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FOREWORD 

 

The BS English Programme is being offered by the Department of English of 

Allama Iqbal University for the students who are interested in the fields of 

linguistics and literature. This programme is exclusive in the sense that it will 

provide study guides for all the courses written especially for AIOU students to 

introduce the concepts in an effective and a simple manner. This course will help 

students to have knowledge of both linguistics and literature. Furthermore, it will 

be properly effective from the viewpoint of prospective students and researchers 

for future implementation in the classroom setting and/or research setting. 

 

The BS English study guide aims to include all possible queries that students may 

have and gently stimulates their intellect to probe into further questions. The areas 

and ideas presented in each chapter are covered appropriately and accurately. The 

text is comprehensive and accessible to students without even having commendable 

prior knowledge of linguistics and literature. This course intends the professional 

development of the students in the fields of linguistics and literature using different 

handy styles adopted by the different course writers. 

 

The BS English study guides are a powerful tool even for BS English tutors teaching 

in various regions focusing upon a uniform scheme of studies. Also, these courses 

will help tutors by providing adequate teaching material for responsible and 

independent teaching. All study guides strictly follow the standardized nine-unit sub-

division of the course content for optimum understanding. The short introduction at 

the beginning provides an overview of the unit followed by achievable learning 

objectives. The study guides define difficult terms in the text and guide the students 

for accessible learning. The units are finally summed up in summary points and the 

assessment questions not only guide teachers and students but help to revise the 

content developed upon previously formed concepts. Moreover, it provides links 

and a list of the suggested readings for further inquiry of students. 

 

In the end, I am happy to extend my gratitude to the course team chairman, course 

development coordinator, writer, reviewers, and editors for the development of 

the course. Any suggestions for the improvement in the course will be fondly 

welcomed by the Department of English. 

                                                                                                                           

 Prof. Dr. Zia-Ul-Qayyaum 

 Vice-Chancellor 
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PREFACE 

 
Business Communication is a course designed to consider the needs of most of 

you who wish to develop your technical writing skill to a professional level. It 

guarantees improved understanding of the basics of technical writing and the 

concepts and terminology specific to it. Technical writing is defined as a practical 

enterprise. Business communication has its own practical importance in today's 

fast moving world where the ability to communicate both verbally and in writing 

is considered to be the most crucial skills.  

 

Technical communication is not expressive writing, journalistic writing, or 

creative literature. The language of technical communication is dry, clear and 

concise to help people get the main idea quickly. Business communication writers 

have the crucial job to plan, design, organize, write and edit many kinds of 

professional documents. The contents of this course have therefore been 

exclusively designed to cater such needs. It is a course that comprises of nine 

units. We hope that this course will cater many professional needs of the students.  

 

The core of this BC course can be summarized in the following areas: 

● Basic concepts of business communication (importance, types, steps, process, 

qualities) 

● Enhancement of four skills- listening, reading, speaking & writing. 

● Mastering writing skills in letter writing, memorandum, meetings correspond-

dence, report writing, e-mails. 

● Expertise in job search communication-writing CV and portfolio, responsi-

bilities as interviewer and interviewee. 

● Awareness of skill how to communicate with customers in ethical context. 

 

I have benefited greatly from the support of worthy Dr. Malik Ajmal Gulzar and 

the highly esteemed Dr. Shamim Ali who have been my mentors and a model of 

unswerving devotion to educating students and I salute their efforts. Many 

individuals have contributed to the writing and reviewing of this book to whom I 

am deeply grateful.  Finally, great appreciations are for my family who have also 

patiently borne the burden of birthing this book. 

 
  Chairman & 

  Course Development Team 
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COURSE INTRODUCTION 

 
Focus Areas of Pedagogy 

The core of this course can be summarized in the following areas: 

● Basic concepts of business communication (importance, types, steps, process, 

qualities) 

● Enhancement of four skills with reference to business communication and 

the four skills are listening, reading, speaking & writing. 

● Mastering writing skills in the areas of letter writing, memorandum, meetings 

correspondence, report writing and e-mails. 

● Expertise in job search communication that includes assessing oneself for 

job, writing CV, composition of portfolio, responsibilities as interviewer and 

interviewee. 

● Awareness of skill how to communicate with customers in ethical context. 

  
Learning Outcomes 
 

The following learning outcomes are expected to be achieved from this course:  

● Comprehension of professional business writing after going through a 

variety of available genres. 

● Awareness of work place documents during studies. 

● Understanding the components of managerial communication comprising of 

reports, proposals, memorandums, business letters, and sales documents. 

● Explore different formats of letter, memo, report and e-mail writings 

according to the current trends. 

● Pondering over ethical and professional constraints in business writings.  

● Understand the importance of conciseness, clarity, accuracy, honesty, 

compassion, completeness, consideration, courtesy, concreteness and 

correctness in business writings. 

● Expertise in editing professional writings after studying a lot many examples. 

● Groom positive work habits that are helpful in gaining success in professional 

life. 
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COURSE OBJECTIVES 

 

If you effectively complete readings, practice exercises, workshops and assignments, 

you will be able to: 

● Create awareness about theoretical basis of business communication. 

● Understand the skills needed to communicate orally, non-verbally and in 

written form in professional life. 

● Learn to improve the four skills of listening, speaking, reading and writing 

for proper usage in successful careers, 

● Cultivate the skill of proper communication with customers in ethical context. 

● Make the students understand the negotiating process while dealing with 

customers.  

● Make understandable the job communication process that commences with 

self-assessment, goes through the submission of application with CV and 

ends with interview. 
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INTRODUCTION 
 

 

This lesson will discuss general issues related to business communication. After 

definition, importance of business communication is discussed with reference to 

domestic and business needs. Five planning steps are required for better 

communication. Seven types of communication are elaborated in detail. The 

qualities that need to be observed in communication are seven in number and are 

direly needed for excellence in communication. 

 

 

OBJECTIVES 

 

Upon completion of this unit, students will be able to: 

● Understand the fundamental concepts of business communication. 

 

● Comprehend the characteristics of effective communication. 

 

● Get clarity about the steps involved for effective communication. 

 

● Grasp the factors affecting the communicative situation.  

 

● Recognize the differences between the affective and in-affective 

communication. 
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Every minute communication is going on. The essence of communication is 

sharing and providing data, information and insights and this exchange is going to 

benefit all the stakeholders. The word communication has been derived from a 

Latin term ‘Communis’ which means ‘common’. So communication means 

‘sharing of ideas in common’. Shirley defines communication in this way: 

 

“Giving, receiving or exchanging information, opinions or ideas by writing, 

speech or visual means, so that the message communicated is completely 

understood by the recipients.” 

 

Fred Luthans defines communication: 

  

“Communication is the flow of material, information, perception, and 

understanding among various parts and members of an organization.”  

 

Communication which is concerned with business can be termed as business 

communication and it has great significance in the present world.  

 

1.1  IMPORTANCE OF BUSINESS COMMUNICATION 
 

1. Life Blood of Organization  

Communication is life and life is communication. The success of an organization 

depends upon effective communication. So communication is the life blood of an 

organization and the key to success.  

 

2. Global Communication  

Businesses are working on global and national scale. The work place includes 

people from all over the world belonging to different ethnic grounds. Business 

communication helps in understanding people’s backgrounds, beliefs and 

characters and thus creates links that join all of them.  

 

3. The Information Age 

There is a great treasure of information regarding management, production, 

products and usage of products. Such great information is found, assessed, 

processed and communicated efficiently through business communication. 

 

4. Team Based Business Environment  

Internal communication may be downward, upward or horizontal. Whatever the 

form is, it encourages team based environment. This environment of cooperation 

and coordination is enhanced through business communication. 
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5. Advancing Technology 

Technology is advancing and progressing but its usage is quite complicated. 

Communication gives information not only about new advancements but also 

about their right usage to get maximum benefit. Information is best conveyed 

through internet, email, fax messages, teleconferencing, video conferencing etc. 

 

6. Stronger Decision Making 

Business Communication helps management in stronger decision making and 

problem solving for smooth running of an organization. 

 

7. Increased Production 

Workers are helpful in increasing productivity and they need to be encouraged 

through communication. Better communication leads to increased productivity. 

 

8. Early Warning of Potential Problems  

Problems occur due to lack of awareness. Communication not only warns earlier 

but also suggests some solutions to sort out these problems.  

 

9. Stronger Business Relationships 

Businesses are not done in isolation. There are joint efforts. Business 

communication helps is strengthening the business relations and in this way 

businesses flourish.  

 

10. Persuasive Marketing Messages 

Things need to be marketed through advertisement which is done through written 

and oral media. More communication means more persuasion. More persuasion 

means more business.   

 

11. Enhancement of Professional Image 

Professional image enhances in the eyes of the customers when the company 

management improves communication with the company members as well as the 

customers. Business communication enhances the goodwill of the company 

through inside and outside communication.  

 

12. Lower Employee Turnover  

Higher turnover of the employees increases the expenses of the company and 

decreases the productivity. Communication satisfies the employees and reduces 

their turnover. Communication creates higher level of satisfaction among 

workers.  
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13. Better Financial Results 

Satisfactory communication gives rise to satisfied workers and satisfied workers 

generate better financial results and higher return for investors. 

 

14. Accounting Value 

Communication has great accounting value. Financial matters are discussed and 

news about profit or loss is conveyed through financial statements, journals and 

ledgers. 

 

15. Creation of Peace 

Wars, divorces, losses and unrest are the causes of miscommunication. With the 

help of effective communication, we can easily overcome the problems. 

 

16. Builds up Personality 

Communication is also between person and his own self. This self- 

communication removes the inner conflicts, builds up confidence and personality. 

 

1.2 PLANNING STEPS FOR BETTER COMMUNICATION 
 

Better communication needs the following steps: 

1.2.1 Determine the purpose 

1.2.2 Analyze the audience and the situation 

1.2.3 Choose the idea to include in the message 

1.2.4 Collect and interpret data 

1.2.5 Organize the data 

 

1.2.1 Determine the Purpose  
Before speaking or making an oral presentation, it is necessary to determine the 

purpose. It determines what to say and how to say. Determining the purpose helps 

the speaker to determine the nature of the problem, scope, purpose, time and 

money limit. This planned start will save time and money. The purpose may be: 

i) You are merely informing 

ii) You are teaching 

iii) You are trying to secure belief or action 

iv) You want to convince 

v) You are simply trying to entertain 

vi) You are answering to a blame  

vii) You are blaming the audience 

viii) You want to motivate, guide, and supervise 
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1.2.2 Analyze the Audience and the Situation 
The following information about the audience aids us in constructing the method 
and style of speaking. 
i. Name and sex of the audience 
ii. Age 
iii. Education 
iv. Experience 
v. Other qualifications 
vi. His or their place in the organization 
vii. His or their importance or authority in the organization 
viii. His or their attitudes or knowledge of the problem 
ix. His or their views, beliefs, viewpoint   
x. Need of the listeners 
xi. The number of listeners 
xii. Possible questions of audience 
 

1.2.3 Select the Main Ideas for Message 
The speaker should know the required data. He should know the procedure 

involved in collecting data and also what is expected of him from the listeners. 

 

1.2.4 Research the Topic / Collect the Required Data 
Data may be collected from primary and secondary sources. Primary data are first 

hand and unpublished facts collected from company record, personal observation 

and experimentations. Secondary data are second hand information collected from 

primary resources and these include newspapers, libraries, magazines and govt. 

documents.  

 

1.2.5 Organize the Data 
Organize and arrange the data as follows: 

Introduction: It includes three elements called PAL (Porch, Aim, Layout). Porch 

means the opening remarks or preface, Aim describes the purpose and Layout 

introduces the topics and plan according to which the speaker is going to discuss. 

Text: Explanation and discussion. 

Conclusion: Includes suggestions, remedial steps, advice, etc.  

 

1.3 ELEMENTS/CYCLE/FACTORS/PROCESS OF 

COMMUNICATION 
 

Communication is a complex process that requires a number of factors in order to 

be delivered successfully. The process of communication consists of seven 

components. 
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1.3.1 Context 
It is the background in which communication occurs. It is the environment that 

influences both the sender and receiver. It varies from person to person because of 

different factors. Contexts are of various types: physical context, social context 

and psychological context.  

 

Murphy believes that context comprises of internal and external stimuli. Internal 

stimuli include attitudes, opinions, emotions, past experiences, likes and dislikes, 

education, job status, confidence, mental ability, needs and skills. External stimuli are 

created through letter, memo, e-mail, fax, telex, telephone, meeting and conversation. 

  

1.3.2 Sender / Encoder  
He is the person who communicates idea, understanding, information or material. 

He acts as a speaker, writer or encoder. Encoder observes encoding which simply 

means giving the idea some figure or symbols. Encoding is dressing your 

thoughts with the meaningful language. Sender is greatly influenced by the 

context. He conceives message in the light of receiver’s education, gender, needs, 

interest, beliefs, status and culture. 

  

1.3.3 Message 
The message may be in the form of order, opinion, advice, suggestion, instruction, 

question or answer. It is the idea which the sender wants to share. It can be verbal 

or non-verbal. A verbal message may be written or oral. A written message 

should be proper in words, syntax, punctuation, and grammar and paragraphing. 

The oral message should be eloquent. It should comprise of following features.  

o It should be purposeful. 

o The problem should belong to present age.  

o The message should benefit the human beings.  

o It should be concise and meaningful. 

 

1.3.4 Medium / Channel 
It is the way through which communication flows from sender / encoder to the 

receiver / decoder. The medium is selected according to the number of receivers, 

cost, urgency (time) and the nature of message. Written media inside organization 

may be memos, reports, notes, employee manuals, notice boards, and faxes. 

Written media outside your organization may be letters, reports, telegrams, 

telephone, ads, brochures, catalogs and news. Oral communication may include 

face-to-face conversation, telephone conversations, presentations, speeches, 

videotapes and audiotapes. It should comprise of following features:  

 It must be reliable. 

 It must be time and money saving. 
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Sender-Encoder Receiver-Decoder 

Context 

Message 

Medium 

Feedback 

1.3.4 Receiver / Decoder 
The receiver is the decoder. Decoding means giving something its original form 

or changing back to its original form. A receiver takes the message through ears 

and changes it back to its original form of impulses through ear drum. The 

receiver could be a reader or listener. The receiver when receives the message, 

decodes or explains it according to his perceptions, knowledge of language, 

experience, sex, age, mental-ability, relation with the sender or his environment. 

The difference in the context may create difference between the ideas of the 

sender and the understanding of the receiver.  

 

1.3.5 Feedback 
Sender needs feedback in order to determine the success or failure of 

communication. It is the reaction of the receiver or the idea received and 

understood by receiver. It could be positive or negative and this depends upon the 

differences between the contexts of the sender and that of the receiver. It could be 

oral, written or silent.  

 

1.3.6 Noise and Barriers  
These are blocks in the flow of communication that may hinder the understanding 

of receiver. The word noise is also used for hindrances. Noises are of four types. 

i) Social noise that deals with education, status, richness etc. ii) Psychological 

noise that deals with emotions like anger, happiness, disappointment, tiredness 

etc. iii) Mechanical noise which is created due to sounds created by the 

machinery iv) Environmental noise that deals with problems like heated room, 

darkness etc.  
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1.4 TYPES OF COMMUNICATION 
 

Communication may be of seven types.  

1.4.1  Internal communication 

a) Downward communication  

b) Upward communication 

c) Horizontal communication 

1.4.2 External communication  

1.4.3 Formal communication 

1.4.4 Informal communication  

1.4.5 Oral communication 

1.4.6 Written communication  

1.4.7 Non-verbal communication   

 

1.4.1 Internal Communication  
It is the communication which flows from one person or part of an organization to 

another person of the same organization or part of the same organization. It 

appears in the form of information, counsel, guides etc.  

 

Internal communication has the following kinds:  

a. Downward Communication  

It is the communication which flows from superiors to subordinates. It may be in 

the form of instructions, orders, advice or information. Through this 

communication the employers can explain the goals, products, laws and plans of 

the organization.  

 

b. Upward Communication  

It is the communication which flows from subordinates to superiors and is in the 

form of statements, summaries, reviews, comments and reports. The purposes 

may be to get guidance, advice or help or to appeal.  

 

c. Horizontal Communication 

This communication takes place between two colleagues or departments of the 

same status. It is also called crosswise communication. It helps in sharing 

information, ideas and policies among officers or workers. 

 

1.4.2 External Communication  
External communication involves communication from person or company to a 

person belonging to other company or other company. It may be in the form of 

letters, proposals and reports. External communication helps in improving 
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goodwill and image of the company which ultimately helps in discovering new 

customers and markets. 

 

1.4.3 Formal Communication 
In formal communication status and position of the sender and receiver are 

important. It occurs in formal type of organizational structure. The example may 

be the communication between the managing director and the general manager. It 

is official and planned. Formal communication establishes relations between two 

positions and not two persons. 

 

1.4.4 Informal Communication  
In this communication status and position are not given much importance. There 

is no definite pattern. It may comprise of chats or conversation over tea. The 

example may be conversation between the family members and colleagues or 

grapevine. It is indirect, unofficial, flexible, and spontaneous.  

 

1.4.5 Oral Communication 
It means conveying the message orally. It may appear in the form of gossips, 

discussion or debates. It is time saving and can easily be changed or corrected 

according to situation. Also the response of oral communication is quite 

immediate.  

 

1.4.6 Written Communication 
This communication involves transmitting of message through written words or 

symbols. It may appear in the form of letter, fax, short report, periodical, memo or 

e-mail etc. Written communication is beneficial as it can be recorded and stored. 

It is well thought and verifiable. It is helpful in lengthy communication. However, 

it is time consuming and does not get immediate feedback. 

 

1.4.7 Non-verbal Communication 
A non-verbal message that does not need words for communication rather 

involves body movements, facial expressions, postures, gestures, time obedience, 

distance between two persons appearance etc. Sometimes non-verbal message 

takes more importance than verbal communication. 

 

1.5 PRINCIPLES OF COMMUNICATION 
 

For composing effective written and oral messages certain communication 

principles called 7 C’s should be applied. 
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1.5.1 Completeness 
Message is complete when it contains all the factors the reader or listener needs. It 

means message is complete with reference to the receiver and not with reference 

to the sender. Its advantages are that it brings desirable results, builds good will, 

avoids law pursuits and convinces the customers. Following are the ways to 

achieve completeness: 

a)  Provide All Necessary Information 

The message should answer all necessary needs i.e. answer 5 W’s –who, why, 

when, and what and also how. 

 

b)  Answer All Question Asked 

It is said “omissions cast suspicions”, so a message should answer all stated and 

implied questions. In case of number of information, answer every one clearly and 

in the same sequence these are asked. If there is no information, say sorry and 

promise to answer later. 

 

c)  Give Something Extra  

Sometimes the customers do not know what they need or they ask incomplete 

questions. The writer should use his judgment and give extra information e.g. 

manager of KFC should tell about timing, discounts, parking, games, lounge, if he 

is asked only the rates. 

 

1.5.2   Conciseness 
Shakespeare said, “Brevity is the soul of wit.” So conciseness is preferable. It 
means saying in the fewest words a complete message. It is useful as it saves time 
and money, puts emphasis, makes interesting the message and shows respect to 
the receiver. Conciseness can be achieved in the following ways: 
a)  Eliminate Wordy Expressions 
i)  Use single word instead of phrases 

At this time now 
Due to the fact because 

ii)  Omit unnecessary expressions 
iii)  Replace conventional statements. Please find attached withattached 
iv)  Avoid empty phrases 
v)  Avoid “which” and “that” clauses e.g.  

I like the cherry that is red I like red cherry. 
vi)  Lesser use of passive voice. 
 
b)  Include Relevant Material 
It is done by sticking to the purpose, deleting irrelevant words, avoiding long 

introduction and excessive adjectives, not using pompous words and extreme 

politeness. 
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c)  Avoid Unnecessary Repetition 

When a word or message is said two or three times without reason, it becomes 

boring. To get rid of this we should combine two or more sentences, use shorter 

names (Emirates instead of United Arab Emirates) and even pronouns (he, she, it, 

they) and initials (PIA.MIMS, AIOU). 

 

1.5.3  Consideration 
It explains preparing every message with the receiver in mind. It is the ability to 

put our self in another’s shoes. A considerate sender never loses temper, accuses 

or charges anyone and is aware of the desires, needs and emotions of the receiver. 

The three ways to achieve consideration are: 

a)  Focus on You 
It is a positive, pleasant and emphatic attitude in which you believe in the 

maximum benefit of receiver. We use ‘you’ or ‘your’ instead of ‘I’, ‘we’ or 

‘ours’. ‘You’ attitude should be avoided in negative matters. 

Example: We are sure it will be pleasant for you.You will find it pleasant. 

 

b)  Show Audience Benefit 
The message should meet receiver’s needs and offer him rewards. Better to 

personalize then generalizing the things. 

Example: This dress will give you elegance. 

 

c)  Emphasize Positive Facts 

We have to stress on favourable facts and avoid unfavourable facts. We should 

use positive words like benefit, cordial, help, pleasure, thank, loyal and 

disapprove negative words like blame, complaint, fault, reject, unfair, negligence 

etc. Official Language is usually negative. 

 

1.5.4  Concreteness 
It means specific, vivid, messages by using denotative words rather than 

connotative words. Through concreteness the reader knows his requirement, 

increases likelihood and the message becomes interesting. The three ways to gain 

concreteness are: 

a)  Use Specific Facts and Figures 
We should avoid expressions like slightly, soon, about, most, several, almost etc. 

We should use proper names and right amounts. 

Example: 

A leading newspaper   The News 

A sizeable loss   Loss of 10 million 

An educated person            Masters in Physics 
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b)  Put Action into Verbs 

(i)  It can be done by using active voice that makes a sentence specific and 

concise. 

 Example:  The news will be read by me  I will read the news. 

 

(ii)  We should also prefer verbs to nouns  

 Example:   have to pay   pay 

    take test  test 

 

(iii)  Prefer verbs to infinitive  

 Example:  to check  check 

    to see    see 

 

c)  Choose Image Building Words 

It can be done through sensory appeals that are employed in advertisement, 

through comparisons and by using figurative language. 

Example:  His work is the best  He is the spark plug. 

 

1.5.5   Clarity 
It means accurate transfer of ideas from the sender’s head to that of receiver’s. 

Two ways to avail clarity are: 

 

a)  Use Precise and Familiar Word 
We should select language that is familiar to the audience and according to their 

mental level and situation. Technical terms should be used with professionals or 

should be explained also. Latin terms should be replaced with synonyms. 

 Domicile    home 

 Remuneration  pay 

 e.g.     For example 

  

b) Construct Effective Sentences 

i) Length: Length of an average sentence should be of 17 to 20 words at the 

maximum. 

 

ii) Unity: Unity should be observed by presenting one main idea and other 

ideas close to that. It is wrong to say  

 Example:  

            “I shall go to Lahore and I like SriPai.”“I like SriPai and Lahore is 

famous for it and therefore  

 I shall go to Lahore.” 
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iii) Coherence: Words should be correctly arranged. It is wrong to say  

 Example:  

      “He has a book in his hand which he wants to sell.”In his hand he has a 

book which he wants to sell. 

 

iv) Emphasis: It should be paid on main point and through headings, 

tabulations, charts, graphs, capitals, columns and margins etc. 

