When you as a

customer must write to identify or correct a wrong, the letter is called a

claim.







REFLEKSI 

• Informasi penting hari ini

• Manfaat penting dari informasi penting hari ini

• Tindak lanjut yang dapat saudara lakukan





Any Questions?

Thank You! 