 

1.5.6 Courtesy 
It means becoming aware of perceptions and feelings of others. It grows out of 

concern for others and demands serious you-attitude. It can be achieved in three 

ways: 

 

a)  Be Tactful, Thankful and Appreciative 
It is not necessary to be blunt always rather negative points should be explained 

tactfully. A message of appreciation for the customer also builds good will of the 

company and costs nothing. 

 Example: We highly appreciate your timely payment of installment. 

 

b)  Use Expressions that Show Respect 
No reader wants offending message so expressions like irresponsible, nonsense, 

you failed to, and your neglect etc. should be avoided. We should avoid the 

statements that cause questionable humor as it causes disgust in the heart of the 

receiver. 

 

c)  Choose Non-discriminatory Expressions 
Discrimination can be on the basis of gender, caste, age, wealth, social status, 

education level, physical features etc. Such name as “man” should be avoided that 

show the dominance or prominence of a particular gender, therefore  

manpower   workers  

man-made   hand made 

 

If the name of a person is used, it should be in an honorable way by using some 

titles like Mr., Mrs., and Sir etc. 

 

1.5.7   Correctness 
It is required in grammar, punctuation and spelling otherwise losing a customer is 

sure. It needs the following things: 

a)  Use Right Level of Language 
There are three levels of language-formal, informal and substandard. A formal 

language is in-conversational and impersonal and is used in documents, scholarly 
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articles and govt. agreements. An informal language is much conversational and 

is utilized in daily matters. A substandard language is composed of incorrect 

words and grammar and faulty pronunciation. e.g. aint, stoled, brung. Right level 

of language should be used at right place. 

 

b)  Check Accuracy of Facts and Figures 
Regarding figures, these should be verified, checked and double checked, free of 

guessing and even read by another person. It is needed in facts because the facts 

change from time to time. Also there should be check of words that are confusing. 

These are quite similar in pronunciation but different in meanings (e.g. biannually 

- biennially, counsel-council). 

 

c)  Maintain Acceptable Writing Mechanics 
Writing mechanics are instruments which are required for writing. These should 

write or print legibly. These include pen, pencil, marker and computer printers. 

Present writing mechanics have additional features of spell check and grammar 

check that make the work of the writer easier and better.  

 

SUMMARY 
 

 Communication means ‘sharing of ideas in common’.  

 Communication has numerous advantages in personal, social and business 

life.  

 Five steps are needed for better communication.   

 Seven elements/components are to be observed to complete cycle/process 

of communication.  

 Generally, communication is of seven kinds. 

 For composing effective written and oral messages certain communication 

principles called 7 C’s should be applied. 
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SELF-ASSESSMENT QUESTIONS 

 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

 

1. What does the term ‘communication’ mean? How is communication life 

blood of an organization? 

2. How many steps are required for better communication? 

3. What is the difference between Verbal communication and Non-verbal             

communication? 

4. Elaborate in detail the different forms of communication. 

5. Discuss in detail the complete process of communication. 

6. What are 7 c’s and what role they play in improving communication? 

7. Define the terms denotative words and connotative words. 

8.     Define the term noise and name its types. 

9.     What is the difference between encoder and decoder?  

10. What is the difference between we-attitude and you-attitude? 
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INTRODUCTION 

 

The term professional communication refers to the various forms of 

speaking, listening, reading and writing, carried out both in and beyond the 

workplace, whether in person or electronically. Upon completion of this unit you 

will be able to understand different types of listening, steps to improve listening 

and verbal and non-verbal factors required for effective listening. This unit will 

also explain in detail how to make presentation in a successful way in business 

setting. This unit will also point out the significance of AV aids and also the ways 

to control stage fright. Hence, after completing this unit, you will take a 

professional, formal, civil speaker to make the best impression on your audience. 

 

OBJECTIVES 

 

Upon completion of this unit, students will be able to: 

● Understand the importance of oral presentation. 

 

● Comprehend the ways to make oral presentation more impressive. 

 

● Get clarity about verbal and non-verbal factors that support speaking. 

 

● Grasp the steps that are needed to better communication in work situation.  

 

● Understand the significance of AV aids in presentation. 

 

● Comprehend the phenomenon of stage fright and suggest ways to tackle it. 

 

 

 

https://www.thoughtco.com/listening-communication-term-1691247
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2.1 DEFINITION 
 

It is a spoken statement based on planning and gathered facts. It ranges from brief 

discussion to formal speeches or lectures.  

 

2.2 METHODS OF DELIVERING ORAL 

COMMUNICATION/ KINDS OF SPEAKING 
 

2.2.1 The Prepared Speech/Extemporaneous Speech 

2.2.2 Impromptu Speech  

2.2.3 Manuscript Speech 

2.2.4 Memorized Speech 

2.2.5 Briefing 

2.2.6 Team briefing 

 

2.2.1 The Prepared Speech / Extemporaneous Speech 
The speaker communicates on the groundwork of pre-planned outlines or notes. 

The outlines are supported with comments, quotations, statistics, figures and other 

relevant data. It is not essential to write down every word of the speech in the 

outline. The speaker speaks without reading all the time the outline to maintain 

eye contact with audience. Two of the most useful aids are overhead 

transparencies and cue cards. Outline main points on the overhead transparencies 

to emphasize them for audience. 

 

2.2.2 The Memorized Speech  
The memorized speech is suited to short talks. The speaker should try to 

memorize the introduction carefully for a tense free beginning. If the speaker tries 

to memorize a long talk, he may lose his place and panic.  

 

2.2.3 The Manuscript Speech 
The manuscript speech is usually read to the audience. It is suited to longer, more 

technical and difficult business presentations at meetings or conferences. It is also 

suitable for legal presentation, a parliamentary address, a press release or a speech 

that will be reported or quoted. Even though the speaker is reading the 

manuscript, he should look at audience as often as possible to maintain eye 

contact using facial expressions and gestures. 

 

2.2.4 The Impromptu Speech 
The impromptu speech is unexpected and thus delivered without preparation. 

Some impromptu speeches are special occasion or courtesy speeches such as 
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welcomes, introductions and acknowledgments. Following is the order of 

presentation: 

 Clearly indicate the reason for the speech 

 Conclude with some of the characteristics of the individual or organization 

receiving the recognition. 

 

A successful formula used by many speakers for an impromptu speech is the 

PREP formula.  

P stands for the main point 

R stands for the reason for the speech  

E stands for the example to illustrate the main point 

P stands for restating the main point. 

 

2.2.5 The Briefing 

A briefing is a short oral summary or report of a plan, event or operation. Its aim 

might be to inform, propose or justify solutions, or persuade the audience. For this 

type of speech; 

 Prepare the briefing, concentrating on its main purpose. 

 Present background information 

 Discuss alternatives 

 Analyze their advantages and disadvantages 

 Outline their impact or outcome 

 Encourage audience participation, questions and suggestions 

 Show interest in audience response 

 

2.2.6 Team Briefing 
Team briefings are becoming more common. Together, all the team members 

consider the purpose of their presentation and then the team designs the structure 

of the presentation. A particular section is then allocated to each speaker. So it is 

important to decide which team member will: 

 Present the introduction 

 Develop the main body of the presentation  

 Present the conclusion 

 

2.3 STRATEGIES FOR EFFECTIVE SPEAKING 
 

2.3.1 Verbal Factors  
Our voice is our trademark. It is a part of our self. The following aspects of voice 

should be kept in mind. 
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i) Pitch 
It is the highness or lowness of voice and it should be varied. There are three 
problems regarding pitch i.e., monotone (no variation in tone), high pitch and low 
pitch. Also same word when spoken in different contexts or situations should be 
sounded differently e.g. when coming to finality there should be downward pitch. 
 
ii) Rate 
It means number of words spoken per minute. It varies from person to person. 
Public speakers use 80 to 160 words per minute. Casual conversation ranges from 
80 to250 words per minute. Too slow or too rapid speaking distorts the meaning. 
There should also be pauses as these help the speaker to collect his thoughts or 
take time to move to a visual. 
 
iii) Volume 
Volume is the loudness or softness of voice. There should be contrast in volume 
on certain ideas and certain words to show emphasis. Breathing should also be 
controlled to control voice e.g. deep breathing is for loud speaking. Volume 
should be according to the number of listeners. 
 
iv) Vocal Quality 
The voice may be strong, weak, masculine, feminine, gentle, clear, ringing. 
Mouth, tongue, lips, teeth, vocal folds, sinuses, hard and soft palate and nose all 
affect the vocal quality and create variety. 
 
v) Pronunciation 
The reaction is negative when word is mispronounced. Mispronunciation occurs 
due to (i) Jargons (technical terms) for every profession, (ii) varied regional 
accents, (iii) added sounds like ‘uh’ or ‘you know’ and (iv) omitted sounds e.g. 
using ‘gonna’ in place of ‘going to’. To sort out this problem, educated people of 
the community and latest dictionaries should be consulted. 
 
2.3.2 Non-Verbal Factors 
 
i) Posture 
It is our outward appearance that mirrors inner mood. It includes the way to stand 
or sit. Standing straight shows confidence while lying shoulders show depression. 
Women are especially concerned about posture. 
 

ii) Movement 

Lecterns are slight and controlled movements from one edge to the other edge. 

Movement or lecterns is observed to hold attention of audience in large sessions, 

get rid of nervousness, suggest change in topic and increase emphasis. 
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iii) Gestures 
It is the entire science of body movements also called kinesics. It is movement of 
head, arms, shoulders and hands. Gestures are used to (i) replace words e.g. 
waving arm to say good bye, (ii) add meanings e.g. finger pointing a direction, 
(iii) show feelings like fear, surprise, happiness and rejection of something. 
However, it is advised that gestures should vary and should not be continuous. 
 
iv) Facial Expressions 
Facial expressions like smile or laugh show appreciation, frown shows anger, eye 
contact shows respect and good will. Positive facial expressions of speaker help 
him in better explanation of his topic. 
 
v) Appearance 
Appearance is mainly influenced by dress. Dresses show age, gender, social 
status, educational level and position in organization. Better dress shows respect 
for the listener. Appearance should support the verbal message. 
 

2.4 PREPARATION FOR OR STEPS IN ORAL 

COMMUNICATION / SPEAKING  
 
The preparation for oral communication has the following steps: 
2.4.1 Determine the purpose 
2.4.2 Analyze the audience and the situation 
2.4.3 Choose the idea to include in the message 
2.4.4 Collect and interpret data 
2.4.5 Organize the data 
2.4.6 Plan visual aids 
2.4.7 Rehearse talk 
 

2.4.1 Determine the Purpose  
Before speaking or making an oral presentation, it is necessary to determine the 
purpose. It determines what to say and how to say. A speaker has to determine the 
nature of the problem, scope, purpose, time and money limit. This planned start 
will save time and money. The purpose may be: 
i. You are merely informing 
ii. You are teaching 
iii. You are trying to secure belief or action 
iv. You want to convince 
v. You are simply trying to entertain 
vi. You are answering to a blame or clarifying our position 
vii. You are blaming the audience 
viii. You want to motivate, guide, and supervise 
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2.4.2 Analyze the Audience and the Situation 
The following information about the audience aids us in constructing the method 

and style of speaking. 

 Name and sex of the audience 

 Age 

 Education 

 Experience 

 Other qualifications 

 His or their place in the organization 

 His or their attitudes, knowledge of the problem 

 His or their views, beliefs, viewpoint etc. in general  

 Need of the listeners 

 The number of listeners 

 Possible questions of audience 

 

2.4.3 Select the Main Ideas for Message 
The speaker should know the required data. He should know the procedure 

involved in collecting data and also what is expected of him from the listeners. 

 

2.4.4 Research the Topic / Collect the Required Data 
Data may be collected from primary and secondary sources. Primary data is first hand 

and unpublished facts collected from company record, personal observation and 

experimentations. Secondary data are second hand information collected from primary 

resources and these include newspapers, libraries, magazines and govt. offices.  

 

2.4.5 Organize the Data 
Organize and arrange the data as follows: 

Introduction 

It includes three elements called PAL (Porch, Aim, Layout). Porch means the 

opening remarks or preface, Aim describes the purpose and Layout introduces the 

topics and the plan according to which the speaker is going to discuss. 

Text (explanation and discussion) 

Conclusion includes suggestion, remedial, steps advice, etc. 

 

2.4.6 Plan Visual Aids 
At appropriate times the display of meaningful visual aids help the audience to 

understand the message clearly. Common devices for display are chalkboards, flip 

sheets, cards, posters, projectors and VCRs. Through these aids we may exhibit 

tables, pictures, letters, graphs, diagrams etc.  
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2.4.7 Rehearse the Talk 
The audience judges the speaker by his attitude, bodily action, tone of voice, 

syntax, speech content and style. It is suggested to rehearse the speech in a 

physical and psychological atmosphere close to that of actual performance. This is 

simulation. If possible, speak loudly and practice the bodily action. Proper bodily 

action augments communication. Three rehearsals are usually advised.  

 

2.5 HOW TO MAKE AND PRESENT AN EFFECTIVE 

PRESENTATION?  
 
An effective presentation is essential to impress and inspire the audience and to 
achieve the goal of communication. Thus, presenters should take all possible care 
to make their presentations effective. A good presentation can be divided into five 
following stages: 
2.5.1 Preparation of Material 
2.5.2 Factors Involved in Presentation 
2.5.3 Delivery of Presentation 
2.5.4 Use of A.V. Aids 
2.5.5 Overcoming Stage Fright 
 
2.5.1 Preparation of Material 
 
i) Set the Objectives 
The objectives of presentation should be set. If there is more than one objective, 
they have to be listed.  
 
ii) Steps Involved in the Preparation of Presentation 
a) Information gathering 
b) Selecting 
c) Structuring 
 
a) Information Gathering 
Gather as much information as possible from various sources like past records, 
libraries, internet, books etc. but there should not be information overloaded. 
 
b) Selecting 
Select the most relevant information according to the objectives. 
 
c) Structuring  
In general, presentations have three parts: Introduction, body and conclusion. 

Introduction is what you want to tell. Attract the attention of the audience through 

a story or an anecdote. Body explains the material in detail. Conclusion should 
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contain the gist   of the whole presentation but should not be either too lengthy or 

too short. End the talk with a pleasant note like 'nice talking to you all', 'thank you 

for your time and attention' etc. 

 

2.5.2 Factors Involved in Presentations 
 

i) Ways to Deliver the Text  

There are several ways which a speaker can adopt to deliver the text. A speaker 

may read out the prepared speech, memorize it before delivering or simply speak 

extempore. The advantage in reading out the text is that the speaker does not miss 

any important point. The best method for presentations is extempore method 

when the speaker keeps adding and deleting points according to the needs of the 

audience. 

 

ii) Words and language 

The speaker has to be careful about words and language. Offensive language 

should be strictly avoided. Cutting jokes on women or about particular caste, 

religion, color and ethnic group should be avoided. 

 

iii) Audience 

The speaker should have information about the background of the audience like 

their age, gender, literacy level, size of the audience group, ability to understand 

the language of the speaker, social and cultural background, convenience hours 

for the audience, their attitudes, age and purpose of attending the presentation 

otherwise there would be mismatch between the speaker and the audience. 

 

iv) Place of Presentation 

Before the actual presentation, a speaker should also get familiar with the venue 

of the presentation to overcome initial nervousness. He should check physical 

dimension of the room, possible physical disturbances, audio-visual and other 

equipment in the room, seating arrangements etc.  

 

v) Timing of Presentation 

When there are many speeches, many presenters prefer to take the first turn to 

catch the audience fresh. However, it is better to be the second or third speaker. 

Also never expect audience attention just before or after lunch.  

 

vi) Duration of Presentation 

There must be sure knowledge of the length of time allotted for presentation so 

that it is finished within the given time. Very lengthy presentations should be 

avoided. It is not significant how much more information is given, but how 
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effectively it is talked. If lengthy presentations become unavoidable, then 

discontinue the session for a few minutes, so that the audience return refreshed. If 

it is not possible to give break, then give lively examples, narrate a story, use 

humor, ask questions or invite questions, raise or lower voice and pitch, etc. 

 

2.5.3 Delivery of Presentation 
Certain other important elements, such as the following have to be taken care of 

for an effective presentation. 

 

i) Stick to the Prepared Text 

Speakers usually go beyond their prepared text as they get carried away by the 

reactions of the group they are addressing. An effective speaker always sticks to 

his/her prepared text. 

 

ii) Usage of Language 

The language should be simple, understandable, forceful and target oriented. 

Offensive, hurting and gender-biased expressions should not be used in 

presentations. High-sounding words may also fail. 

 

iii) Using Examples, Humour, Anecdotes, etc. 

Speakers usually take the help of humour and anecdotes when they sense that 

attention level of audiences is low.  

 

iv) Non-Verbal Clues Should Support the Speech 

The postures, gestures and facial expressions of presenters should be in 

accordance with speech. If a manager is trying to energize his team towards 

success, the way speaker should lean forward and stand.  

 

v) Answering Questions 

The questions and answers session helps make the presentation more effective. A 

good speaker anticipates possible questions and prepares answers for them, gives 

concise answers, says sorry if he does not know the answer and requests to repeat 

the question if he does not understand it. 

 

2.5.4 Use of A.V. Aids 
Visual aids add variety to presentation and improve it. However, aids used should 

be simple and present only one item at a time. The selection of aids should be 

careful as it involves available budget, cost, time to prepare and present and the 

skill to use them properly. A.V. aids include pictures, video cassettes, slides, 

filmstrips, transparencies, computer programs, audio cassettes, computer discs 

etc. 
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The audio visual aids can: 

i. get attention 

ii. keep the listener and speaker active  

iii. increase interest 

iv. enhance learning and understanding process 

v. support point of view 

vi. clarify the situation  

vii. long last the listeners’ memory 

viii. help the presenter to write logically 

ix. keep the topic focused 

 

Some important points to be kept in mind while using such aids are as follows. 

i. Plan in detail the aids to use.  

ii. Use simple gadgets. 

iii. Take help of others for operating the aids.  

iv. Avoid using large aids that become physical barriers between speaker and 

audience. 

 

2.5.5 Overcoming Stage Fright 
If the fear of speaking becomes distressing, it is called stage fright. In one-to-one 

communication, too little confidence is called nervousness but if it is to a larger 

group, it is stage fright. The result is quivering voice, shaking hands, perspiration, 

unclear thinking, unpleasant mental conditions, poor response to questions, etc. 

The measures adopted to reduce stage fright are following; 

i. Know your subject. 

ii. Rehearse you talk several times. 

iii. Pre-check any equipment that you will need. 

iv. Breathe deeply and slowly before speaking. 

v. Move slowly during the speech from one corner of the stage to the other. It 

is called Lecterns. 

vi. Relaxation can reduce anxiety.  

vii. Smile at the audience and as a result they will respond with smile. 

viii. Join a public speaking group, a drama society or a professional association 

to gain confidence and skill for public speaking. 

ix. Accept nervousness as inevitable part of speaking. 

x. Visualize audience as a friendly group who is not going to war.  

xi. Remind yourself that you are good in convincing people and using good 

language. 

xii. Concentrate on the topic than yourself. Adjusting hair and clothes should 

be done before presentation. 

xiii. Keep temper and patience. 
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SUMMARY 

 

 Speaking is a spoken statement based on planning and gathered facts.  

 Speaking is of six kinds.  

 Speaking skill is influenced by verbal as well as non-verbal factors.   

 Verbal factors are pitch, rate, vocal quality, pronunciation.  

 Non-verbal factors are posture, movement, gesture, facial expression, 

appearance. 

 Effective speaking needs seven steps. 

 Presentation can be made effective by taking care of preparation of 

material, presentation, delivery of presentation, use of A.V. Aids, stage 

fright. 
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SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 
1.    What are the different ways of delivering oral message? 

2.    Explain the verbal factors that influence speaking. 

3.    Which non-verbal factors influence oral messaging? 

4.    What are the different steps of an oral message?  

5.    How A.V. Aids helpful in making a message more meaningful? 

6.    What are the suggestions to overcome stage fright? 

7.    Suggest some suggestions regarding place and timing of presentation. 

8.    What factors need to be observed during presentation of material? 
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INTRODUCTION 

 

Listening is learning. This unit will discuss the types of listening, reasons behind 

poor listening and the advantages of good listening. It will also discuss the types 

of reading and the process of reading named as SQ3R. There will also be 

narration of Active Reading method for effective reading. This method comprises 

of techniques named as Ask Questions and Recall Technique. 

 

OBJECTIVES 
 

Upon completion of this unit, students will be able to: 

● Understand the role proper listening and reading for effective 

communication. 

 

● Comprehend the harms of poor listening and the causes behind them.  

 

● Get clarity about active reading. 

 

● Grasp the steps involved in significant reading. 

 

● Understand the types of listening and reading. 
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Listening is learning. Listening is an active process of receiving. The wise 

listeners listen more than speak. A person cannot learn when he is speaking. 

Business managers spend 40% of their time in listening.  

 

3.1 DEFINITION 
 

According to Dumont and Lannon “Listening is the complex and selective 

process of receiving, focusing, deciphering, accepting and storing what we 

hear”. Without these five interrelated process, listening does not occur.  

 

Receiving: It means physically hearing the message and acknowledging it. 

Focusing: It means converging all over attention to the sound. 

Deciphering: It means trying to understand the sound in the light of the past 

experience. 

Accepting: It means recognizing the sound in the light of the past experience.  

Storing: It means putting the accepted sound in long memory.  

 

Bovee also believes that “Listening process comprises of five steps; Receiving, 

Decoding, Remembering, Evaluating and Responding.” 

Receiving: It means physically hearing the message and acknowledging it.  

Decoding: It means assigning meaning to sounds according to our values, 

beliefs, ideas, needs and personal history.  

Remembering: It means storing. Incoming message is first captured in short term 

memory and then transferred to long term memory.  

Evaluating: It means applying critical thinking skills. 

Responding: It means reacting in the form of verbal feedback or laughter, 

applause or silence.  

 

3.2 KINDS OF LISTENING 
 

People listen in a variety of ways which influences both what they hear and the 

meaning they understand. An effective listener does not rely on a single type of 

listening. Following are four kinds of listening: 

3.2.1 Context Listening 

3.2.2 Critical Listening 

3.2.3 Emphatic Listening 

3.2.4 Active Listening 
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3.2.1 Context Listening 
Its primary aim is to understand and retain the message. Here, the emphasis is on 

information and understanding. The listener may ask questions to improve 

understanding. The listener overlooks the speaker’s style and just focus on 

information. It does not matter whether the listener agrees or disagrees with the 

speaker.   

 

3.2.2 Critical Listening 
It involves not only understanding the message but also its evaluation on several 

levels which are logic of the argument, the strength of the evidence, the validity of 

the conclusion, the application of the message, the speaker’s motives etc. The 

listener should be careful in separating opinion from facts.  

 

3.2.3 Emphatic Listening 
This kind of listening is not concerned just with the speaker’s words but also 

involves understanding of speaker’s feelings, needs and wants. Through emphatic 

listening the speaker is allowed to vent his emotions.  

 

3.2.4 Active Listening 
In active listening, the listener rejects his own thoughts and biases and is attentive 

to what the speaker is saying. He asks questions and encourages the speaker 

through his positive body language. The listener provides feedback to prove that 

he has understood what he has heard. He proves his understanding through 

remembering, questioning, reflection, clarification etc. Thus listener proves his 

listening through verbal and nonverbal factors. 

 

3.3 REASONS FOR POOR LISTENING 

 
1) Competition for Attention 

When a listener is overly busy with different thoughts, he is unable to devote 

required time to any particular thought and as a result not a single issue is solved 

properly. 

2) Emotions and Feelings 

Angry, shouting, grieved and overly happy persons are poor listeners. These are 

psychological barriers. 

 

3) Premature Evaluations 

Sometimes a listener arrives at a concluding point immediately before the speaker 

ends his speech. The moment listener concludes, he stops listening. 
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4) Prejudice Against the Speaker 
Listener stops listening when he is prejudiced and biased towards speaker. These 
are internal distractions. 
 
5) External Distractions 
Physical environment affects listening. Listener is disturbed by external distractions 
like noisy fans, glaring lights, loud back ground music, over heated or over cold 
room, dull decorated room and also noisy persons sitting close to the listener. 
 
6) Difference in Language 
Listening destroys when the languages of speaker and listener are different. 
 
7) Exhaustion and Drowsiness 
Listening perishes in case of over exhaustion and drowsiness. Poor health also 
destroys listening. 
 
8) Uninteresting Topic 
When the topic is uninteresting or not in benefit of the listener, he loses listening. 
 
9) Continuous Talking 
Continuous talking of the speaker makes the listener tired. Also when a listener 
talks, he cannot listen. 
 
10) Poor Patience 
Poor patience of the listener leads to interruption. It results in starting for the door 
or walking away or cutting in. 
 
11) Mind Wandering 
Mind wandering of the listener also leads to poor listening. Day dreaming of the 
listener distracts his attention. 
 
12) Poor Questioning 
When a listener does not ask questions, he cannot comprehend the unknown or 
confused concepts. 
 
13) Lack of Interest 
Poor interest distorts listening. Listener reads newspaper or mail while listening 
and distorts listening. 
 

14) Overlooking Postures, Gestures and Facial Expressions 

Postures, gestures and facial expressions are called kinesics. Overlooking those 

results in getting poor comprehension. Kinesics support the message. 
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15) Thinking Speed 

Variation between the speaking rate and listening ability declines listening. 

People usually speak at the rate of 80 to 160 words per minute whereas listeners 

listen at the phenomenal rate of up to 800 words per minute. This variation results 

in mind wandering of the listeners. 

 

16) Monotones 

Monotone of the speaker puts the listeners to sleep or cause them lose interest. 

 
3.4 HOW TO IMPROVE LISTENING? 
 

1) Be prepared mentally and physically to listen.  

2) Show positive nonverbal attitude towards the speaker so that he may be 

encouraged.  

3) Listen to understand, not to refute. If there is anything against our beliefs, it 

can be discussed later.  

4) Focus attention on the verbal and nonverbal speech of the speaker.  

5) Focus on context and not the speaker.  

6) Take short notes while listening. Long writing should be avoided. 

7) Do not interrupt the speaker through questions or non-verbal negative 

behaviors.  

8) Summarize and evaluate at the end and not during listening. 

9) Avoid prejudices of any kind. 

10) Listen sympathetically not critically because the speaker is also a human 

being and he may also suffer from human problems like stage fright, 

fatigue etc.  

11) Pay attention to nonverbal communication. 

12) Ask questions at appropriate times. 

13) Make frequent eye contact with the speaker. 

14) Think about the key points of the speech and pay attention to them instead 

of thinking about the whole speech.  

15) Adjust listening style according to the situation. 

 

3.5 RESULTS OF GOOD LISTENING 

 
1) It improves mutual understanding between the speaker and listener. 

2) Communication is encouraged and improved. 

3) Positive attitudes are generated.  

4) The speaker seems to be motivated if he listens well. 

5) Proper listening leads to proper decisions. 



 

40 

 

6) Problems are sorted out and knowledge of the listener improves towards 

them.  

7) Good listening helps in creating happy work environment. 

8) Listening reduces tensions and hostilities. 

9) Proper listening leads to the improvement of management-employee 

relationship. 

10) Listening to employees’ and management suggestions increases sales and 

profits. 

 

Reading Skill 
Reading skill enables readers to turn writing into meaningful document to achieve 

the goals of independence, comprehension, and fluency. 

 

3.6 DEFINITION 
 

Reading skills are specific abilities which enable a reader 

i) to read the written form as meaningful language 

ii) to read anything written with comprehension and fluency 

iii) to mentally interact with the message. 

 

3.7 KINDS OF READING 

 
3.7.1 Skimming  
Skimming is used to quickly gather the most important information or over all 

meaning of the text or 'gist'. Eyes are over the text, noting important information. 

Skimming is used to quickly get up to speak on a current situation. It is not 

essential to understand each word when skimming. 

 

Examples of Skimming 

 The Newspaper (quickly read to get the general news of the day) 

 Magazines (quickly read to discover which articles you would like to read 

in more detail) 

 Business and Travel Brochures (quickly read to get informed) 

 

3.7.2 Scanning 
Scanning is used to find a particular piece of information. Eyes are run over the text 

looking for the specific piece of information which is needed. Scanning is used on 

schedules, meeting plans, etc. in order to find the required specific details. If there 

are words or phrases that cannot be understood, there is no need to worry.  

 

http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsIndependence.htm
http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsComprehension.htm
http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsFluency.htm
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Examples of Scanning 

 Finding a particular program in a TV program list in a newspaper.  

 Searching the timing of a particular train or airplane in a train / airplane 

schedule. 

 

3.7.3 Extensive Reading 
Extensive reading is used to obtain a general understanding of a subject and 

includes reading longer texts for pleasure or information. Extensive reading skills 

are used to improve general knowledge. There is no need to understand each 

word. 

 

Examples of Extensive Reading 

 Marketing strategy book 

 A thick novel you read before going to bed 

 Long magazine articles that interest you 

 

3.7.4 Intensive Reading  
Intensive reading is used on shorter texts in order to extract specific information. 

It includes very close, minute and accurate reading of every word and line. 

Intensive reading skills are used to grasp the details of a specific situation. In this 

case, it is important to understand each word, number or fact. 

 

Examples of Intensive Reading 

 Notes for the students 

 An insurance claim 

 A contract 

 

3.8 PROCESS OF READING- SQ3R METHOD 
 

The SQR3 steps include Survey, Question, Read, Recite, and Review.  

 

3.8.1   Survey   
A survey is a quick preview or overview of an entire textbook or a single chapter.  

i) Survey a text for content and organization.  

ii) Read the title to know what the chapter/text will be about.  

iii) Read the introduction and/or summary.  

iv) Always pay attention to headings and subheadings.  

v) Pay attention to charts, graphs, maps, and diagrams. 

vi) Note whether key words or terms are italic, boldface, defined within the 

text, or listed at the beginning or end of the chapter.  
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vii) Look for any problems or questions for discussion at the end of chapters or 
sections. These will help you determine which concepts the author wants 
you to apply.  

 
3.8.2   Question     
Questioning helps your mind to engage and concentrate on what you are reading.  
i) Turn boldface headings and subheadings into as many questions as you 

think will be answered in the section you are reading.  
ii) As you read each section carefully, try to find the answers to questions you 

formed from the headings.  
iii) The better the questions, the better your comprehension will be.  
 
3.8.3   Read 
i) Read slowly and carefully, concentrating on one section at a time. Don't 

worry about how much time. 
ii) Read each section with questions in mind.  
iii) Do not skip unfamiliar words or technical terms. Find out their meanings. 
iv) Determine the main points of the section by summarizing the main points 

in notes or in the margin of text. 
v) Always read through the section again, especially if it seems particularly 

technical or complex. Be sure to underline main ideas and/or key thoughts.  
 
3.8.4   Recite   
i) Recitation is an essential aid to memory and comprehension.  
ii) At the end of each section read, try to state, aloud or silently, the important 

points covered.  
iii) If there is trouble, don't move on to the next section   
iv) If the central idea comes easily to mind, then it means that topic is understood. 
 
3.8.5    Review   
i) Review a chapter immediately after finishing reading it.  
ii) Review by skimming back over the text, looking over any notes you made 

in the margin.  
iii) Reread passages that are underlined or highlighted.  
iv) Go back over all the questions from all the headings and see if they are 

answered. 
 

3.9 ACTIVE READING 
 

The reader is not in contact with the writer, however, there should be a kind of 

mental dialogue between them. This kind of relationship is called Active listening 

and its benefits are increasing comprehension and concentration, overcoming 

boredom and stimulating creativity.  



 

43 

 

There are two methods of active reading.  

3.9.1  Ask Questions  

3.9.2 Using Recall Techniques 

 

3.9.1 Ask Questions 
It is better to ask questions about the read topics. Questions are of many kinds. 
(i) Memory Question 
These are asked for the purpose of memorizing e.g., “What are the components of 
reading?” 
 
(ii) Translation Questions 
These questions change the form of the ideas e.g. “What is the difference between 
active listening and passive listening?” 
 
(iii) Application Questions 
Such questions explain the application in real life e.g. “What is the significance of 
active listening in the class?” 
 
(iv) Analysis Questions 
These questions explain the different steps involved in a process e.g. “Explain 
reading process?” 
 
(v) Synthesis Questions 
Such questions bring together information to create new questions e.g. “What are 
the factors that lead to effective reading?” 
 
(vi) Evaluation Questions 
Such questions require judgment e.g.  “Are we true Pakistanis?”  
 
Questions can be raised at following stages. 
i) Before starting reading ask purpose of reading and turn headings and 

subheadings into questions. 
ii) While reading ask questions. 
iii) After finishing reading ask questions about usefulness and application. 
 
3.9.2 Use Recall Techniques 
These techniques improve understanding and can be either written or oral. 
However, there are three recall techniques. 
(i) Structuring  

It means distribute the whole topic under following parts like introduction, main 

ideas, conclusion and supporting details. Structuring can be done mentally or on 

separate pieces of paper. 
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(ii) Annotation  

It means making the different parts of sentences visible by underlining, 

highlighting with marker or putting brackets to the important ideas. Annotation 

should be done with important ideas and not the whole passages. An interesting 

way is to circle the conclusion, underline the main ideas and bracket the 

supporting details. 

 

(iii) Summarize 

It should be in the words of the reader and it strengthens retention. Summary may 

be oral, mental or written. 
 

 

SUMMARY 
 

 Listening is learning. Listening is the complex and selective process of 

receiving, focusing, deciphering, accepting and storing what we hear.  

 Listeners observe four ways of listening: Context, Critical, Emphatic & 

Active.  

 There are many true reasons behind poor listening. 

 Poor listening can be improved in many ways.  

 Good listening bears many advantages. 

 Reading skill enables readers to turn writing into meaningful document to 

achieve the goals of independence, comprehension, and fluency. 

 Reading is of four kinds: Skimming, Scanning, Intensive and Extensive. 

 Process of reading is named as SQR Method. 

 Active reading is the relation between the writer and reader that helps in the 

comprehension of material. 

 Active reading method can be observed through Ask Questions Method or 

Using Recall Technique. 

  

http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsIndependence.htm
http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsComprehension.htm
http://www.sil.org/lingualinks/literacy/ReferenceMaterials/glossaryofliteracyterms/WhatIsFluency.htm
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SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 
 

1.    Define listening and explain its different barriers. 

2.    What are the results of good listening? 

3.   How can the barriers of listening be removed? 

4.    What does the term ’Reading’ mean and what are its different types? 

5.    How many steps are included in SQ3R method? 

6.    What is the significance of ‘Active Reading’ method? 

7.    What do we mean by annotation? 
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INTRODUCTION 
 

 

This unit discusses the concept of letter writing. Upon successful completion of 

this unit, you will be able to acquire the basic principles of letter writing. There is 

teaching of formats of letters. There is comprehension of essential and non-

essential parts of letters. There will be grasp of the art to create best of the letters 

by comparing examples of correct with incorrect contents. Students will 

understand the usage of collection, credit, sales, sales promotion, inquiry and 

adjustment letters. Students will comprehend the construction of personal letters, 

circulars, joining and resignation letters. Comprehension of all above concepts 

will enable the students to plan and draft such letters. 

 

OBJECTIVES 

 
Upon completion of this unit, students will be able to: 

● Understand the formats of letters. 

● Comprehend essential and non-essential parts of letters.  

● Get clarity about the uses in office setting. 

● Grasp the art to create best of the letters by comparing examples of correct 

and incorrect contents. 

● Understand the usage of collection, credit, sales, sales promotion, inquiry 

and adjustment letters. 

● Comprehend the construction of personal letters, circulars, joining and 

resignation letters.  

● Comprehend the essential and non-essential parts of the above-mentioned 

letters and be able to plan and draft such letters. 
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4.1 ESSENTIAL PARTS OF LETTERS 
 

I) Heading: 

Heading may be of two kinds: 

 

(i)   Letter Head: Letterhead is the name of company from where the letter 

comes. It does not mention the name of the person rather it describes nature 

of business, branch name, address, fax no, telephone no or websites 

address. It may be printed, enforced or engraved on paper. It is always 

center aligned. 

 

ALLIED BANK LTD. 

Regional Corporate Office  

Multan Cantt. 

 

(ii)  Outside Address: If the letter head is missing then we write down the 

outside address. In the first line we write the name of writer and the rank, in 

the second line the name of company and in the third line the address of 

sender. Usually it is left aligned and does not include courtesy titles. Like 

Mr. & Mrs., however, it may include professional titles. 

 

ABDUL REHMAN KHAN, CEO 

Allied Bank Ltd. 

F-14 Multan Cantt. 

 

(iii)  Date: Date is written two spaces below from heading. It may be written at 

left margin, or at right margin or in the center. Modern trend is month, day 

and year (April 20, 2006) or day, month and year. (20 April 2006). It is 

necessary to write the name of the month in words. 

 

II)  Inside Address 

Inside address is the name and address of the receiver. It is written at the left 

margin two spaces below. It has; 

(1) Courtesy title like (Mr., Mrs., or M/S) or professional title like (Professor, 

Doctor), name of receiver and rank (i.e., GM, DM, Manager) in the first 

line.  

(2) Name of department in line second. 

(3) Address in the third line. 

 

All the lines are written with single line space. 

 



 

51 

 

III)  Salutation 
There are following kinds of courtesy titles. 
 Mr. is used for a man. 
 Mrs. is used for a married woman. 
 Miss is used for an unmarried woman. 
 Ms. is used for both married and unmarried woman.  
 Messrs which is taken from French ‘Messieurs’ is used for two or more 

men or name of a company. e.g., Messrs Kahani & Kalia.  
 Esq. (esquire) is written after the name of man but it should not be used 

with Mr.  
 
Salutation is written two lines above the body. It is written as; 
(1) Dear Mr. / Mrs. (If inside address has name). 
(2) Dear Sir, GM, DM, (If inside address has no name). 
(3) Dear Ladies& Gentlemen (If receiver is not a single specific person). 
 
IV)  Body 
It comes after salutation and has single space between lines and double space 
between paragraphs. If letter is short there should be used double space between 
lines. A body is divided in three parts; 
(1) Introduction 
(2) Explanation 
(3) Conclusion 
 
V)  Complimentary Closing 
After body complimentary closing is written at double space. It must be noted that 
in complimentary close, only the first word begins with capital letter. Moreover, 
in the word ‘yours’ apostrophe is not used between ‘r’ and ‘s’. The informal 
compliments like ‘best wishes’ or ‘with warm regards’ are used. But in business 
letter complimentary close is written as under; 
 

Title  Status Complimentary Close 
Mr  married or unmarried male Yours sincerely  
Mrs  married female Yours sincerely 
Miss  unmarried female Yours sincerely 
Ms  Married or unmarried female Yours sincerely 
Sir  male – name not known Yours faithfully  
Madam female – name not known Yours faithfully  
Sir/Madam when unsure whether you Yours faithfully 
  are addressing male or female 
medical/ 
academic/ 
military officer for male and female Yours sincerely 
 



 

52 

 

VI)  Signature 
After complimentary closing, 3 to 5 line spaces are left for signature. After 

signature, name of person and his/her rank is written. 

 

VII)  Reference Initials 
After the complimentary closing, initials of signer, writer or typist are written at 

left margins. It is written to fix the responsibility of composing the letter. It is 

written  in one of the following patterns; 

K A : MY  

ka    : my 

K A : my 

where K A     Khalid Amin (the signer) 

 M Y     Muhammad Yasin (the typist) 

 If the letter is saved on disc then;  

 K A <3> M Y  

where <3> refers to disc number. 

 

4.2 NON-ESSENTIAL PARTS OF LETTERS 
 

1)  Attention Line 

Attention line is written between the inside address and salutation at left margin. 

It, infact, replaces inside address. It helps us in directing the title of letter to the 

particular person or department. Its symbol is ‘Attn.’ e.g. Attn: Sales Department  

 

2)  Subject Line 

Subject line is written before salutation at the left margin. It helps in telling the 

purpose of letter. It is written in two styles; 

I. In this style the first letter of each word is capital and the whole subject is 

underlined. e.g. Sub: Late Admission of the Students  

II. In this style the whole subject is written with capital letters but it is not 

underlined. e.g. Sub: LATE ADMISSION OF THE STUDENTS 

 

3)  Enclosure Notation 

Enclosure notation is written after reference section with single or double space. It 

helps in telling about the additional documents attached to the letter. Its symbol is 

‘Encl’: It is written as; Encl: 3 

 

Its means that three additional letters are attached. In case of cheques, their 

numbers are also mentioned. 
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4)  Copy Notation 

After enclosure notation, copy notation is used to describe the name of additional 

persons receiving the additional copies of letter besides the actual receiver. Its 

symbol may be c(copy), cc(carbon copy), bc(blind copy) and pc(photo copy). It is 

typed with double space at left margin. The name and addresses of the receivers 

are written here. 

 

5)  Mailing Notation 

Mailing Notation is used to describe the nature of postage utilized for sending the 

letter. It is written between the date & inside address. For mailing notation special 

terms like “Registered Mail / Special Delivery / TCS” are used. It is also written 

at left margin. 

 

6)  Post Script 

It helps in emphasizing a point already mentioned in the body of the letter or 

writing a message which the writer forgot to write earlier. It is written at left 

margin. It may be  typed or hand written. It is written at the bottom of the page. 

Its symbol is ‘PS’. In the modern trend, there is not much appreciation regarding 

the use of this part.  

 

7)  File Reference 

It helps in filing a letter by the sender & receiver and in this way helps in its 

identification. It  contains the number of letter, It is written above heading or subject. 

The symbol is ‘Ref’.  

 

4.3 PUNCTUATION STYLES 
 

There are three styles of punctuation used in the letter. 

 

1. Open punctuation  

No punctuation is used after any line of the heading, inside addresses, salutation, 

and complimentary close. 

 

2. Mixed punctuation 

Only two punctuation marks are used. A colon follows the salutation, and a 

comma follows the complimentary close. 

 

3. Close punctuation  

Punctuation follows at the end of every line in the inside address. A colon follows 

the salutation, and a comma follows the complimentary close. 
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4.4  LETTER FORMATS 
 

Most business letters must include a return address (letterhead or your name and 

address), date, an inside address (receiver's name and address), a salutation, body 

paragraphs, and a closing. However, there are several ways to format this 

information. For example, return addresses can be centered or begin at the left 

margin or begin at the horizontal center of the page. 

 

There are four basic business letter formats. 

Letter Format Features 
Sample 

Letter 

Full Block All letter parts begin at the left margin. Full Block  

Modified 

Block 

Indented 

Paragraphs 

Date, signature, and closing begin at 

the horizontal center of the page. All 

body paragraphs are indented. 

Indented 

Paragraphs  

Blocked 

Paragraphs 

Date, signature, and closing begin at 

the horizontal center of the page. All 

body paragraphs begin at the left 

margin. 

Blocked 

Paragraphs  

Simplified 

All letter parts begin at the left margin. 

This format includes a subject line but 

omits the salutation and signature. 

Simplified 

 

 

http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Full_Block
http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Indented
http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Indented
http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Blocked
http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Blocked
http://www.gallaudet.edu/tip/english-center/writing/guide-to-transition-words-and-sentence-samples.html#Simplified
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                                               Full Block Form 

 

Sender’s Name   

Address 

Phone Number 

E-mail (optional) 

 

Date 

 

Receiver’s name & title 

Company Name 

Address 

 

Dear __________: 

 

When writing a letter using block form, no lines are indented. Include your name, 

address, and phone number where you can be contacted, as well as the date. You 

then include the name and address of the person you are sending the letter to. 

 

With new paragraphs, just skip a line instead of indenting. 

 

Body of the Letter 

 

 

 

Sincerely, 

 

Your Signature 

 

Your Name 

 

Your Title 
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Indented Paragraphs Form 

 

Your Name 

Address 

Phone Number 

E-mail (optional) 

 
Date 

 

Name of Receiver 

Title 

Company Name 

Address 

Dear __________: 

 

When writing a letter using indented form, indent each paragraph. First include 

your name, address, phone number, and the date. This information should be 

located at the top of the page, either in the center, or indented on the right side of 

the paper. You then include the name and address of the person to whom you are 

sending the letter.  

 

--------------------Body of the Letter----------------------------------- 

  

Don't forget to provide any information if necessary. 

 

Sincerely, 

Signature 

Name 

Title 
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Blocked Paragraphs Form 

 

Your Name 

Address 

Phone Number 

E-mail (optional) 

 
Date 

 

Name of Receiver 

Title 

Company Name 

Address 

Dear __________: 

 

When writing a letter using blocked form, indent each paragraph. First include 

your name, address, phone number, and the date. This information should be 

located at the top of the page, either in the center, or indented on the right side 

of the paper. You then include the name and address of the person to whom you 

are sending the letter.  

 

------------------------Body of the letter-------------------------------- 

 

Provide necessary information. 

 

 

Sincerely, 

 Signature 

 Name 

 Title 
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Simplified Style Form 

 

Your Name 

Address 

Phone Number 

E-mail (optional) 

 

Date 

 

Name of Receiver 

Title 

Company Name 

Address 

 

SUBJECT LINE (use capital letters) 

 

When writing a letter using simplified style form, put the date on the left. 

Then, put the receiver's name, and his/her title, company name, and address. 

 

Write a subject line instead of a salutation. The subject line must be in all 

capital letters. 

 

 

-------------------------------------Body--------------------------------------- 

 

At the end of the letter, name and title will be all in capital letters. 

 

NAME 

TITLE 
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4.5 PERSUASIVE /SALES MESSAGE  
 

This message is a request for action when the receiver may be disinterested or a 

communication to try to change the opinion of the receiver. It may also be called 

Sales Letter Plan or AIDA plan.  

 

Indirect plan should be used in such messages to convince the receiver to action. 

It enables to present first the benefits that the receiver may gain and then the 

request presented will gain more advantages. 

 

AIDA Plan 

AIDA plan stands for Attention, Interest, Desire and Action. This is indirect plan 

which is employed in requests, recommendation, claims, collections and job 

letters. 

 

I) Attention 
The opening in any persuasive message must attract the receiver’s attention. It 

will move the reader or listener to pay attention to the entire message. It is 

important that the opening should be concise and positive but it should not 

include misleading gimmicks. There are many methods to get attention like using 

colors, drawings or using the receiver’s name, however, the following approaches 

may prove more fruitful: 

i. Some beautiful quotation 

ii. Status appeal opening (Do you want to lead a comfortable life?) 

iii. Narration of some story 

iv. Significant and concentrate facts (Twenty thousand people die in accidents. 

Twenty thousand families are destroyed but not those who are insured with 

State Life.) 

v. Question opening (Do you know AIDA plan?)  

vi. Mentioning prizes (Umra tickets for those who answer the questions truly 

at the end of debate.) 

 

II) Interest 

Interest for the product may be stimulated in the second paragraph. The receiver 

needs to be told about the benefits. We should describe: 

i. The benefits he will derive from the products. 

ii. How will the product earn him more profit? 

iii. How can the product make his job easy?  

iv. How can the product make the job efficient? 

v. What economy lies in the product? 
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III) Desire 

This part offers proofs of the benefits that the receiver can gain to motivate the 

reader and to create desire to buy that product. The writer anticipates the reader’s 

fears and then overcomes them by showing proofs. However, the overuse of facts, 

figures and testimonials may confuse the reader. Desire may be created by using 

any one of the following techniques: 

i. Free samples 

ii. Money back guarantee 

iii. Free trial offer 

iv. Warrantee 

v. Price information 

vi. Evidences (names of the satisfied customers) 

 

IV) Action 

At this stage the receiver should feel that taking action is necessary. However, the 

action should be easy. Action may be observed through any one of the following 

techniques: 

i. Setting a deadline  

ii. Limited offer 

iii. Offering competitions and prizes 

iv. Offering gifts  

v. Making a moral plea 

vi. Accepting payment by cheque or credit card 

 

Types of Persuasive Messages  

4.5.1 Sales Messages / Letters 

Sales messages may be in the form of letters, brochures, catalogs, commercials 

and billboards. A sales message includes a description of a product, its benefits, 

available models, price and related services. A sales message emphasizes the 

strengths of the product and omits its weaknesses.  

 

Sales letters can be of two types.  

I. Solicited Sales Letter 

These are written in reply to queries about prices, discounts, supply, credit, 

product, guarantee and coming models.  

 

II. Unsolicited Sales Letter 

Unsolicited sales letter are not replies to queries rather initiated by the seller for 

the prospective customers. Such letters should follow AIDA plan for proper 

welcome.  
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Opening is not 

from your 

viewpoint. 

Receiver's 

benefits are not 

pointed out. 

Receiver's 

benefits are not 

re-emphasized. 

Request for 

action is not 

positive. 

Sales letters bring a lot of advantages that are to build good will, to inspire people 

to visit the shopping place, to follow up sales inquiries, to sell by mail and to 

produce sales inquiries.   

 

Example of a Poor Sales Message 
 

PARADISE TRAVELS 

428 SEASIDE LANE, KARACHI 

 

March 18, 2009 

Riaz Ahmed 

2841 Mountain View Road  

Karachi 

  

Dear Riaz Ahmed: 

 

 Paradise Travel is offering a three-day, two-night vacation at 

Bhorbun Golf Course and Hotel for only Rs 17500 a couple. 

 

 Bhorbun has spent a lot of money for remodeling its hotel and 

reworking its golf courses. It has even hired a golf expert to 

manage the course. The greens on the 18-hole course are in 

good shape even for this time of the year. March temperatures 

are better in Bhorbun than they are in Karachi. 

 

   If you don't like to golf, you can always swim or play tennis. 

Hotel has 3 pools and 12 tennis courts. If you don't like to 

swim or play tennis, you can soak in the hot pools or exercise 

in the exercise room. You can eat at one of our three 

restaurants. They serve a variety of food. 

 

  Let us know if you want to enjoy vacation at the Bhorbun 

facility. Reserve a room in March and we will give you four 

coupons for dinner. 

 

Sincerely, 

 

 Burgees 

President 
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Example of a Good Sales Message 
 

PARADISE TRAVELS 
428 SEASIDE LANE, KARACHI 

 

March 18, 2009 

 

Mr Riaz Ahmed, 

2841 Mountain View Road  

KARACHI  

 

Dear Sir: 

 

Spring is a time for new beginnings! Come enjoy the 

championship at Bhorbun Golf Course. A three-day spring 

fling of golf, tennis, and relaxation will renew your outlook on 

life. Enjoy three days of golf and tennis and two nights of 

relaxation in the luxurious hotel for only  

Rs 17500 a couple. 

 

The 18-hole Golf Course contains many water hazards and 

natural flora that adds to its beauty. The beautifully landscaped 

course and the comfortable March temperatures make each day 

a golfer's paradise. 

 

In addition to enjoying the luxurious golf course, you may play 

on the 12 tennis courts, swim in the 3 pools, relax in the 3 hot 

tubs or exercise in the fitness room. You may enjoy a variety of 

fresh fish, steaks, Italian pasta specials and tempting salads in 

our three special restaurants. 

 

Please reserve your room for this exciting, relaxing spring fling 

by calling our toll-free number, I-800-555. If you take 

advantage of this spring fling in March, you will receive 

coupons for four free dinners at any of our three restaurants. 

 

Sincerely, 

  

 Burgees 

President 

 

Mention of 

golf and 

relaxation 

gains 

attention. 

The features 

of the golf 

course are 

given. 

Describing 

additional 

facilities 

builds desire. 

Action can 

be taken 

easily. 
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Specimen of Sales Letter  

ATLAS HONDA CORPORATION 

C.S.D Plaza, Fcrozpura Road, 

Lahore, Pakistan. 
 

September 9, 2006 
 

The Manager, 
Siddique Corporation, 
Multan. 
Sir, 
 
"Taste is love of beauty" says Emerson. Taste determines what type of man you 
are. It does not develop night. People acquire it by work of time. Honda has been 
serving as a tastemaker in the world of elegance. 
 
The world is going fast. Every morning brings new technological changes in the 
world. The thing that we used yesterday has become outdated and obsolete today. 
It you already have a motorcycle believe us, it has certainly become outdated, no 
matter if you purchased it last week. We offer Honda CD-100that never grows old 
because 
1. Honda is versatile, elegant and unexcelled. 
2. Technology that touches the hearts. 
3. Powerful durable engine. 
4. Reliable power brakes. 
5. Simplified maintenance with least down time. 
6. Un-believable economy. 
7. You can choose to purchase or hire purchase. 
8. Sensational ranges of varieties and top class quality. 
9. Unbeatable price 
10. Effective after sales service  
 
All these features have made Honda king of all motorcycles and its driving is 
nothing but a fun. We are enclosing a leaflet containing all technical and 
engineering details of different models. 
 
You feel what we said when you drive a Honda. Should you need any further 
information please ring at toll free no. 0800-33-333 
 
Yours truly, 
 
Sales Manager 
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4.5.2 Sales Promotion Letter  
The main aim of these letters is to promote the sales indirectly. The writer induces 

the reader to buy but does not urge him. These letters are written on certain 

occasions like anniversaries, vacation, holidays, festival, special days and 

occasions of happiness. Such letters help in maintaining contacts with customers 

by improving good will. These letters offer different services of value and observe 

friendly attitude. There is no set pattern of writing sales promotion letters, 

however, the pattern is informal.  

 

Specimen of Sales Promotion Letter 

 
Prince Department Stores 

Tariq Road, 
Karachi. 

 
September 12, 2006 
 
Riaz Ahmad Khan  
Clifton, Karachi 
 
Sir, 
In Karachi, most people do not rely on annual traditional sales. They believe that 
all the annual sales are fake. This is why, most of' the stores fail in making their 
sales successful. Prince Departmental Stores has successfully dispelled this 
impression because when we announce reduced prices, we mean it. 
 
This year in sales program, we have added a new variety of fresh stock of local 
and imported goods. This includes crockery, jewelry, readymade garment, shoes, 
imported and Pakistani books and magazines, wall-clocks and watches, toys and 
sports goods. 
 
The reduction goes from at least 20% to 40%. But the things do not end up here. 
There are special gifts waiting for you. These gifts will be given free of cost. The 
earlier you visit the store, the better variety will be yours. The sales will be over 
on 26 December,2009. 
 Thanks! 
 
Yours truly, 
 
Abdul Rehman Khan 
(Sales Executive) 
ARK: ZAK 
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4.5.3 Collection Letter / Message 
It is used by business firms to collect overdue accounts. The two purposes are (i) 

to collect the money due (ii) to retain good will with the customer. Such messages 

are usually written in three stages- reminder, appeal and warning.  The reminder 

stage is for the customers who intend to pay but just need a reminder. This letter 

is direct and friendly. Appeal stage is stronger than reminder because the 

customer has not paid attention to you. Warning stage is the last opportunity for a 

customer to pay the amount or face the consequences.  

 

Example of a Poor Collection Message 
 

MODERN CLOTHING 

MULTAN CANTT. 
 

April 5, 2009 

 

Mr. Raza 

Qasim Pur Colony 

Multan. 

 

Dear Mr. Raza: 

 

We have been trying for five months to get you to pay the 

balance due on your account. We can no longer tolerate your 

nonpayment when all the rest of our customers pay promptly. 

 

We are going to turn your account over to our attorney if we do 

not get the money by April 12. You will be sorry when this 

happens because we are giving the attorney full authority to do 

anything to collect the money. 

 

Sincerely, 

 

Hayat Khan 

Credit Manager 

 

  

Neglect 

your 

attitude. 

Threaten the 

receiver. 
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Example of a Good Collection Message 
 

MODERN CLOTHING 

MULTAN CANTT. 

 

April 5. 2009 

 

Mr. Raza 

Qasim Pur Colony 

Multan 

Dear Mr. Raza: 

 

Your account balance of $725.90 is five months past due and you 

have ignored all our collection attempts. Your failure to respond 

leaves us no choice but to turn the account over to our attorney. 

 

Legal action is not pleasant for either of us, but it is necessary, 

because of your failure to respond to our previous notices. A 

lawsuit will be expensive and embarrassing to you. 

 

Our attorney assures us that if your account balance is paid by 

April 12, no legal action will be taken; your credit reputation will 

be maintained. Please send the check enclosed envelope prior to 

April 12 to avoid this action. 

 

Sincerely, 

 

Hayat Khan 

Credit Manager 

 

 

4.5.4 Persuasive Request 
It is a sort of complex request to seek an increase in the budget, ask for donation, 

look for participants, change in the schedule and recruit someone.  

 

  

Attention 

Reminder of 
past actions 

Strong 

motivation 
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Example of a Poor Persuasive Request to a Person to  

Appoint him as Computer Analyst. 
 

 

To: Mr Shabbir 

 

From: Fayyaz Hassan 

 

Date: August 3, 2009 

 

 

Subject: Opening New Center 

 

The new distribution center for KFC in Multan needs a computer 

analyst. You have been working with computers for a long time 

and should take this job. 

 

 

This job is not a promotion. You would continue earning the same 

salary that you presently take. KFC has been looking for a 

competent computer analyst, and your record shows that you 

could become one. 

 

 

I know that this job would present many challenges, but you could 

learn from them. It is always interesting and educational when 

you start an operation in a new location. I know that you would 

have to leave many friends and relatives; however, you can make 

new friends here. 

 

 

If you decide to accept this job, please send me a letter of 

acceptance. 

 

  

Poor 
attention 

Reminder 

of past 

 

Fails to 

motivate 

to action 

 



 

68 

 

Example of a Good Persuasive Request 
 

 

To: Mr Shabbir 

 

From: Fayyaz Hassan 

 

Date: August 3, 2009 

 

Subject: Opening New Center 

 

Your work as a computer specialist has been outstanding for the 

past seven years. You really learned how computer systems 

operate while you were at the University and you have done an 

excellent job in applying this knowledge to your position at KFC. 

 

As I mentioned to you last week during our discussion, KFC is 

opening a distribution center in Multan. This distribution center 

will be fully operational by November 1, 2009. The center needs 

a computer analyst who has experience in the food distribution 

industry. The possibility of promotion is great at our new facility, 

even though your transfer would not mean an immediate 

promotion. You will find museums, theaters, and other cultural 

activities here. 

 

The facility in Multan will have state-of-the-art equipment. You 

would be involved in planning and implementing the distribution 

operations for the southwest region of KFC. Your moving 

expenses will be paid by KFC, and you will receive a moving 

allowance of Rs. 1,000. 

 

Please accept the computer analyst position in our center. Please 

e-mail your response to me no later than August 25 at 

dmartin@kfc.com. 

  

Focuses 

attention 
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interest 

building 

More 

interest 

building 

Easy 

action 
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4.5.5 Recommendation  
A recommendation is a message to persuade the receiver to take an action 

proposed by the sender. The recommendation may be made to replace obsolete 

equipment, to change a company policy and to a political leader to fix a plot for a 

school.  

 

Example of a Poor Recommendation 
 

To: All Employees 

 

From: Riaz Ahmed, Human Resources Director 

 

Date: November 3, 2009 

 

Subject: EDHI VILLAGE 

 

The committee for selecting a charity for Lever Brothers to 

sponsor has chosen Edhi Village this year. We need you to send 

your donation no later than November 20. 

 

We need to beat the Rs8,7000 that we gave to Fatmid last year. 

We think that Edhi village is in more need than was Fatmid. This 

year's goal is Rs100,000. 

 

If you need more information, read the enclosed brochure that 

gives all the details. 

 

  

Poor 

attention 

Lacks 

interest  

No easy 

action 
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Sample of a Good Recommendation 
 
 

To: All Employees 
 
From: Malik Riaz, Human Resources Director 
 
Date: November 3, 2009 
 
Subject: EDHI VILLAGE 
 
 
Imagine summer without a vacation. 
 
Edhi village is a nonprofit organization that provides care for 
children who have lost their parents. A brochure describing the 
facilities and services provided at the home is enclosed. 
 
Each year a committee consisting of one member from each 
department selects a charity for the Lever Brothers employees to 
sponsor. This year we have to support Edhi village. Last year the 
employees generously gave Rs. 87000 to Fatmid, and we know 
that you will help meet this year Rs100,000 goal for the Edhi 
Village. 
 
Please return the enclosed pledge card by November 20. The 
amount you select will be deducted from your paycheck. Your 
contribution is tax deductible. The Edhi Village children will 
greatly appreciate and benefit from your generosity. 
 

4.5.6 Claim Letter 
Claim letter requests adjustments for defective merchandise, in appropriate 
service or any other grievance. Routine claims follow the direct plan because such 
claim is backed by warrantee. Persuasive claims are written in indirect way 
because you have to persuade the company to pay you the claim in terms of 
refund or exchange.  
 
In your claim letters you may make the following requests.  
i. Refund of money. 
ii. Free exchange of the product  
iii. Delivery of the right product  
iv. Repair free of charge 
v. Concession in the price 
vi. Correction in the bill 

Attention: 

Details for 

stimulatio

n  

Builds 

interest 

Easy 

action 
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Example of a Poor Claim Letter 

ANTIQUES 

Karachi 

 

February 23, 2009 

Ms. HUDA 

Wholesale Antiques & Collectibles 

Multan 

 

Dear Madam: 

 

I want Rs. 2,700 back for the doll that 1 ordered because it is not 

of the quality that you promised. 

 

You promised that the doll was of museum quality. It is NOT! 

Someone painted over several of the bad spots trying to hide the 

chips that the doll had. It would make me lose a good customer. 

 

I want you to either send me back my Rs. 2,700 and I will return 

the doll, or 1 will keep the doll and you refund me Rs. 300 

because it is not of the quality that you promised. I need you to 

let me know quickly so that I can tell my customer. 

 

Sincerely, 

 

Zaffarullah  

 

Owner 

 

                                  

  

Negative 

Shows 

anger  

Poor 

request 
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Example of a Good Claim Letter 

ANTIQUES 

Karachi 

 

February 23, 2009 

Ms. Huda 

Wholesale Antiques & Collectibles 

Multan 

 

Dear Madam: 

 

Your dealership has provided my shop with many beautiful 

authentic antique pieces during the past 15 years. On January 25, 

I ordered to you a Fortune Teller doll for Rs. 2,700. One of my 

clients wanted this doll as a Valentine gift for his wife. 

 

The wooden doll is extremely rare. You advertised it as museum 

quality with original painted wooden features. Upon close 

inspection it is obvious that the doll's paint has been touched up. 

This painting alteration lowers the doll's antique value. 

 

My client is willing to keep the doll but is not willing to pay the 

original price. He thinks that the touch-up painting has lowered 

the doll's value by Rs. 300; therefore, I am requesting a refund of 

that amount. If a partial refund is not possible. I will return the 

doll and expect a total refund of Rs. 2,700.  

 

Please call me or fax your decision so that my client may be 

promptly informed. 

 

 

Sincerely, 

 

Muhammad Ibraheem 

 

 

 

 

Attention 

through 

praises 

Interest 

by giving 

details 

Desire 

Polite 

request 

for action 
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Specimen of Claim Letter 
 

UNIVERSAL BUSINESS SYSTEM 

131-D Khanewal Road, 

Multan. 

 

14 Septembers, 2006 

 

The Manager, 

Kingston Computers Pvt. Ltd,  

China. 

 

Subject: Claim 

 

Sir, 

 

Your company has a proven record of remarkable services in electronics. But 

what has happened to your company repute? The consignment you sent us on 8th 

September 2006, was found not strictly in accordance with our order of 1st 

September. The anomalies are given below: 

 

1. We ordered 10 Monitors of 17" but you sent 5. 

2. We requested for 256 MB flash drives but you sent 128 MB. 

3. we demanded  ______ but we received _______. 

4. In addition, batteries of' two Mother Boards are expired. 

 

These anomalies have caused us a great deal of trouble and loss of sale. This is all 

nerve shattering. We are retuning the items, which are excessive than our order 

and the expired batteries. We are also returning the invoice for correction. Kindly, 

acknowledge the receipt of these items and send the short ones. 

 

We will appreciate you, if you kindly send the short items by next week and be as 

good as ever. Can we hope revival of good services? 

 

Yours truly, 

 

Manager 
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4.6 BAD NEWS /INDIRECT/INDUCTIVE MESSAGE 
 

The indirect plan which is also called inductive plan is also used to present bad 

news. It comprises of four parts.  

 

I. Buffer: It refers to a neutral statement. It is sugar coated news that may not 

hurt you but turns your attention to the coming news. Buffer should build 

goodwill and be positive, pleasant and honest in nature. The following are 

the ways to buffer.  
a. Agreement: Agree with the reader on something. 

b. Appreciation: Thank the reader for some goodness. 

c. Assurance: Assure the reader of your consideration and honesty.  

d. Compliment: Compliment the reader by honoring some past request.  

e. Cooperation: Show your sincerity and cooperation.  

f. Good News: Begin with good news if any.  

g. Neutral Courtesy: Use words that are not harmful. e.g. use the word 
“change” for increase in price. 

h. Understanding: Show that you understand the feelings of the 
customers.  

 

 Example: If we want to increase the price of the product, we may say 

“Certain measures are needed to relieve the country of economic crisis.”  
 
II. Explanation: In explanation the writer will try to convince the reader with 

the decision which will follow in the next part. This is a kind of 
justification part that will prepare the reader mentally for the coming crisis.  
a. Analyze the problem with reference to the receiver’s interest 

b. Be positive 

c. Stress de-emphasis techniques. 

d. Explain relevant facts.  

 

Example: If we want to increase the price of the product, we may talk 

about the government taxes and increase in manufacturing cost.  

 

III. Decision: The bad news or the main idea is given here. The decision may 

be implied or clearly expressed.  

a. Use de-emphasis techniques 
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b. Give negative information quickly and in the mid of the paragraph.  

c. Be positive 

d. Say what can be done and do not express what cannot be done. 

e. Avoid an apology. 

f. Offer counter proposal.  

 

Example: The increase in price of the product should be announced here.  

 

IV. Positive Friendly Close: This is the last part of the bad news message and 

contains the following things.  

a. Appreciation of the reader or his goods and services. 

b. Invitation to some future action or patronage.  

c. Mention of the desired action in the interest of the reader.  

d. Easy action. 

e. Willingness to help further or some guiding information. 

f. Reader’s benefit material or information.  

g. Personalize the close.  

h. Do not repeat the bad news.  

 

Types of Bad News Messages 
 

4.6.1 Request Refusal 
Customers, non-customers and employees usually extend requests for some favors 

like changing the payment dates, using company facilities, getting special rates or 

financial assistance. These are the requests which are not concerned to sales. 

Effective use of indirect plan will make refusals acceptable. In case of any refusal 

it is important to maintain goodwill.  
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Sample of a Poor Request Refusal 
 

To: Mr. Samiullah  

From: Sheri  

Subject: Denial of Request for Vacation 

Date: 18 Jan 2009 

 

I must deny your request for a two-week vacation from February 

6 to 19. I cannot let you go during that period. 

 

This is a busy period for all six branches of Alhamd Pharma and 

you must be here. Plan your vacation at a different time. 

 

 

Sample of a Good Request Refusal 
 

To: Mr. Samiullah  

From: Sheri  

Subject: Request for Vacation 

Date: 18 Jan 2009 

 

Thank you, for your requesting vacation time from February 6 to 

19. You have been doing an excellent job as a department 

manager and certainly deserve two-week vacation. 

 

Alhamd Pharmacy is conducting its annual inventory during the 

first two weeks of February. It is important for all employees to 

perform their normal duties during this period. 

 

Your supervision of your department has made it one of our most 

successful areas, and your assistance during the inventory will be 

of great value. The inventory will be completed by February 14. 

You can begin your two-week vacation any time after February 

15. Please e-mail me the dates for the two-week period that you 

choose for your vacation. 

 

Your excellent work is appreciated, and I hope that you will be 

associated with Alhmad Pharma for many years. 

Negative 

Lacks 

Buffer 

Lacks  

Courtesy 

Buffer with 

appreciation 

Logical 

Explanation 

Friendly 

Close  
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4.6.2 Adjustment Refusal 
Adjustments are refuted when the customer is at fault regarding a product. He 

claims free replacement or repair of article which is out of order due to his 

violation of the instructions or claims for certain products which cannot be resold 

like medicines and under garments. Indirect plan is the best way to handle such 

situations.  

 

Sample of Poor Adjustment Refusal 
 

TEEJAYS 

Karachi 
 

March 18, 2009 

 

Mr. Abdul Hassan  

House of Fashion 

Multan 

 

Dear Sir: 

 

We are sorry we cannot honor your request to return the 24 

dresses that you recently purchased from us. You can see that 

these dresses are made of a high quality material. 

 

We feel sure that with a little effort, you can sell these dresses. 

We have been making dresses for a long time, and all of our 

customers are always satisfied. We have sold you dresses 

before, and you were able to sell them. Our profit would be 

reduced if we allowed our customers to return dresses without 

their trying to sell them. I am sure you can understand why we 

can't let you return these dresses. 

 

Again, let us say we are sorry that you will not be allowed to 

return these dresses. Don't forget to place your order for winter 

dresses not later than July 1. 

 

Sincerely yours, 

 

Muhammad Maaz Ali 

Marketing Manager 

Negative 

Information 

Expression 

is not 

logical 

Negative 

Close  
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Sample of Good Adjustment Refusal 

TEEJAYS 

Karachi 
 

March 18, 2009 

 

Mr. Abdul Hassan  

House of Fashion 

Multan 

 

Dear Mr. Abdul Hassan: 

 

Thank you for your recent purchase of 24 dresses. You selected 

stylish, high pant dresses simple and versatile. 

 

The dresses that you purchased are of the highest quality. As you 

know there is a 10 percent variation in the weight of material for 

dresses of this kind. The standard industry practice of permitting 

a variation of 10 percent is necessary due to the number of 

sources from where material is purchased. Few customers would 

be aware of a 10 percent variation in the weight of material for 

these dresses. These dresses can be sold easily. With a 50 percent 

markup on these dresses, you will earn more than Rs. 1,5000/- 

when all 24 dresses are sold. 

 

Many of our customers inform us that these dresses are among 

the leading sellers in their stores for this season. Many of the 

stores have already placed a second order for these dresses. We 

feel sure that your customers will be equally pleased with the 

dresses. 

 

Best wishes for a successful summer season. 

 

Sincerely yours   

Muhammad Maaz Ali 

  

Buffer with 
appreciation 
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Convincing 
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wishes  



 

79 

 

 

4.6.3 Credit Refusals  
Customers who have got credit ratings or sufficient assets are granted credits. But 

the customer who have problems in paying their bills or are deficient in resources 

observe credit refusal. Credit refusals should be written in indirect plan so that it 

may satisfy the customer.  

 

Sample for Poor Credit Refusal 

BANK ALFALAH 

Multan 
 

January 29, 2009 

Mr. Muhammad Tayyab 

Hassan Perwana  

Multan 

 

Dear Sir: 

 

I am sorry to inform you that the Bank Alfalah cannot approve a 

Rs. 75,000 loan for you at this time. We would like to give you a 

loan, but our bank's policy does not permit us to make business 

loans to customers with no experience. 

 

Multan is a small town with seven antique shops. Managing an 

antique shop with no experience can be disastrous. You may not 

realize that many small businesses go bankrupt every year due to 

inexperience of the owners. We cannot take a chance by loaning 

money to someone who has no experience in a business area in 

which they want to enter. We know that you have good 

intentions, but experience is what counts. 

 

Again, let me say that I am sorry that we cannot give you a loan 

at this time. If you are interested in any other banking service, 

please let Bank Alfalah help you. 

 

Sincerely, 

Sabrina Hassan  

Loan Officer 

 

  

We attitude  

Lacks  

your 

attitude 

Poor ending 
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Sample for Good Credit Refusal 

BANK ALFALAH 

Multan 
 

January 29, 2009 

 

Mr. Zaffarullah  

Multan. 

 

Dear Mr. Zaffarullah: 

 

Thank you for your loan application. Providing support and 

assistance to new business owners is one of Bank Alfalah most 

important goals. If you are successful, your bank will be 

successful. 

 

Information from several sources is examined by Bank before 

approving a loan to support a business venture. You have 

expressed a desire to locate a floral shop, in the city of Multan. 

The city of Multan, with a population of approximately 

3,000,000, currently has seven established florists. Your 

college degree in agriculture did not include courses that would 

give you experience in managing a floral shop.  

 

We recommend that you gain some floral shop management 

experience before making such a huge investment in the 

business. When you attain a couple of years' experience, please 

resubmit a loan application and we will reevaluate it based on 

local economic conditions at that time. 

 

Best wishes. Mr. Zaffarullah, in entering the florist profession. 

Your business is important to us, and we hope to be of service 

to you in the future. 

 

Sincerely, 

Sabrina Hassan 

Loaning Offier 

  

Your 

attitude 

Logical 

explanation 

Indirect 

decision 

Friendly 

close 
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4.6.4  Order Refusal 
Orders are refused when the companies are out of stock or not satisfied with the 

customers. Even the companies when are out of stock, should not use the words 

‘out of stock’ or ‘cannot send’. In the first part there is expression of thanks for 

sending orders, in the second part there is explanation for the cancellation or 

delay. The third part expresses the promise of sending the goods the moment they 

are received. They may also suggest a substitute of the short item.  

 

Sample of Order Refusal 
 

To: Mr. Ibrarul Haq  

From: Music Shop 

Subject: Supply of Guitar  

Date: March 8, 2010 

 

Thank you for your order of the special issue of the guitar.   

 

The demand for this deluxe version of the famous guitar has far 

exceeded our most optimistic expectations. We have imported it 

twice from the manufacturer in Spain. The latest shipment will be 

delivered within 10 days and will be sent out to you immediately.  

 

You should receive your guitar before May 1 and will be able to 

enjoy its fine workmanship and beautiful sound. Enclosed for your 

interest is a catalog of guitar related products.  

 

Unsolicited Bad News Messages 

These are the messages which are initiated by the sender and are not in response 

of any message. Such messages include price increase, budget and staff reduction, 

penalizing someone, mistake in billing and resignation letter.  

 

4.6.5 Announcing Increase in Prices 
Sometimes the company finds it necessary to increase prices or cut services to the 

customers. In buffer the company refers to the services it is providing. In the 

second part there is mention of different problems that may prepare the reader 

mentally for some increase. The third part announces decision while the fourth 

part offers courteous ending. 

 

  



 

82 

 

Sample of Announcement regarding increase in prices 
 

Dear Customers:  

 

In reviewing the past year’s business and trying to plan for a 

future in which S.A. Laboratories can continue to give you 

good service, it has become evident that some modifications 

must be made.  

 

Expenses in the business have been constantly increasing 

without corresponding increases in profit margins. Rather than 

increasing the prices, the following changes will become 

effective from July of this year: 

(1) Free delivery will be continued only on orders of at least  

Rs 100000. If orders are of lesser amount, the shipping 

costs will be added to the invoice.  

(2) Claims will be accepted only in cases where we have 

been in error.  

 

A decision on these changes was made after careful analysis of 

our costs in relation to service. We feel sure you will agree that 

these changes are fair. If you have any suggestion as to how we 

may improve our product and service, please let us know.  

 

         Sincerely 

 

         Marketing Manager 

 

 

4.6.6 Penalizing for Non Conformity to Rules 

Such announcements are issued on account of deviating from required 

procedures. Usually direct plan is followed as such messages are short in size.  

 

Specimen of Penalizing for Non conformity to rules  
 

Dear Customer: 

This letter must be my final farewell since your subscription has been suspended. 

  

It has been almost half a year since your subscription lapsed. We’ve continued to 

mail you issues as a courtesy to a valued subscriber. But we can no longer 

continue this courtesy.  

Buffer 

Explanation 

Decision 

Courteous 

ending 
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You are a valued subscriber. I invite you to return the enclosed renewal notice and 

continue our relationship.  

 

You are needed. To survive and thrive, we need the support of our most valuable 

friends, our subscribers. Please say you’ll stay. Send us the enclosed renewal 

notice today.  

 

4.6.7 Mistake in Billing 
Whenever there is an error of mistake in the billing or any other error on behalf of 

the company, it should observe direct plan. There is admittance of error in first 

paragraph, detail in the second and a courteous ending in the third.   

 

Specimen of Mistake in Billing 
 

Dear Customer: 

Giving accurate services to you and all our customers is always our goal. 

Therefore, we apologize for the mistake in billing of the floor tiles we shipped to 

you last week. 

The correct amount of the shipment of tiles was Rs.2000 a box and for the 10 

boxes the total cost when to Rs.20000. We billed you for only 8 boxes that is 

Rs.16000. We overlooked the additional two boxes because they were shipped a 

day later than the other eight.  

May we ask you to send a cheque for the additional Rs4000? Just slip it into the 

enclosed stamped envelope and mail it. You can be sure we’ll do our best to see 

that you get accurate service in the future.  

 

4.6.8 Letter of Termination / Resignation 
When writing a termination / resignation letter you have three goals to keep in 

mind: 

 To present the reasons for this difficult action.  

 To avoid statements that might involve the company in legal action. 

 To leave the relationship between the terminated employee and the firm as 

favorable as possible.  

 

For both legal and personal reasons, present specific reasons for asking the 

employee to leave. Make sure that all your reasons are accurate and verifiable. 

Avoid words that are open to interpretations such as untidy and difficult. Make 
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sure that the employee leaves with feelings that are positive as the circumstance 

allow. For resignation the employee should give special reasons but leave behind 

positive feeling. Both kinds of letters have three parts because they observe direct 

plan. The first part includes the news of resignation or termination, the second 

part includes the reasons and the third part shows courteous ending.  

 

Specimen of Employee’s Letter of Resignation 
 

Dear Mr. Abdullah Din: 

 

I regret to inform you that I wish to give 2 week’s notice of my resignation from 

the company. My last day of work will be 30 August 2009.  

 

I have been very happy while working here for the past 2 years and found my 

work challenging and enjoyable. However, now I have obtained a post where I 

have wider responsibilities and greater career prospects.  

 

Thank you for your help and guidance during my employment and best wishes for 

the future.  

 

Sincerely yours, 

 

Specimen of Employee’s Letter Terminating Employment 
 

Dear Mr. Atif Faheem: 

 

Following our discussion earlier this week, I regret to inform you that your 

services with the Company will not be required with effect from 31 August 2009.  

 

As you know, there have been a number of occasions recently when I have had to 

point out the unsatisfactory quality of your work. Together with your persistent 

unpunctuality in-spite of several warnings, this has led me to believe that you will 

perhaps be more successful in a different kind of work.  

 

I hope you will find suitable employment elsewhere and if another employer 

should wish you to start work before the end of the month, arrangements can be 

made for you to be released immediately.  

 

Yours faithfully,  

Roshan  

(HRM) 
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4.7 GOOD NEWS /DIRECT/DEDUCTIVE MESSAGE 
 

The most commonly used organizational plan for good news is called direct plan 

or deductive plan. It comprises of three parts namely introduction of the good 

news, explanation and positive friendly close.  

 

i)  Best News (Introduction) 

In the direct approach letter containing a good news message the best news should 

be given in the first paragraph. In other words, happy news is given immediately 

in the beginning of the letter. For instance, the acceptance of the demand or 

complaint should be expressed here. 

 

ii)  Explanation 
After the good news has been given directly in the first paragraph, its explanation 
is given that may have the following points: 
a) The details of the good news are given here. If the good news is the 

appointment of a candidate for a job, the details and conditions of the 
appointment and amount of salary will be mentioned. 

b) The explanation will include any necessary resale material. 
c) It should also include educational material. 
d) This part should also include sales promotional material. 
 
iii)  Positive Friendly Close 
The last part of the good news message should be closed with a friendly and 
positive approach. This part should include the following material: 
a) There should be appreciation for the receiver. 
b) There should be a clear-cut statement suggesting a desired action. 
c) Action suggested should be easy for the receiver to implement. 
d) The desirable action must be dated. The deadline must be specific. 
e) There should be an expression to offer help to the reader. 
f) The close may be showing something of benefit or interest, to the reader. 
 

Types of Good News Messages 
 

4.7.1 Inquiries 
Inquiries may be about a person, a product or a service and usually follow direct 

plan. The purpose of such inquiries is to get information. While inquiring the first 

paragraph should mention the request and the reason, the second paragraph ask 

questions while the third paragraph comprises of request of action. An inquiry 

about a person must be careful to protect the rights of the individual. We should 

not be concerned with his confidential matters rather ask what is relevant.  
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Sample of Poor Inquiry Letter about Product 
 

To: Sales Shop 

From: Badar Electronic 

Subject: Inquiry About My Order 

Date: Tue, 15 Feb 2009 

 

I have not received my order of computer equipment and 

supplies. When can I expect to get these items? 

 

I have been buying items from your organization for five years 

and normally I get my supplies much quicker. Let me know if 

and when you are going to send this order to me. If you are not 

going to send it to me soon, I will order someone else. 

 

I am looking forward to your reply. 

 

 

Sample of Good Inquiry Letter about Product 
 

To: Sales Shop 

From: Badar Electronic 

Subject: Computer Equipment and Supplies Order 

Date: 15 Feb 2009 

 

The following six items were ordered to your company on 

February 1.  

1.  1-HP Color Laserjet 4500 Series Printer 

2. 1- 500 Sheet Feeder 

3. 4-4500 Toner Cartridge Black 

4. 1-HP CLJ 4500 Toner Cartridge-Yellow 

 

Along with the order, I sent you my credit card number so that 

you would not have to wait for a check to clear the bank. My 

company really needs these items, so please let me know the 

status of this order. 

 

Your prompt reply would be appreciated so that I will know 

when to expect the printer and the supplies. 

 

 

Negative 

opening 

Explanation is 

not 

comprehensive 

Weak close 

Direct 

opening 

with facts 

More 

details 

Courteous 

ending 
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4.7.2 Adjustments 
The goal of adjustments letter is to keep customers by retaining good will. Well 
organized firms welcome claim letters as such letters help to assess and improve 
their products. If the claim is right, the adjustments should be granted willingly and 
positively as satisfied customers are loyal customers. The news of adjustments 
should be placed in the beginning of the letter and not buried in the letter. After 
good news explain fully what went wrong. In your explanation do not blame the 
employees. Also never say that the problem will not occur again because mishaps 
are inevitable. Finally end the letter by including all the items presented in the final 
paragraph of direct plan. Also never use the word grant as people with right claims 
do not want to be granted rather they believe it their right.  
 

Sample of Poor Adjustment Letter 
 

Fine Jewelry  
Hassan Arcade  

Multan 
 

May 12, 2009 
 

Ms. Huda 
Exquisite Diamonds and Glass 
Multan Cantt, Multan 
 
Dear Ms. Huda: 
 
We have received your May 7 claim reporting that our 
shipment of china was damaged. We regret the inconvenience 
this caused you and understand your unhappiness. 
 
Following our standard practice, we investigated the situation 
thoroughly. We found that a forklift operator had driven a fork 
through the cartons when loading the cartons into the delivery 
truck. We can assure you that Southwest Van Lines will not be 
used to deliver any more of our merchandise. 
 
I am pleased to report that we are shipping replacement items. 
The shipment will be made using Faisal Movers. 
 

Again, we regret the trouble that the damaged china has caused 
you. 
 

Sincerely, 
 

Shipping Manager 

Negative 

opening 

Unconvincing 

explanation 

Repeated 

apology 
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Sample of Good Adjustment Letter 

Fine Jewelry  

Hassan Arcade  

Multan 

 

May 12, 2009 

 

Ms. Huda 

Exquisite Diamond and Glass                              

Multan Cantt, Multan 

 

Dear Ms. Huda: 

 

Your replacement of shipment of china will reach you by May 

18, in time for your Eid Day sale. Fast delivery of the 

replacement china is our way of proving to you that we value 

your business. Do not return the broken china; please dispose it 

off. 

 

Because your continued business is important to us, we have 

carefully examined the handling of your order. It was 

determined that a forklift operator for Southwest Van Li car 

Lines accidentally drove a fork through two of the cartons.  

 

Best wishes for a successful sale. 

 

Sincerely 

 

Shipping Manager 

 

 

4.7.3 Approving Credit 
Approving credit also follow direct plan. In the first paragraph there is a credit 

granting decision and a cordial welcome. If an order is sent on credit, there must 

be details of the goods sent, prices, freight, the date of supply and the shipping 

agency. In the second paragraph there is clarification of the terms of credit. This 

clarification is important to avoid problems later. The last part indicates your 

desire to serve the customer well in the future and cordial feelings.  

 

Positive 

Information 

Convincing 

information 

Positive 

close 
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Sample of Good Approving Credit Letter 

Prince Stores 

Multan. 
 

10 September, 2009 

 

Mr. Umer Nadim 

GCC 

Multan 

Dear Sir: 

 

Welcome to Prince Stores as our special credit account customer. 

Your new charge card is enclosed, and we invite you to use it 

often. This card will identify you at Prince stores, so please sign 

it in ink before putting it into your wallet or purse. 

 

You will receive your statement, soon after the first of each 

month, showing purchases up to the 23d of the preceding month. 

Bills on this monthly account are payable by the 10th of each 

month.  

 

The enclosed brochure explains the numerous Prince Store 

services available for your convenience. Do use them often to 

save your both time and money. We look forward to giving you 

friendly, courteous service in all our stores for many years to 

come.  

 

4.7.4 Acknowledging Orders 

Such letters let the buyers know that the order has been received, accepted, 

appreciated and attended. Such letters complete a valid contract between buyer 

and seller therefore it must be definite and complete. In the first paragraph 

complete information should be conveyed by answering five w’s that is what, 

when, and how the goods will be shipped. Also describe additional charges and 

payments. The second part should give the details of the order and other terms of 

sale in order to remove any confusion. The third part should give good 

expectations regarding future sales and easy action. 

 

  

Best News 

Welcome 

 

 

Credit 

terms 

 

Invitation 

to future 

use 
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Sample of Acknowledgment Letter 

LG Electronics 

Mall Road, Lahore. 

 

July 1, 2011 

 

Multan Traders 

Multan Cantt 

Multan. 

 

Dear Sir: 

 

We are highly grateful to you for the order of June 20, 2011 having worth of one 

million rupees. The order will be delivered by July 20th 2011 through Pakistan 

Railways.  

 

We find it necessary to recall the contents of the order to remove any future 

confusion. The order is of 20 (1.5 ton) air conditions of LG. It is also agreed that 

you would pay the carriage and the insurance money. You are supposed to pay the 

bill with in fifteen days after the receiving of the consignment.  

 

We are sure that our goods would earn your satisfactory profit and bind us in an 

everlasting relationship of confidence and satisfaction.  

 

Sincerely  

 

Sales Manager 

 

 

Granting Favors and Other Request  

 

4.7.5 Job Acceptance Letters 
These letters are generally short and follow direct plan. There are three parts. In 

the first part there is acceptance of the position and expression of thanks. In the 

second paragraph there is confirmation of the details and any question which is 

still and unanswered. The third paragraph shows the pleasure and expression of 

enthusiasm on getting this opportunity.  
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Sample of a Good Job Acceptance Letter 
 

With pleasure I accept your offer to join the Multan office of 

Lever Bros as a summer associate. Your hospitality and the time 

you spent with me have made me eager to begin and excited at 

the prospect of challenging assignments.  

 

According to our telephone conversation, the details of the 

position include a salary of Rs.30, 000 per month with lodging 

provided by Lever Bros. If there is anything further I need to 

know before May 15, you can reach me at 061-5559876. 

 

Thank you for your offer. I look forwarded to joining Lever 

Bros this summer and the opportunity to make a contribution to 

the firm.  

 

4.7.6 Letters of Appreciation  
Such letters are written to long-standing, loyal customers, a faithful employee, a 

friend who has brought many customers, a colleague for his support and a 

volunteer who has offered services for some charitable cause. In the first 

paragraph there is an expression of gratitude. The second paragraph comprises of 

evidences and the third paragraph ends with comments of appreciation.  

 

Sample of Good Letter of Appreciation  
 

March 6, 2009 

 

Fatima Mohsin 

Bilson School 

Multan 

 

Dear Fatima: 

Thank you for participating in the admission campaign, which culminated on 

March 3. This four-week event provided more than 500 admissions in Bilson 

School. This figure represents a 41 percent increase over last year's total. 

 

A level of success such as this could not have been achieved without your support 

and that of other volunteers. Please accept my deepest appreciation for your par-

ticipation. We are fortunate to have volunteers who are dedicated to providing a 

productive environment for the youngsters of this community. 

Good 

News 

First 

Details of 

position 

Pleasant 

Close 
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Thanks again for your contribution to the success in admission. We could not 

have done it without you. 

 

Sincerely, 

 

Director 

 

4.7.7 Letters of Congratulation 
Congratulation letters are the praises which may be hand written or typed but 

always follow direct plan. Such messages are sent to individuals on personal 

events such as a birth day, an engagement, a marriage, a birth, promotion, 

retirement or on getting a new job. Congratulation messages are also sent to 

organizations on expanding the company, announcing of a new product or 

celebrating some event. In the first paragraph there is congratulation, in the 

second there are details and in the third there is courteous and friendly close. 

  

Sample of Congratulation Letter 
 

Dear Mr Atif Waheed, 

 

I would like to convey my warm congratulations on your appointment to the 

Board of Electrical Industries Ltd. 

 

My fellow directors and I are delighted that the many years of service you have 

given to your company at last have been rewarded in this way.  

 

We all join in sending you our very best wishes for the future. 

 

Yours sincerely 

 

4.7.8 Condolence Letter 
Condolence letters are sent to someone who has experienced illness, death, 

natural disaster or other misfortune. The letter is better to be hand written and 

deductive. Such letters begin with a sensitive reference to the death or other 

misfortune. The second part may include praise for the deceased or some words of 

encouragement. The third part observed positive close.  
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Sample of Condolence Letter  
 

 

To: Aamir Abdi  

From: Ahmed Hassan 

Subject: Mother’s Illness  

Date: 10 Apr 2009 

 

I was shocked to learn that your mother is in the hospital with a serious illness. 

This must be a difficult time for you. 

 

Since your mother lives with you and your family, her absence has made a big 

change in your daily life. I hope that he will be returning to your home in the near 

future. Your children must really miss their grandfather. 

  

Aamir, the doctors at Nishter Hospital have excellent credentials. Under their 

guidance your mother is receiving the best care possible. Please count us among 

those who share your feelings at sad times.  

 

4.7.9 Welcome Letters 

These letters are used to greet new employees, new customers and new comers to 

a community. Such good will letters observe direct plan and, therefore, begin with 

welcome note. The second part provides information while the third part shows 

appreciation. 
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Sample of Welcome Letter 
 

BATA SHOES 

Lahore. 
 

August 3, 2009 

 

Ms. Farah Naz 

New Shadman 

Lahore. 

 

Dear Farah: 

 

Welcome! You have selected an excellent company with which to begin your 

professional career. 

 

Bata Shoes is a well-established company with an outstanding reputation. The 

company places trust in its employees, and they are encouraged to use innovative 

ideas in meeting their daily challenges. Our employees are so satisfied with their 

jobs that we have one of the lowest employee turnover rates in the industry. 

 

As you were informed during your employment interview, Bata Shoes provides 

its employees with excellent fringe benefits. Please contact Ali Raza at extension 

3279 to set up an appointment to learn how these benefits can be of value to you. 

 

Our company is very pleased that you have selected us. We hope that you have 

many successful and rewarding years with us. If I can be of any assistance, please 

let me know. 

 

Sincerely, 

 

Hafiz M. Waqar 

Human Resource Manager 
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4.8 NEUTRAL MESSAGE 

 
4.8.1 Announcements 
Announcements usually follow the good news or direct plan and therefore has 

three parts. Announcements could be about sales and events, procedures, policies, 

honors and activities of the people. In the opening part there is answer to five w’s. 

The second part gives the detail and the third part observes courteous ending.  

 

Sample of Sales Announcement 
 

TEEJAY’S 

Karachi 

February 1, 2009  

 

Ms. Farah Naz  

Gulshan-e-Iqbal 

Karachi. 

 

Dear Farah: 

 

Because you are a regular customer, you are invited to a special sale of unusual 

spring dress values. It is one of Designers greatest dress events. This 

announcement comes to you now so that you can make your selection during a 

three-day period before newspaper ads appear.  

 

All prices are far below regular. You will see these fine dresses at much higher 

prices after this great sale. Everyone is a new, just arrived. Attractive colors 

include whites and bright shades. You will also find a wide selection of styles. 

 

Take advantage of this opportunity for first choice and super savings. Come in 

early from February 6-8 to choose your dress. Prices will return to regular 

immediately after this outstanding dress event.  

 

Sincerely, 

 

 

Hafiz Muhammad Waheed 

Marketing Manager 
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4.8.2 Transmittals  
Transmittals are used to transmit something. These are also called as covering 

letters to lengthy official letters. In business letters these are used to transmit a 

cheque, deed or map. These are usually of five to ten lines and follow direct plan.  

 

Sample of Transmittals 
 

Fashion Paradise  

Multan 

 

February 1, 2009  

 

Ms. Farah Naz  

Accounts Manager 

Teejay’s Karachi 

 

Dear Farah:  

 

With reference to your letter number 252/81 dated 10 January 2009 a cheque 

amounting to Rs. 150,000/- on UBL bearing number 345679-1 is being sent to 

you through TCS. Kindly intimate us regarding the recovery of amount. This 

cheque will clear all the outstanding bills and allow us to give you new orders. 

 

Looking forward to your cooperation.  

 

Sincerely, 

 

Manager 
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SUMMARY 
 

 Letters have essential as well as non-essential parts.  

 Punctuation styles are three: Open, Mixed, Close.  

 Formats of business letters are four. 

 There are four plans to write business and personal letters—Persuasive/ 

AIDA, Bad news/Inductive, Good news/Deductive, Neutral messages.  

 Persuasive plan covers Sales, Sales promotion, Collection, Request, 

Recommendation and Claim letters. 

 Bad News plan covers Request refusal, Adjustment refusal, Credit refusal, 

Order refusal, Penalizing, Mistake in billing, Termination/Resignation letters. 

 Good News plan covers Inquiry, Adjustment, Approving credit, 

Acknowledging orders, Job acceptance, Appreciation, Congratulation, 

Condolence and Welcome letters. 

 Neutral Messages cover Announcements and Transmittals. 

 Active reading is the relation between the writer and reader that helps in the 

comprehension of material. 

 Active reading method can be observed through Ask Questions Method or 

Using Recall Technique. 

 

 

SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

1. Sketch a letter comprising of all the essential and non-essential parts of letter. 

2.    Explain deductive plan (direct plan) for good news. 

3.    Explain inductive plan (indirect plan) for bad news. 

4.    What is the difference between Sales letter and Sales Promotion letter? 

5.    What kind of plan is observed in Sales messages? 
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6. KIA Motors is going to launch 5-seater Hybrid car having 4-doors, 1300 cc 

engine, battery 5-year warrantee, variety of colors and other competitive 

features at minimum price. Prepare a sales message for the said car. 

7. Shangrilla Bakers asks you to prepare a sales promotion message on the 

eve Independence Day. Prepare a message keeping in view AIDA plan. 

8. As a recovery officer at Bank Alfallah, you are supposed to compose a 

collection letter under AIDA plan for the defaulter of your bank of worth 

five million. The party suffered heavy losses during Corona epidemic.   

9. Your departmental store has purchased air-conditioners from Haier. 

Unfortunately, two are not working while another has broken plastic body. 

Compose a claim letter to Haier for the replacement or repair of the said 

units (AIDA Plan). 

10. A claim letter was written to Haier for the replacement or repair of air-

conditioners in 9 but the company has refused any sort of adjustment. 

Prepare a refusal of adjustment message following inductive plan. 

11.  Your job as a credit officer at Bank of Punjab compels you to decide the 

credit cases in positive or negative. You are supposed to write a refusal of 

credit letter to a customer who is already a defaulter and is presently 

applying for more loan. 

12. You are the manager at the office of Lever Brothers, Multan depot and are 

out of stock of beauty soap due to ban on import. Compose a refusal order 

letter for a department letter refusing the supply of beauty soap explaining 

the causes. (Inductive plan) 

13. Lever Brothers has increased the prices of edible oil after the budget. 

Compose an announcement regarding increase in prices along with the 

reasons following Indirect plan. 

14. Mr Salman has been terminated from job. You as manager HR is supposed 

to prepare a termination letter for him keeping in view all the requirements 

of Bad News plan. 

15. Late arrival is the violation of rules in your company and the employee is 

fined. You as an owner of the company are supposed to penalize an 

employee for late arrival and lack of discipline following Indirect plan.  
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16. In response to claim letter prepared in Q. No. 9, compose a positive answer 

regarding allowing adjustment of claim for the three air-conditioners. 

(Good News Plan) 

17. Your job as a credit officer at Bank of Punjab compels you to decide the 

credit cases in positive or negative. You are supposed to write to the 

customer about allowing credit. The customer is already a client and the 

decision has been taken in the light of his excellent past performance. 

18. Write a letter to your client acknowledging his order of 50 computers 

following Deductive plan. The conditions of sale need to be set according 

to company policy. 

19. Mr. Waris served the people well during Corona days. Compose for him a 

letter of appreciation in which his services need to be explained in detail. 

(Direct plan) 

20. LG Electronics has offered you the post of Accountant after successful 

interview. Write acceptance letter to the Manager (HR) confirming him that 

you are joining the company with immediate effect. (Deductive plan) 

21. Compose a condolence letter to your friend on the death of his/her father 

following Direct plan. 

22. An announcement is to be made regarding the waving off of fine and 

additional surcharges on the purchase of property in DHA. Compose an 

announcement on the said subject following Direct plan. 
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INTRODUCTION 

 

The overall aim of this unit is to explain what we mean by ‘meetings 

correspondence’. Upon completing this unit, you would be able to explore the role 

of chairperson, secretary and audience in meetings. You comprehend the skill to 

compose agenda and minutes of a meeting. You will get clarity about the 

differences between an agenda and a minute of a meeting. There will be grasping 

of the techniques of settling issues in a meeting. There will be understanding of 

the ways to organize meetings successfully. After comprehending the essential 

parts of the meeting documents you will be able to plan and draft such documents. 

 

 

 

OBJECTIVES 

 

Upon completion of this unit, students will be able to: 

 

● Understand the role of chairperson, secretary and audience in meetings. 

 

● Comprehend the skill to compose agenda and minutes of a meeting. 

  

● Get clarity about the differences between an agenda and a minute of a 

meeting. 

 

● Grasp the techniques of settling issues in a meeting. 

  

● Understand the ways to organize meetings successfully. 

 

● Comprehend the essential parts of the above-mentioned meeting documents 

and be able to plan and draft such documents. 
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A business meeting is a gathering of two or more people to discuss ideas, goals 

and objectives concerning the workplace. Business meetings can be conducted 

at an office or at a different location or over the phone and by video 

conference. Meetings take place with employees, managers, executives, clients, 

prospects, suppliers and partners, and anyone else related to the organization. 

In most cases, a meeting is held at a place when the issue is something that 

cannot be properly communicated over the phone or via email, and requires 

face-to-face interaction. Formal meetings have rules and regulations that provide 

framework for the business. Such meetings allow all the members to participate 

and are conducted in a democratic way. Examples are annual general meeting, 

board meetings, departmental meeting, inter-departmental meeting etc. Informal 

meetings are less structured meetings. Examples are weekly briefing or family 

gathering over some social issues etc.   

 

5.1   SIGNIFICANCE OF MEETING 
 

Meeting is quite significant in the following ways: 

i. A common objective for meetings includes making important announcements. 

These can be about organizational changes, operational plans. 

ii. Executive can implement the policies of the organization.  

iii. Business meetings also help to resolve conflict and solve complex problems of 

the workplace. 

iv. Holding a meeting can help the disagreeing parties to reach an understanding. 

v. Information is provided or is clarified.  

vi. Feedback is given and received. 

vii. Training can be imparted through meeting. 

viii. Reviewing the performance of the company or projects in progress.  

ix. Problem solving can be the outcome of meetings.  

 

5.2 TYPES OF MEETING 
 

5.2.1   Status Update Meetings  
Status update meetings is one of the most common meeting types. This category 

includes regular team and project meetings, where the primary goal is to update 

the team about progress and next steps. 

 

5.2.2   Information Sharing Meetings 
The speakers share information with the attendees. This could be information about 

things like upcoming changes, new products and techniques. Visual communication 

tools, like slides and videos, are powerful tools for presentation of information. 
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5.2.3   Decision Making Meetings 
The vast majority of business decisions are made by groups in meetings.  A 

decision making process can include processes like information gathering and 

sharing, brain storming the solutions, evaluating options and voting. 

 

5.2.4   Operational Meetings 
This is the most common meeting in businesses. It usually involves a business 

decision that requires input from multiple departments before the decision can be 

made. The benefit of this meeting is you end up with good decisions that reflect 

everyone’s priorities.         

                                   

5.2.5   Problem-Solving Meetings 
Problem-solving meetings have a specific goal in mind. These meetings may be 

based on emergencies that need to be resolved quickly. These meetings give 

colleagues the chance to brainstorm, evaluate solutions and solve the problem at 

hand. 

 

5.2.6   Team Building Meetings  
Such meetings contribute to team building, strengthening relationships and 

corporate culture. All participants feel like essential parts of their unit, team, 

department, branch, and company. 

 

5.3 DUTIES OF CHAIRPERSON 
 

The chairperson performs the important role of task leader and needs a 

combination of technical skills as well as human relations skills. His role is 

twofold - set scene for the meeting and conduct meeting according to the agenda. 

The responsibilities of the chairman are following: 

 

a)  Responsibilities before the Meeting 

i) Analyze the problem and determine the objective of the conference. It 

refers to agenda of the conference. 

ii) Decide who the participants will be and notify them. 

iii) Arrange for meeting date, time, place. 

iv) Take care of physical arrangements for the meeting place 

 

b) Responsibilities During the Meeting 

i. Check the quorum 

ii. Declare the meeting open 
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iii. Welcome the people and introduce them 

iv. Mention the purpose of meeting 

v. Narrate the agenda 

vi. Sign the minutes of the previous meeting 

vii. Allow every item of agenda to be discussed fully 

viii. Control the moving and seconding of all motions and amendments.  

ix. Brief the members 

x. Give feedback 

xi. Encourage every member to participate and keep the environment democratic. 

xii. Follow meeting procedures 

xiii. Rule on a point as correct or incorrect 

xiv. Be objective and impartial 

xv. Deal with any conflict wisely. 

 

c) Closing of the Meeting 

i) Sum up the main points and ask for vote. 

ii) If the items of agenda are not completed, put forward them to the next 

meeting. 

iii) Determine date and place of next meeting. 

 

d) Manipulating Motions, Amendments and Resolutions 

Motion is a specific proposal formally put by a member to the other members of 

the meeting for discussion and approval. Amendments can also be suggested by 

any member. It is an alteration or slight change by replacing, removing or adding 

words with the sole purpose to improve any existing motion or law. Motion or 

amendment should be given to the chairperson in written form before the meeting 

for inclusion in agenda. The chairperson asks for a seconder. Then the chairperson 

asks the mover to speak in the favor of the motion within given time limit. The 

chairperson also asks the opposer to speak against it. He then puts the matter for 

open discussion. After the completion of general discussion, the chairperson gives 

its mover the right of reply to emphasize the main points of a new motion or 

amendment. After the discussion, the chairperson asks the members to vote for or 

against the motion by saying simply ‘yes’ or ‘no’. If the votes are tied, the 

chairperson has the casting vote. If there is no tie, the chairperson neither casts 

vote nor participates the discussion. A motion put to the meeting and carried 

becomes a resolution as it is resolved to every one’s satisfaction. All approved or 

disapproved motions are recorded by the secretary. 
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5.4 DUTIES OF THE SECRETARY 
 

The secretary assists the chairperson. Following are the duties of the secretary 

with reference to the process of meeting. 

 

i. Documentation   

Preparation and prompt delivery of all the documents to the participants is the 

responsibility of the secretary. He has to send agenda for the next meeting. He has 

to send a copy of the minutes of the previous meeting in 14 days after the last 

meeting. He answers all the inquiries from members. 

 

ii. Apologies 

The secretary takes the attendance of the participants. He reads apologies from 

absentees and records them. 

 

iii. Preparation of Agenda 

The written ‘plan' for a meeting is called an agenda. An agenda is a program or a 

list of the items of business in the order these are to be discussed at a meeting. It 

is prepared by secretary with the consultation of the chairperson before the 

meeting and sent to the participants. A copy is sent to every member enough days 

before the meeting so that they could get enough time to think and prepare for the 

meeting. An agenda narrates the place, date and time of the meeting, the 

participants of the meeting and the issues to be discussed in the meeting. 

A typical agenda includes some or all of the following items: 

1. Call to order. 

2. Roll call. 

3. Approval of the agenda of the present meeting 

4.   Approval of minutes. 

5 Officers' or committee reports.  

6. Old or unfinished business (specific items may be listed). 

7. New business (decision items, discussion items). 

8. Announcements 

9. Adjournment 
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SPECIMEN OF AGENDA 
AGENDA 

 
Amir Enterprises Ltd. 
Garden Town, Multan. 

 
Purpose: 14th Annual General Meeting. 

Location: Executive Board Room 

Date: 23 December 2009 

Time: 11:00 AM 
 
1.  Call to Order 
 
2.  Roll Call 
 
3.  Apologies 
 
4.  Approval of agenda 
 
5.  Approval of minutes of last meeting 

To read and confirm the minutes of the 13 Annual General Meeting held on 
28th March, 2009. 

 
6.  Old business 
 
7.  Discussion item: 

i) Review of Annual Accounts 
  To receive, consider and adopt the annual accounts for the year 

ended on 30 June, 2009, together with the report of the Directors and 
Auditors thereon. 

ii) Election of Chairman and Directors 
To elect 7 directors including a chief executive and a chairman as 
fixed under section 178 of the Companies ordinance, 1984 for a 
period of 3 years. 

 
8.  Decision items: 

Auditor's Appointment  
To appoint auditors for the year 2009-10 and to fix their remuneration 
Messrs. Hadi & Co. have provided their consent for reappointment. 

 
9.  Any other business 

To transact any other business which may be legally transacted at an annual 
general meeting. 

 
10.  Adjournment  
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M. Waqas 

Company Secretary 

 

iv. Preparation of the Minutes of the Meeting 

A type of report, called minutes, is prepared after a meeting. Minutes are an 

official written record of the business that was conducted at the last meeting. 

Minutes should be a summary of the meeting rather than a verbatim report and be 

in past tense.  
 

a)  Significance of Minutes 

i. Providing a clear record of past decisions. 

ii. Prevent any misunderstanding of what took place. 

iii. Keep absentees informed of what occurred. 

iv. Enabling people to stay connected to the group if they can't attend a meeting.  

v. Reminding people what they said they'd do.  

vi. Supporting the Chairperson during the meeting.  

vii. People can be fully involved without having to attend all your meetings or 

keep loads of information in their head.  

viii. It saves the whole group from revisiting old discussions.  

 

b) Steps Involved in Taking Minutes 

There are essentially five steps involved with meeting minutes: 

1. Pre-planning  

2. Record taking-at the meeting  

3. Minutes writing or transcribing  

4. Distributing of meeting minutes  

5. Filing or storage of minutes for future reference  

 

1.  Pre-planning: 

 If the chairman and the secretary or minutes-taker work together to ensure the 

agenda and meeting are well organized, it makes minutes taking much easier. It is 

important to get a copy of the meeting agenda and use it as a guide for preparing 

the minutes. While meeting is going on, he should be present in it, stay close to 

the chairman and minutely observe the proceedings. 

 

2.  Record taking – what should be included? 

Before starting taking notes, it is important to understand the type of information 

gathered at the meeting. Generally, meeting minutes usually include the following: 

i. Date and time of the meeting 

ii. Names of the meeting participants and those unable to attend (e.g., “regrets”) 

iii. Acceptance or correction amendments to previous meeting minutes 
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iv. Decisions made about each agenda item, for example:  

o Actions taken  

o Next steps 

o Voting outcomes         

o Motions taken or rejected 

o New business 

o Next meeting date and time 

 

3.  The Minutes Writing Process 

Once the meeting is over, it is time to write the minutes.  

a) Create an outline based on the agenda. 

b) Check-off attendees as they enter the room. 

c) Record decisions or notes as they occur during the meeting.  

d) Ask for clarification from the attendees if there is any confusion. 

e) Don’t try to capture even minute details as it is not a verbatim report. 

f) Record it on your smart phone, iPad, recording device, etc. 

g) Try to write the minutes as soon after the meeting as possible while 

everything is fresh in your mind. 

h) Check to ensure all decisions, actions and motions are clearly noted.  

i) Include a short statement of each action taken by the board 

j) Summarize the major arguments. 

k) Be objective.  

l) Write in the past tense throughout  

m) Avoid inflammatory or personal observations.  

n) The fewer adjectives or adverbs you use, the better.  

o) If there is need to refer to other documents, attach them to appendix.  

 

4.  Distributing or Sharing Meeting Minutes 

As the official ‘Minutes-taker’ or Secretary writes the minutes, the Chairman reviews 

and approves the minutes for circulation. The method of sharing or distribution 

depends on the tools that the organization uses. Since minutes and other 

documentation can create a pile of paper, it is great to create a PDF of the document 

and send this and the other attachments or meeting documentation via email.  

 

6.  Filing/Storage of Meeting Minutes 

The minutes need to be stored for future reference.  Some organizations may store 

these online (e.g., in Google docs or SkyDrive) and also have back up on an 

external hard drive.  There is also need to print and store hard copies as well. 
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Specimen Minutes of Meeting 

Amir Enterprises Ltd. 

Garden Town, Multan. 
 

Purpose: 14th Annual General Meeting. 
Location: Executive Board Room 

Date: 1st July 2016 
Time: 11:00 AM 

 
Present 
 Mr. Zafar Ahmed Chairman 

 Mr. Umer Nadim Labir 
 Mr. Naveed Kamran 

Director 
Director  

 Mr. Idrees Nizami 
 Mr. Nazeer Ahmed 

Director 
Director 

 Mr. Younis Malik  Manager(B&F) 

 
Apologies 
 Mr. Shamshad Beig 

 

 

1. Minutes of Last Meeting  
 Minutes were approved   
 

2. Old Business 
 The launching of new product was approved. This was outstanding item of 

13th Annual Meeting. 
 

3. Discussion Items 
 3.1) Annual accounts were reviewed and there was great satisfaction over 

handsome profit of the last year. 
  

 3.2) Election of Chairman and Directors took place for a period of                                                                                            
three years and oath was taken by them. 

 
4. Decision Items  

4.1)  Auditor's Appointment of Hadi & Company as auditor or the year           
2016-17 

 Moved by  Seconded by  Yes      No Agreed/Disagreed 
Mr. Idrees     Mr.Umer 3 2 Agreed 
 
 4.2)  Purchase of new vehicles 
Moved by  Seconded by  Yes      No Agreed/Disagreed 
Mr. Yunus Mr. Naved 1 4 Disagreed 
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4.3)  Recruitment of New Staff 
Moved by  Seconded by  Yes      No Agreed/Disagreed 
Mr. Nazeer    Mr. Umer 4 1 Agreed 
 
4.4)  Increase in Salary and Allowances 
Moved by  Seconded by  Yes      No Agreed/Disagreed 
Mr. Idrees Mr. Yunus  3 2 Agreed 

 
5. AOB (Any other business) 
 No other matter 
 
6. Next meeting 
 To be advertised. 
 
7. Meeting adjourned at 5.00 PM 
 
Date   Chairperson Signature Secretary Signature 
  

5.5 ROLE OF THE PARTICIPANTS  
 
The role of the participants should be very productive by knowing how to prepare, 
how to conduct and how to communicate with others. The participants can 
observe the following nine kinds of roles. 
 
5.5.1 Organizer 
Sometimes the leader is unable to organize the meeting; therefore, it is the 
responsibility of the members who have organizational skills to lead the meeting 
in the proper direction. He may say "I feel we are wandering." or "I suggest we 
should return to the main subject." They must provide the right direction. 
 
5.5.2   Clarifier 
A clarifier points out misunderstanding and tries to make clear the unclear ideas. 
For example, he may say "let us define this term" or "let me add more explanation." 
 
5.5.3  Questioner 
Some participants ask questions to fill in the knowledge gap for their own self and 
also for clarification. However, there should not be repetition of questions. 
 
5.5.4 Factual Contributor 
A participant is valuable when brings valid and credible data to meeting. The data 
could be in the form of figures, facts or accepted opinion. However, the 
presentation should be in a positive manner. 
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5.5.5 Energizer 
He keeps the other members interested, motivated and stimulated. He removes 
frustration (tension) by suggesting that there is light at the end of tunnel. He may 
say "we are almost near our target" or over a cup of tea let's finish the work before 
the end of office time. 
 
5.5.6 Idea Creator 
Sometimes, a participant offers a new, different and unusual opinion with the 
desire that it should take interest in the open forum. He can say "let us have a 
third option" or "why not try another possibility." 
 
5.5.7 Critical Tester 
In a meeting, a participant may check whether sufficient information is given, 
whether the language is clear, statistics are reliable and the information is recent. 
However, this analysis should not be biased. He should see, what is said, rather 
than who is saying. 
 
5.5.8 Conciliator 
Sometimes there are dead locks in the meeting and both sides show extreme 
disagreement. Then a conciliator attempts to find a middle ground for compromise. 
He may suggest appointment of a third person or postponing the matter to the next 
meeting. 
 
5.5.9 Helper of Others 
Sometimes some of the members are neglected by the chairperson or the members 
themselves are shy in speaking. An intelligent participant incites such members to 
speak. He usually says, "I would like to hear what they want to say on the topic" 
or "I believe they have something in mind to say." 
 

5.6 COMMUNICATION BARRIERS IN A MEETING  
 

Different barriers interfere and prevent productive results. Following can be the 

barriers:  

i) Poor verbal skills 
Illogical organization of words and unclear or discourteous ways of 
speaking are verbal barriers. Jargons, slangs, wrong names, negative 
language are barriers.  

 
ii) Inappropriate non-verbal skills 

Non-verbal communication comprises of tone, eye contact gestures, space, 
clothing and appearance. These become a barrier if used inappropriately in 
a meeting. 
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iii) Poor listening  
Listening attentively is compulsory for understanding the other 
participants. Boredom, lack of interest, jumping to conclusion, prejudice 
against speaker or creating noise cause poor listening.  

 
iv) Unwillingness to use power 

Sometimes the unsure participants are unable to make decisions. As a 
result, the other members realize the meeting ineffective and withdraw or 
behave in a dysfunctional way. Ultimately, all the members lose the sense 
of belonging and achievement.  

 

5.7 DECISION MAKING & PROBLEM SOLVING 

TECHNIQUES IN A MEETING 
 
5.7.1  The Nominal Group Technique  
This technique enables all the members of a group to think independently but 
everyone’s opinion is taken into account. This method is observed when some 
members are vocal but the rest are shy, issues are controversial or some members 
think better in silence. However, this technique is time taking and seems 
mechanical. 
i. Discuss and clarify the problem 

The facilitator welcomes the participants, explains the purpose and the 
procedures of the meeting. The participants listen, ask questions, 
understand the issue and decide. 

 
ii. Participants work as individuals or independently 

Members are asked to think about the issue on their own and write down 
their ideas about possible solutions individually, without discussion. 

 
iii. Present and record the ideas 

The leader records each member’s contribution. No evaluation or 
discussion occurs at this time.  
 

iv. Clarify and evaluate 
Once all the ideas are recorded, the group discusses, analyses and evaluates 
them.  

 
v. Rate the ideas  

Each member of the meeting independently rates or numbers the ideas.  
(If 20 ideas are presented, the best score is 19 and the least score is 1) 
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vi. Choose the most preferred option 
The scores are then totaled and divided by the total number of participants 
to give the average score. The idea with the highest average score is the 
preferred option. 

 
5.7.2 The Brainstorming Process 
This technique involves generation of new ideas in order to reach a decision in the 
shortest time and in an easy way. 
i. Define the main issue 

Clarify for all participants the main purpose of the meeting. The leader 
briefs the group on the brainstorming process.  
 

ii. Brief the meeting  
Tell everyone that for two minutes the group is to suggest ways of tackling 
the task while the list of suggestions is being created, no-one must interrupt 
or comment another person’s contribution.  
 

iii. Encourage all members to participate 
Urge everyone to participate. People give their ideas which are written on a 
large sheet of paper or board that everyone can see. 
 

iv. Evaluate the ideas 
Everyone at the meeting decides which ideas are favorable and which 
should be discarded.  
 

v. Choose the action 
The possible ideas are considered further until one is chosen. At this point 
the brainstorming exercise is complete. 

 

SUMMARY 
 
 A business meeting is a gathering of two or more people to discuss ideas, 

goals and objectives concerning the workplace.  

 Meetings have great significance in business and private life.  

 Meetings are of seven kinds. 

 The chairperson manages the meetings and manipulates motions, 
amendments and resolutions.  

 The secretary prepares Agenda, Minutes of meetings and assists the 
chairperson. 
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 Participants play nine kind of roles in a meeting. 

 There are certain communication barriers in meetings. 

 Problem solving techniques are two: Nominal Group Technique & Brain 
Storming Process. 

 

SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 
assess and evaluate your understanding of the concepts studied above. 
1. What is the significance of meetings? 

2. Elaborate different kinds of meetings. 

3. How does the chairperson perform during meetings? 

4. Describe the method of passing resolutions/amendments. 

5. Why is ‘Agenda’ written? 

6. Why are ‘Minutes’ written and who composes the minutes? 

7. What are the different roles participants can play in meetings? 

8. Compose an agenda for annual meeting of Lever Brothers held at head 
office for the purposes of appointment of production manager, installation 
of new unit disbursement of bonuses, increase in prices etc.  

9.  Compose minutes of the meeting which was held according to the agenda 
given in 8. 

 
 
 

SUGGESTED READING 
 
i) Munter, Mary, Business Communication, Strategy and Skills. 

ii) Bovee, C.L., et.al (2002), Business Communication Today, Pearson 
Education. 
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Unit–6 
 

 

 

BUSINESS REPORT 

 
 

 

 Written by:  Noorullah Shafiq    

Reviewed by: Dr Shamim Ali 
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INTRODUCTION 

 
 

This unit is about report writing. It will help you understand the significance of 

reports. You will comprehend how to strengthen logic and arguments in reports. 

You will get clarity about the application of long and short reports. There will be 

teaching of the technique how to construct effective introduction, body and 

conclusion. You will recognize the similarities and differences between the 

feasibility report, progress report and recommendation reports. After the 

completion of this unit you will be able to plan and draft such reports. 

 

OBJECTIVES 
 

Upon completion of this unit, students will be able to: 

● Understand the characteristics of reports. 

● Comprehend how to strengthen logic and arguments in reports. 

● Get clarity about the application of long and short reports. 

● Grasp the technique how to construct effective introduction, body and 

conclusion. 

●  Understand the tasks performed by reports. 

● Recognize the similarities and differences between the feasibility report, 

progress report and recommendation reports. 

● Comprehend the essential parts of the above-mentioned reports and be able 

to plan and draft such reports. 
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6.1  DEFINITIONS 

 
I. Oxford English Dictionary  

“A formal statement of the results of an investigation or of any matter on which 

definite information is required, made by some person or body instructed or 

required to do so.” 

 

II. “It is an unprejudiced, objective, planned presentation of facts to one or 

more persons for a specific business purpose.” 

 

6.2  FUNCTIONS OF BUSINESS REPORTS 
 

A business report has the following functions: 

1. Reports measure progress. It explains how far a company has achieved its 

objectives. 

2. These suggest the reader to adapt himself to the tune of time and situation 

and take actions according to situation. 

3. These provide a better understanding of the problem. 

4. Management uses reports for sound decision making. 

5. Management finds itself in a better position to redesign policies, programs, 

and procedures. 

6. Reports may be used as valuable material for training and research. 

7. Management can learn its faults in relation to employees, production, 

marketing and finance. Therefore, the report acts as a control device. 

8. Reports not only define and analyze the problem but also suggest remedies. 

9. Reports provide facts and valuable data. 

10. These are useful for common interest. They help in developing new 

theories, discoveries and methods. 

 

6.3  TYPES OF BUSINESS REPORTS 
 

A business report may be classified under six heading. These classifications are as 

follows: 

 

1.  According to Frequency of Issue 

The reports are prepared according to the frequency of the occurrence of the 

problem. These are known as periodic reports, such as daily, weekly, monthly, 

quarterly, half yearly or yearly reports. These may be regular or special. 
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2.  According to Origin 

The origin of the report may be authorized or voluntary. 

Authorized reports: They are written on request 

Voluntary reports: They are written on one’s own discretion.  

 

3.  According to Functions 

The function of the reports may be informing or analyzing. 

Informational reports: It presents mere facts and summary with no analysis, 

interpretation, conclusion, or recommendations. These 

may be called progress reports. 

Analytical reports: These present facts, analysis, interpretation, conclusion, 

and recommendations. These are also referred to as 

recommendation, proposal, or justification reports.  

 

4.  According to Subject Matter 

The reports may be written subject wise. Examples are reports on accounting, 

marketing, collection, advertising, insurance, labor, production, products, 

operations, personnel, credit.  

 

5.  According to Formality  

Reports may be formal or informal. 

I. Formal reports:  They are in detail and have the following parts: 

a. Prefatory parts:  Title fly, title page, letter of authorization, letter of 

transmittal, approval, acknowledgments, preface, table 

of contents, table of tables, synopsis. 

b. Body:  Introduction, text, conclusion, and recommendation. 

c. Supplemental parts: Appendix, bibliography, index, glossary. 

 

II. Informal reports: Informal reports are generally short. They usually 

include only the body but sometimes they may have a title page, 

transmittal, and appendix. They are usually of 5 to 10 pages. 

 

6.  According to Type of Appearance 

This classification is on the basis of length. It is as follows: 

 

I. Memorandum reports: These are used within organization. They have a 

memo format as follows: 

To: ___________ 

From: _________ 

Subject: _______ 

Date: _________ 
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II. Letter reports: These have letter format. These include letterhead, inside 

address, salutation, complimentary close, signature, and reference section. 

These travel outside the organization. 

 

III. Printed reports: These are filled with printed blank lines and spaces are 

left for the writer. These travel within and outside the company. 

 

6.4  INFORMAL/SHORT REPORT  
 

6.4.1 Parts of the Informal/Short Report 
Short and informal reports include incident reports, investigative reports, trip 

reports, progress reports, lab or test reports, and feasibility/recommendation 

reports. Certain parts are basic to all short reports. Every short report should 

contain five basic features: identification lines, introduction, discussion (causes), 

recommendations and conclusion. To improve page layout and make content 

accessible, use headings. 

i)  Identification Lines: Identify the date on which the report is written, the 

names of those people to whom the report is sent, the names of the people 

who wrote the report and the subject of the report.  

 

ii)  Introduction/History/Profile: The introduction supplies an overview of 

the report. It can include three or more optional subdivisions, such as the 

following: 

       Purpose—a topic sentence(s) explaining why the report (justification/ 

objectives) is submitted and the subject matter of the report. 

       Personnel—names of others involved in the reporting activity. 

       Dates—what period of time the report covers. 

 

iii)  Discussion/Causes: The discussion section of the report can summarize 

many topics like the problems encountered, costs of equipment, warranty 

information etc. 

 

 This is the largest section of the report, requiring detailed development. 

This part explains the reasons behind the problem. 

 

iv)  Recommendations/Solution/Attack on the problem: The recommendation 

section allows you to suggest future action, such as what the company 

should do next. Not all reports require recommendations.  
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v)  Conclusion/ Final words: The conclusion section of the report allows you 

to sum up, to relate what you have learned, or to state what decisions you 

have made regarding the activities reported.  

 

Specimen of Informal / Short Reports in Memo Format 
 

1)    Report on Decline in Sales / Profit 
Colony Textile Mills  

Multan. 

 

To:   The General Manager 

From:  The Manager HRM 

Subject:  Report on Decline in Sales / Profit 

Date:  September 7, 2009 

 

I was assigned the duty to prepare a report on decline in sales and my efforts are 

as under.  

History 

 

Colony Textile Mills has been dealing in weaving industry since 1994. The 

company manufactures cotton, woolen, silken, and polyester textiles with local 

and imported materials and fibers. The company which enjoyed an outstanding 

position in the market is now suffering a setback for the last three years. 

 

The following table shows the company’s sales and profits for the last five years: 

 

 

  

Years 
Sales 

(in million) 

Net Profit 

(in million) 

2004 70 10 

2005 79 12 

2006 70 10 

2007 60 7 

2008 55 5 
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Causes for the Setback 
 

Following are the reasons of the problems: 
1. Problems concerning sales persons 
 The sales persons are observing poor work habit, lack of positive attitude 

and sales interest. 

2. Problems concerning sales management 
 Management is equally ineffective because of no proper planning of time 

and sales efforts, lack of enthusiasm, and motivation. 

3. Poor Design 
 The products designs, styles and packaging have become too outdated and 

obsolete to meet competitions. 

4. High Prices 
 The prices of the products are not according to requirements of the market 

and the image of the company.   

5. Poor Discount Policy 
 The company has no consistent cash and quantity discounts policy. 

6. Insufficient Promotion 
 Promotion budget is insufficient.  Promotion includes advertising, publicity, 

prize competitions, bonus and sample schemes and personal selling. 

7. Inability to Adapt to Environment  
 Unless a business is able to change to the environmental conditions, it will 

not survive.  It seems that the company is not responding effectively to such 
changes and developments. 

8. Competition 
 During the last three years there has been much fierce competition with 

local and foreign products.  Because of many liberal incentives given by the 
government, several companies have been established which are creating 
competition. 

9. Old Machinery 
 Due to old machinery and old methods of production, the quality of products 

is not up to the requirements of consumers. 

10. Fake Products 
 Local fake products of the similar name have also created many problems 

which are resulting decline in sale. 

11. Trade Unions 
 The working and strikes of trade union have also resulted in decline in sales. 
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Attack on Problem 

 
The following concerted efforts are indispensable to revert to previous profitable 

and attractive position: 

1. Sales Personnel Planning and Recruiting  

 The company cannot afford over-employment or wrong type of man. To 

hire a right man for the right job is essential. 

2. Sales Training and Development 

 The company should devise proper and effective training programs to 

enhance the ability, capability, and efficiency of the sales-force. 

3. Sales Incentives and Compensation 

 Both financial and non-financial rewards are necessary to motivate 

employees.  The company should revise pay structure. 

4. Control over Expenditures 

 To maximize profit, the company should minimize expenditure. 

Unnecessary costs and wastage should be controlled 

5. Redesign Products 

 To make thorough product testing and development, the company should 

redesign the models, styles, colors, shapes, and sizes of its products. The 

packaging should be made safe and be improved. 

6. Price Policy 

 Price policy needs reconsideration. Some products need upward revision 

and others downward. 

7. Promotion 

 Advertising and other promotional means should be utilized. T.V. 

advertising is a medium strong enough to bring quick results.  

8. Bonus Schemes 

 The company should introduce various well thought bonus schemes for 

wholesalers, retailers, and final consumers and customers. 

 

The Last Word 

 

The measures suggested are not difficult to adopt and if these are properly and 

seriously considered, the company will be able to over set the crises. 

_________________________ 
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2)    Report on Labor Problems 
Colony Textile Mills  

Multan. 
 

To:   The General Manager 

From:  The Manager HRM 

Subject:  Report on Incline in Labor Problems 

Date:  September 7, 2009 

 

I was assigned the duty to prepare a report on incline in labor problem and my 

efforts are as under.  

 

Profile 
 

Colony Textile Mills has been dealing in weaving industry since 1954. The 

company manufactures cotton, woolen, silken, and polyester textiles with local 

and imported materials and fibers. The Company which enjoyed an outstanding 

position in the market is now suffering a setback in sales for the last three years 

due to incline in labor problems. 

 

The following table shows the company’s sales and profits for the last five years: 

 

 

 

 

 

 

 

 

 

 

 

 

Causes of Problems 

 

The roots of the problem trace deep down in the following factors: 

1. Poor Pay Scales 

 The company is retaining millions of rupees in the reserve funds.  But the 

company has not recognized better pay scale. 

 

 

Years 
Sales 

(in million) 

2004 70 

2005 79 

2006 70 

2007 60 

2008 55 
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2. Lack of Sufficient Benefits and Services 

 The employees of the company are not lucky enough to get food services, 

transportation, recreation, allowances, medical, credit, house building 

loans, car purchase loans, etc. 

 

3. Ineffective Supervision and Management 

 Some of the labor policy authors are unqualified managers.  They are 

unable to see through the problem.  Not a single high level manager has an 

MBA degree. 

 

4. Trade Union 

 They laborers are involved in politics.  Due to trade union, they work for 

their party not for company. 

 

5.   Long Working Hours: 

 The shifts are of 10 to 12 long hours.  Therefore, they cannot work properly. 

 

6.    Wrong Hiring Policy:   

 Right persons are not hired for the right position and basis of selection is 

nepotism. 

 

7.    High Turnover of Laborers 

 The high turnover is causing low productivity and hampered quality.  

Employees are not loyal and tend to leave the company on the first 

opportunity they get. 

 

8.    Poor Discipline:   

 Indiscipline causes lawlessness among workers which indirectly influences 

the production process.  Laws are made but not implemented. 

 

Recommendations 

 
The following concerted efforts are indispensable to solve the labor problems: 

1. Pay Revision 

 The revision of the pay scales is of utmost importance.  Ten percent 

increase will satisfy the workers. 

 

2. Benefits and Services 

 The company can afford to introduce medical, food and cafeteria, 

transportation, recreation, credit, various types of loans, and uniform 

allowance. 
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3. Emphasize Discipline 

 Discipline is self-control, self-restraint.  There should be training or mode 

of life in accordance with rules. 

 

4. Management Development 

 The company should start on-job-training, and off-job-training for effective 

control and supervision. 

 

5. Proper Working Hours 

 The work time of a single shift is very long.  It must be of not more than 

eight hours. 

 

6. Control the Trade Union 

 The company should also control the working of trade union.   

 

7. Hiring Policy 

 Hiring policy needs to be improved.  Only right person should be hired for 

the right job. 

 

Final Words 
 

The measures suggested are not difficult to adopt and if these are properly and 

seriously considered, the company will be able to over set the crises. 

___________________________ 
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Cr. Sales 
Bad Debts 

3)     Increase in Bad Debts 

Colony Textile Mills  
Multan. 

To:   The General Manager 
From:  The Manager HRM 
Subject:  Report on Incline in Bad Debts 
Date:  September 7, 2009 
 
I was assigned the duty to prepare a report on incline in bad debts and my efforts 
are as under.  

 
INTRODUCTION 

 

Colony Textile Mills has been dealing in weaving industry since 1984. The 
company manufactures cotton, woolen, silken, and polyester textiles with local 
and imported materials and fibers. The company which enjoyed an outstanding 
position in the market is now suffering a setback in profit for the last five years 
due to incline in bad debts. 
 
The following table shows the company’s increase in poor bad debts for the last 
five years: 
 

 

Causes of the Problem 
 

After going deep down the problem, I have found that the following are the 

causes of accumulation of bad debts. 

1. Poor Credit Policy 

 The company’s credit policy has not been properly devised.  There is no 

discrimination among different classes of customers. 

 

Years 
Cr. Sales 

(in million) 

Bad Debts 

(in million) 

2004 50 3 

2005 55 5.7 

2006 65 6.3 

2007 70 8.2 

2008 78 10 
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2. Lack of Investigation 

 The character and financial soundness of customers are investigated and 

analyzed.  But the company does not undergo such a trouble. 

 

3. Poor Collection Policy 

 The company has no follow-up system in the collection of debts.  The 

company does not keep in touch with such customers either personally or 

through telephone and letters. 

 

4. Untrained Staff 

 The recovery staff of the company is not properly trained.  So they are 

unable to work in the market. 

 

5. Natural Calamities 

 Due to natural calamities as flood and earthquake, the people of that area 

are not in a position to pay their installments. 

 

6. Low Quality of Product 

 During the investigation, it is also found that the quality of your product is 

not up to the need of people.   

 

7. Political Crisis  

 Political Crisis is also an important hindrance in the way of recovery of 

debts.   

 

8. High Credit Rates 

 Our credit terms are very strict and the rate of interest is also very high. 

 

9. Increase in Unemployment 

 For the last five years, unemployment in our country is increasing day by 

day.  The people are unable to pay their amounts due. 

 

10.   Poor Management: 

 The role of management is quite vital in any enterprise.  An untrained, lazy, 

inefficient and leaderless management spoils the whole working 

atmosphere.  Present management is no of exception to them. 
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Solution of the Problem 

 
The following remedial measures will enable the company to avert the problem. 

1. Proper Investigations 

 Before making credit sales an inquiry into the financial position of 

customers will help the company to take right decisions. 

 

2. Fixation of Upper Limit 

 The company should classify its customers into several ranks and 

categories for the purpose of a maximum limit for every class. 

 

3. Discounts to Client 

 Bonuses and discounts on cash sales will attract a good number of 

customers.  The company should develop new segments of the market by 

offering cash and quantity discounts. 

 

4. Bonuses to Staff 

 Bonuses should be offered to the staff on the recovery which they observe. 

 

5. Training of the Staff 

 There should be training to the staff in the beginning of their service and 

also on yearly basis. 

 

6. Effective Management 

 Honest and trained management is necessary for the proper recovery 

scheme. 

 

7. High Quality of Product 

 In order to overcome this problem, the company should also improve the 

quality of its products to satisfy its customers. 

 

8. Low Credit Rates 

 The credit terms of the installments should be liberal and the rate of interest 

needs to be reduced. 

 

Final Words 

 
The measures suggested are not difficult to adopt and if these are properly and 

seriously considered, the company will be able to over set the crises. 

___________________________ 
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4)     Increase in Factory Accidents 
Colony Textile Mills  

Multan. 
 

To:   The General Manager 

From:  The Manager HRM 

Subject:  Report on Increase in Factory Accidents 

Date:  September 7, 2009 

 

I was assigned the duty to prepare a report on increase in factory accidents and 

my efforts are as under. 

Overview 

 

Colony Textile Mills has been dealing in weaving industry since 1954. The 

company manufactures cotton, woolen, silken, and polyester textiles with local 

and imported materials and fibers. The misuse and mis-combination of chemical 

give rise to the accidents which include fire and explosions. Five years back 

number of fatal and nonfatal accidents was 35 but now its has reached as high as 

100. 

 

The following table shows increase in accidents during the last five years: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Years 
No. of 

Accidents 

2004 35 

2005 50 

2006 70 

2007 86 

2008 98 
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Causes of Accidents 
 

There are several causes of the problem confronted by the company.  These 

causes are discussed below. 

 

1. Lack of Training 

 The company has no formal training program for its workers.  They are not 

properly and formally trained as to how to work on machinery.  This lack of 

training leads the workers to carelessness and ignorance which in return 

aggravates the situation.   

 

2. Poor Working Condition 

 Working conditions are not up to the standard.  The premises has no proper 

ventilation, heating, cooling and lighting arrangement 

s 

3. Improper Tools 

 Proper tools and instruments are not provided to the workers. 

 

4. Poor Lighting Arrangement 

 Lighting arrangements do not suit the needs of production. Owing to 

insufficient lighting arrangements chemicals spill down on the floor causing 

the slipping of the workers. 

 

5. Poor Emergency Arrangements 
 First aid is not at all available in the factory.  No ambulance arrangements 

have been made.  Even the company has no qualified doctors at the factory. 

 

6. Out-dated Machinery  

 Out-dated machinery is an important cause of factory accidents. 

 

7. Increased Workload 

 Due to long working hours, workers are unable to pay full attention to their 

work.  So, sometimes, due to carelessness, such accidents occur. 

 

8.   Poor Management: 

 The role of management is quite vital in any enterprise.  An untrained, lazy, 

inefficient and leaderless management spoils the whole working 

atmosphere.  Present management is no of exception to them. 
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Remedial Measures 

 
1. Formal and Effective Training 
 The company should start a formal and effective training program for the 

workers in order to avoid accidents or calamities.  Through proper training, 
accidents can be minimized. 

 
2. Proper Working Conditions 
 Proper working conditions must be created in the factory.  Proper ventilation 

and lighting arrangements should be made. 
 
3. Proper Tools 
 Proper tools and implements are necessary for smooth working. 
 
4. Group Insurance 
 The company should immediately introduce this scheme to cover the risk of 

the life of workers.  Workers may be encouraged to buy life policy. 
 
5. New Electric Wiring 
 The company should get new electric wiring done.  It will reduce the danger 

of electric shocks. 
 
6. First Aid 
 First aid arrangements are necessary.  It is the need of every factory.  The 

company should provide hospitalization facilities and services. 
 
7. Full-time Physician 
 Personnel department should appoint a full-time physician. 
 
8. New Machinery 
 The company should purchase new and improved machinery in order to 

minimize the risk of factory accidents. 
 
9. Proper Working Hours 
 Proper working hours are necessary to check to risk of accidents.  The 

normal shift should not exceed 8 hours. 
 
10. Effective Management 
 Effective management is necessary to minimize the risks of accidents.  
  
11. Fire Fighting Instruments  
 Firefighting instruments should be installed to control the accidents caused 

by fire. 

Final Words 

The measures suggested are not difficult to adopt and if these are properly and 
seriously considered, the company will be able to over set the crises. 
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6.4.2   Types of Short Reports 
 

6.4.2.1   Progress Reports 

A progress report is a written document regarding the status of an activity, 

explaining what work has been accomplished and what work remains. Employers 

or supervisors want to know what progress workers are making on a project, 

whether everything is on schedule and what difficulties are encountered. Because 

of this, an employee might be asked to write progress reports on daily, weekly, 

monthly, quarterly, or annual basis. 

 

Progress report is needed when company is renovating its home office, many 

changes have occurred and the supervisor wants to know when the renovations 

will he concluded. Progress report is also required when manufacturing supervisor 

has initiated new procedures to improve product quality and now wants to know 

how these procedural changes are going on. 

 

Parts of a Progress Report: 
 

1.  Introduction (overview, background)  
 Following three things need to be described in introduction: 

          i)  Objectives: This part explains the reason behind working on this 

project, the problems that motivated to launch this project like the 

present status is time and money consuming, the hopes attached with 

this project and also who initiated this activity of preparation of 

report. 

 ii)  Personnel: Describe the people along with their skills who are 

working on the project and the cooperation that exists between 

companies.                   

            iii)  Previous Activity: If this is the second, third, or fourth report in a 

series, remind the readers what work has already been accomplished.  

 

2.  Discussion (findings, body, agenda) 

           i)  Work Accomplished: Using subheadings and mention the work 

accomplished either chronologically or by importance.  

            ii)  Problems Encountered: Inform readers of difficulties encountered 

like late shipments, poor weather, labor shortages.  

           iii)  Work Remaining: Tell your reader what work will be accomplished 

next. A pie chart will graphically depict both work accomplished and 

work remaining.  

 



 

136 

 

3.  Conclusion/Recommendations 

           i)  Conclusion: Sum up what is achieved during the reported period 

and provide final completion time. 

           ii)  Recommendations: In the light of the above mentioned problems, 

recommend changes in personnel, budget, material or time period 

that may help in timely completion of the project. 

 

Progress Report on Completion of Airport Construction 
 

To:  The CEO 

From:  The Project Director 

Date: Oct I, 2016 

Subject:  First Year Report—Airport Expansion and Enhancement 

 

Purpose of Report 

In response to your request, following is our first quarterly report on Airport 

project. The construction plans include the following: 

1.  Airport construction—terminals, runways repair, feeder roads, observation 

tower, parking lots.  

2.  Site enhancements—Ponds, landscaping, Lightning. 

 

The area has a heavy rock concentration which need to be removed with 

explosives. It will take additional time of three months. Further, the laborers have 

been on strike for the past 15 days due to the non-availability of salary and other 

facilities. Contractor believes that the project will observe delay of 5 months.  

 

Work Accomplished 

In this first year, we completed the following: 

1.  Subcontractors: Project management and MCB (financer) worked with 

our primary Husnain Construction Co(contractor). All the three parties 

arranged site visitations and confirmed construction schedules. This work 

was completed in January 2015. 

2.  Permits: The contractors acquired building permits from government 

building department and Civil Aviation Authority in March 2015. 

3.  Core Samples: Core sample screening was completed by departments in 

Aril,2015. The pass/fail ratio was 76.4 percent pass to 23.6 percent fail.  

4.  Shipments: Concrete, asphalt, and steel beam shipments arrived the site in 

June 2015. 
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5.  EPA Approval: Environmental Protection Agency (EPA) agents approved 

our construction plans. We are within guidelines for emission controls and 

pollution. We have agreed to leave 40 acres untouched as a wildlife 

sanctuary. EPA approval occurred in May 2015. 

  

Work Remaining 
To complete our project, we need to accomplish the following: 

1.  Advertising: Our advertising department is working on brochures, radio, 

television and highway signs. Advertising's goal is to make the readers 

access the airport as a community point of pride. 

2.  Signage: With new roads being constructed for entrance and exit, our 

transportation department is working on street signage to help navigate our 

new roads.  

3.  Landscaping: We are working to landscape the airport, roads, and two 

ponds. Our architectural design team is selecting and ordering plants. 

4.  Construction: The airport terminal and tower are observing delays.  

 

Project Completion/Recommendations 
We began this project in 2015 and we have completed approximately 65 percent 

of the work. We anticipated successful completion by Dec2016 but certain 

problems may take the project to May2017 and an over-cost of 20 million. The 

contractor is advised to complete the project at the earliest otherwise fine will be 

imposed on daily basis as already agreed upon in the original contract. 

 

6.4.2.2 Feasibility/Recommendation Reports 

A feasibility/recommendation report accomplishes two goals. First, it studies the 

practicality of a proposed plan. Second, it recommends action. A number of times 

a company plans a project but is unsure about the success of the project as there is 

confusion about the success of plan and availability of proper technology and 

finance. A proper feasibility report can sort the issue. Feasibility report is required 

if a company wants to purchase new equipment. If a company wants to expand its 

business at a new location, feasibility report will decide about the success of the 

project.  

 

Parts of a Feasibility report: 
1.  Introduction (overview, background)  
 Following two things need to be described in introduction: 

i)  Objectives: This part explains the reason behind working on this 

project, the problems that motivated to launch this project like the 



 

138 

 

present status is time and money consuming, the hopes attached with 

this project and also who initiated this activity of preparation of 

report. 

ii)  Personnel: Describe the people along with their skills who are working 

on the project and the cooperation that exists between companies.                   

 

2.  Discussion (findings, body) 

i)  Criteria: With the help of keen observation, establish a standard or 

criteria in the areas of personnel, equipment, products, vendors, 

costs, time schedule etc. 

ii)  Analysis: Compare the findings against the criteria. Use a visual or a 

table to measure the true differences.  

 

3.  Conclusion/Recommendations 

i)  Conclusion: State significance of the findings and draw conclusions 

of the study.            

ii)  Recommendations: In the light of the above mentioned conclusions, 

recommend whether new machinery should be purchased or not and 

whether the company should set up its new unit on a new land or not.  

 

Specimen of Feasibility Report for the Purchase of Equipment 
 

To: CEO 

From: The Director of Information Technology 

Date: Sept2, 2016 

Subject:  Feasibility Study for Technology Purchases 

 

The purpose of this report is to study which technology will best meet our 

communication needs and budget. After analyzing the feasibility of various 

technologies, we will recommend the most cost-effective technology options. 

Purchasing is needed because the load on hardware and software of the company 

has exceeded. The department's laptops and printer insufficient in number. 

Updated equipment is necessary.  

 

Criteria for Vendors 

The following criteria would best meet the company needs: 

1.  Trainers: Because of the unique aspects of the software, we need trainers who 

are familiar with password creation, privacy laws and corporate e-mail policy. 

2.  Maintenance — We need to purchase equipment and software complete 

with either quarterly or biannual service agreements (at no extra charge). 
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3.  Service Personnel—The service technicians should be certified to repair 

and maintain whatever hardware we purchase. 

 

4.  Warranties—The warranties should be for at least one year with options 

for renewal. 

 

5.  Cost—The total budget for this project is 1.5 million rupees. 

 

Vendor Section 

Our vendor for the laptops, printers, and software are as follows: 

i.  Computer Corporation, Mall Road, Lahore, busines@computer.com 

ii.   Tech Point, Mobile Plaza, Multan, tech@mul.com 

iii.   Software Communications, Clock Tower, Faisalabad, Kamil@softcom.net 

 

Vendor Evaluation 

i)  Computer Corporation: Having been in business for ten years, this company 

is staffed by highly trained technicians and sales staff. All employees are 

certified for software training. The company promises a biannual maintenance 

package. They offer manufacturers' guarantees with extended service 

warranties. Company offers 20 percent customer in purchases. 

 ii)  Tech Point: This company has been in business for two years. TP provides 

only subcontracted service technicians for hardware repair. Employees are 

certified in software training. The owners do not offer extended warranty 

options. No special customer pricing incentives are offered. 

iii)  Software Communications: The company has certified technicians and 

sales representatives. All repairs are provided in house. The company 

offers quarterly maintenance at a fee of Rs.1000.  

 

Criteria Comparison 

The following table compares the three vendors on a scale of I to 3, 3 representing 

the highest score. 

 Computer 

Corporation 

Tech 

Point 

Software  

Communications 

Maintenance 3 2 3 

Personnel 3 3 3 

Warranties 3 2 2 

Cost 3 2 2 

Total 12 9 10 
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Summary of Findings 
We cannot purchase the number of laptops and printers requested. Doing so 

exceeds the budget. Training is essential. The department must adjust its budget 

accordingly. All three vendors have the required technology. However, Tech 

Point and Software Communications do not meet the criteria. 

 

Recommendation  

Given the combination of cost, maintenance packages, warranties, and services, 

Computer Corporation is our best choice. We suggest purchasing five laptops 

instead of ten; one printer instead of three and training of 10 employees. 

 

Specimen of Feasibility Report for Launching New Product 

LG Company 

Karachi. 
 

To:   The General Manager 
From:  The Manager Production 
Subject:  Report on Launching a New TV Model 
Date:  September 7, 2009 
 
I was assigned the duty to prepare a report on launching of new television model 
and my efforts are as under.   

Overview 

LG Company was established 40 years back. The company manufactures 

electronic products.  Now the company wants to launch its new product, a color tv 

model under the brand name of “Classic”. The company has been observing 

marvelous sales during the past five years.  

 

 

 

Years 
Sales                 

(in million) 

2004 35 

2005 50 

2006 70 

2007 86 

2008 98 
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How to Launch the Product? 

 
1. Design  

 At present the markets of the world are full of cassette recorders with 

hundreds of beautiful and attractive models and designs.  The company will 

have to make such designs that are currently popular and it will have to 

change it every year. 

 

2. Number of Recorders to be Produced 

 It is necessary that the product should not be short of demand.  So the 

number of T.V. sets to be produced should be safely 4,000 a month. 

 

3. Models 

 There should be at least two models to be put into the market every year. 

 

Model No. 1 Classic (with remote) 

Model No. 2 Classic (connected with wi-fi) 

 

4. Warranty 

 The product will have one-year warranty plus after sales service and easy 

availability of spare parts. 

 

5. Packaging 

 The packaging of Lyrics should get proper attention because it attracts the 

customers and makes the product safe and facilitates transportation. 

 

6. The Promotion 

 The company will have to maintain promotional techniques such as 

advertising, publicity, personal selling, calendars, diaries, prize competitions, 

lucky draws, etc. The advertising media must include newspapers, 

television and billboards. Advertisement should be printed or telecast daily.         

 

7. Channels of Distribution 

 It would be better for the company to adopt the same channels of distribution 

for “Classic” as are employed for other products of the company.  

 

8. The Price 

 The company should try to control its manufacturing and distribution costs 

so that our rate should be around the same average level. 
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9. Discount Policy 

 The company should allow following various kinds of discounts at the rates 

shown below: 

 

Cash Discount Two percent  

Quantity Discount 10 units to 20 units 5 percent 

 21 units to 30 units 7 percent 

 31 units to 50 units                               10 percent 

 51 units to and above                           15 percent 

   

10. Credit Facility 

 Since the product is new the company should extend credit facilities to 

dealers.  Credit period should not be more than one month. 

 

The Final Word 
 

On the basis of analytical study of the project it may be deduced that the project is 

encouraging.  I am strongly convinced that the company should immediately start 

making the blue prints of the project.  The delay will make the project costlier. 

 

Specimen of Feasibility Report for Opening of a New Branch/Unit– 
 

Hero Automobiles  

Karachi. 
 

To:   The General Manager 

From:  The Manager Production 

Subject:  Report on Setting up a New Unit. 

Date:  September 7, 2009 

 

I was assigned the duty to prepare a report on setting up a new unit and my efforts 

are as under.  
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Introduction 
 

Hero Automobiles was established 20 years back.  It has been producing and 

marketing wide range of automobiles like rickshaw, van and motorcycle 

successfully.  Now the company wants to expand its operations to go deep down 

into its market because of bullish trends in its profit.  

The five-year record of company is as follows: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Factors Favoring the Project 
 

After conducting a detailed research, the following factors have been determined 

favorable for the project. 

1. Availability of Suitable Site 

 Suitable location calls for heat, light, power, water, transportation, nearness 

to the market, affordable cost of land, and parking lot.  Fortunately, 

location with these characteristics is available.  

 

2. Availability of Capital 

 It has been worked out that the total requirement of the fund is three to five 

million rupees.  The funds are available from the reserves. 

  

3. Availability of Labor Force 
 The project calls for all the three kinds of labor, skilled, semi-skilled, and 

unskilled.  In the city all these three classes are easily available at suitable 

remunerations.  

 

Years 
Profit 

(in million) 

2004 35 

2005 50 

2006 70 

2007 86 

2008 98 
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4. Encouraging Government Policies 

 The Government of Pakistan provides many incentives for the proposed 

business.  Some of them include rebate, exemption from income tax, duty-

free import of necessary materials, and one-window sanction of the project. 

 

5. Existing Company Facilities 

 The existing company facilities of various types of fixed and current assets 

may be beneficially utilized without adversely affecting or hitting the 

present business operations.  Rather, the project will facilitate the present 

business operations. 

 

Factors not favoring the Project 
 

There is nothing in the world which is all good and free from defects or 

disadvantages.  Following abuses and weaknesses of the project will enable the 

reader to make a sound decision. 

 

1. Severe Competition 

 Due to government’s liberal incentives for the industry, there are a great 

number of companies in the market causing unbeatable and extreme 

competition. 

 

2. Smuggling 

 Smuggling of the goods has spoiled the market.  Scranny profits are the 

result of smuggling. 

 

3. Non-availability of Experienced Staff 

 The experienced managerial staff fit for the peculiar requirements and job 

descriptions of the company is scarce and not easily available. 

 

4. Low Profit at Initial Stage 

 The company will have to face the profits at still lower level at its initial 

stages.  But the author opines that it is not a serious problem since most of 

the projects do not generate lucrative profits at the initial stages. 

 

The Final Word 

 
On the basis of analytical study of the project it may be deduced that the project is 

encouraging.  I am strongly convinced that the company should immediately start 

making the blue prints of the project.  The delay will make the project costlier.  
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6.5     FORMAL/LONG REPORT 
 
A formal report has many formalities which may be divided into three major 
divisions: 
I. Prefatory Parts: 

i. Title fly 
ii. Title page 
iii. Letter of authorization 
iv. Letter of transmittal / preface  
v. Table of contents 
vi. Summary / Synopsis 

 
II. Body of report 

i. Introduction 
ii. Text 
iii. Terminal section 

a. Summary 
b. Conclusion 
c. Recommendations 

 
III. Supplemental Parts 

i. Appendix. 
ii. Bibliography 
iii. Glossary 
iv. Index 

 
I. Prefatory Parts of Formal Reports 
The details of the prefatory parts of the formal report are as follows: 
i. Title fly: Title fly is the cover of the reports containing (1) the title of the 

report in capital letters, (2) the name of the receiver of the report, (3) the 
name of the writer, (4) the date of submission of report. You should use a 
sturdy, light cardboard or paperback cover. The cover should bear the title 
of the reports in the upper center, the name of the receiver in the middle 
centre, and the name of the writer in lower center. 

ii. Title page: It bears (1) title of the report, (2) name of the receiver, his 
designation and address (3) the name of the writer, his designation and 
address (4) the date of the submission of the report. 

iii. Letter of Authorization: In it the individual or the management authorizes 
the report writer to prepare the report. It also serves as an appointment 
letter issued to the writer. The authorization letter helps the writer get the 
company data, meet officials and take their interviews which are necessary 
for study. 
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iv. Letter of transmittal: This letter comes immediately after the letter of 
authorization. It is a covering letter because it transmits the reports. The 
transmittal letter may include the following: 
 Authorization of the receiver. 
 Acknowledgment to those who helped the writer. 
 Unexpected findings, major conclusions, and special suggestions. 
 Emphasis on follow up. 
 Personal comments are not included in the body of report. 

 
 It is important to know that in the presence of letter of transmittal, preface 

is not at all required because the letter also serves as preface. Preface is 
written in books.   

v. Table of CONTENTS The table bears major and subdivisions of the 
report. The numbering of the contents is marked by Roman numbers (I, II, 
III), alphabets (A, B, C,) and numbers (1, 2, 3…) etc. 

vi. Executive Summary: It is a brief version of the whole report but the 
emphasis is on findings, conclusions and recommendations. The other 
names of this part are abstract, over view and synopsis. 

  
II. Parts of the Body of Formal Business Reports 
The body of a formal report has the following parts: 
i. Introduction 
ii. Text 
iii. Terminal section 
 
i. Introduction 
 Introduction acquaints the reader with the better understanding of the 

report. It has 
a. Background/History: It describes the situation under which 

investigation has been conducted. 
b. Problem: Introduction explains the nature of the problem in terms of 

what, how much, why, when, and for whom. 
c. Purpose: Introduction clearly states what the objective, purpose, 

aim, object, goal, or mission is. 
d. Limitations: This term explains time, money, data, source, and other 

limitations. 
e. Methodology and sources: It tells the method of collecting data. It 

explains the primary and secondary sources of information. 
f. Sources: Data may be collected from two types of sources; 

  Primary: Survey, observation, or experimentations. 
  Secondary: Printed sources like newspaper, bulletins, journals, 

magazines. 
g. Definition: It defines the terms used in the report. It gives the exact 

meaning pertaining to the situation. 
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h. Statement of the result: Introduction briefly reveals the finding of 
the report just in the beginning. 

i. Plan of presentation: It is at the end of introduction. It explains the 
order of the topics and subject covered in the report. 

 
ii. Text 
 The text contains the actual details of the report. It is the main and crucial 

part of the body. This part explains findings and data. The contents, 
organization, language, style, and visual aid vary according to the type of 
the report. 

 
iii. Terminal section 
 Terminal section of the body of the report may comprise the following 

elements. 
a. Summary: This section summarizes the findings of the investigation. 
b. Conclusion: It interprets facts explained. It does not give writer’s 

personal opinion. The opinion should be unbiased and should not be 
based on personal likes and dislikes. 

c. Recommendations: This section suggests a plan of action based on 
findings and conclusions. If recommendations run through the 
report, it will include only summary of recommendations. 
 

III. Supplemental Parts of Formal Report 
The following is some information about the supplemental parts of the formal 
business report. 
i. Appendix: In the appendix you may include tables, pictorials, graphs, 

charts, or some additional information. It appears immediately after the last 
page of the body. 

ii. Bibliography: It refers to the sources from where the data have been 
collected. The sources may be books, newspapers, magazines, government 
publications, reports of statistical departments, public associations, 
chambers of commerce and yearbooks. 

iii. Glossary: A glossary is an alphabetic listing of special terms and words 
with their meanings and definitions. It works as a dictionary.  

iv. Index: It includes the alphabetic list of sub-topics and their page numbers. 
These sub topics are not part of list of contents. 

 

SUMMARY 

 A report is an unprejudiced, objective, planned presentation of facts to one 

or more persons for a specific business purpose.  

 Reports have numerous benefits.  
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 Short and informal reports include incident reports, investigative reports, trip 

reports, progress reports, lab or test reports, and feasibility/ recommendation 

reports.  

 Every short report should contain five basic features: identification lines, 

introduction, discussion (causes), recommendations and conclusion. Meetings 

are of seven kinds. 

 Parts of   Formal/Long Report may be divided into three major divisions: 

Prefatory Parts, Body of report and Supplemental Parts.  

 
 

SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

1. What function does the reports perform? 

2. Narrate the different kinds of reports. 

3. Describe the parts of short reports. 

4. Explain different parts of a progress report 

5. You are running a construction company and presently you are constructing a 

building at DHA. It is a 3-year project and presently half of the time is over.  

 Compose a progress report regarding project. 

6. Describe the different parts of a feasibility report. 

7. Compose a feasibility report regarding the launching of BS-4 year 

ACCOUNTING & FINANCE program at AIOU. 

8. Compose a feasibility report regarding the purchase of truck for the factory.  

9. Describe in detail the parts of formal reports. 

 
SUGGESTED READING 

 

i) Brannan, B., (2003), A Writer’s Workshop: Crafting Paragraph, New York, 

McGraw Hill. 

 

ii) Murphy, Hurta, Effective Business Communication. 
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INTRODUCTION 
 

This unit is about job search communication. This unit will begin with the 

definition of the features the employers like the most in employees. You will 

comprehend how to choose the most appropriate resume. There will be 

understanding of the major sections of a resume and a portfolio. You will 

recognize the similarities and differences between the resume and portfolio. You 

will get clarity about the responsibilities of the interviewer and interviewee during 

an interview. You will grasp the factors affecting the interview.  

 

 

OBJECTIVES 

 

Upon completion of this unit, students will be able to: 

● Define the features the employers like the most in employees. 

 

● Comprehend how to choose the most appropriate resume. 

 

● Get clarity about the expected knowledge level of the interviewee. 

 

● Grasp the factors affecting the interview.  

 

● Understand the major sections of a resume and a portfolio. 

 

● Recognize the similarities and differences between the resume and portfolio. 

 

 

 

  



 

152 

 

Job search communication is not a single phenomenon. It comprises of following 

aspects: 

 Self-Assessment and Market-Assessment for Planning the Career. 

 Resume, Cover letter, Portfolio 

 Interview and the role of interview and interviewee. 

 

7.1   SELF-ASSESSMENT AND MARKET ASSESSMENT  
 

Applying somewhere for job means selling our potentials and abilities in the 

market. Whenever we sell some product, we should know everything about the 

product. In the same way when we sell our skills in the market, we should prove 

our self-worth selling by knowing everything about our self. We are supposed to 

answer the question “Who am I?” A critical understanding needs the knowledge 

of the following aspects: 

 

i. Know Your Skills 

 Skills are many and should be described. Skills may be analyzing, 

administering, planning, evaluating, coordinating, negotiating, mediating, 

creating, speaking etc.  

 

ii. Know Your Accomplishments 

 Accomplishments should be recorded too. Accomplishments may be 

related to school, work place or leisure time. Accomplishments can be in 

the form of winning, reducing, obtaining, joining, starting, traveling, etc.  

 

iii. Know Your Interests 

 Analyze interests, preference and attitudes to determine what kind of job 

suits the applicant. One should know what the things one likes, prefers or 

enjoyments. 

 

iv. Know Your Personal Values  

 Personal values can be applied to jobs. Personal values may be helping the 

people, holding responsibility, facing risk, knowing people, wishing to 

control, wanderlust etc.  

 

v. Goals 

 Goals are short term and long term. Goals should be set to direct the 

activities in particular direction and avoid the wastage of physical and 

monetary resources.  
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vi. Major Strengths and Weaknesses 

 Strengths and weakness are concerned with attitudes, habits, thoughts, and 

activities. Knowledge of weaknesses helps us in avoiding them or in 

suggesting their solution. Knowledge of strengths enables us to use them in 

crisis.  

 

vii. Needs 

Our life is need oriented. Sometimes the need is to make money and a number of 

times our need is to establish relations with people. Variation in needs 

brings variation in our activities.  

 

Market Assessment  
After self-assessment, we need to know the demand of the market. The demands 

and trends of the market can be observed through the following sources.  

i. Alumni - a list of university alumni. 

ii. Business friends 

iii. Counselors 

iv. Employment agencies 

v. Former employers and coworkers. 

vi. Friends, relatives, acquaintances 

vii. Labor unions. 

 

7.2 RESUME  
 

It is a summary of qualification, experience and achievements. It is not a complete 

but a brief life history. Contents and layout of the resume vary.  

 

7.2.1 Types of Resume 
There are three kinds of resume.  

1) Basic Resume 

It includes all normal parts of a resume but it is simpler and shorter. This pattern 

suits those who have just completed the education or have little experience.  

 

2) Functional Resume  

It also includes all normal parts but it describes wide range of skills and work 

experience. The headings should describe expertise in work.  

 

3) Specific Resume  

It has all the normal parts but it is prepared for a specific job. It presents 

qualifications, skills and experiences that are relevant to a particular job. 
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7.2.2  Parts of Resume  

 
i)  Personal Information  

Western people just include name of the applicant, address, telephone, email 

address, whereas Asians also include gender, marital status, date and place of 

birth, I.D number, religion. In this part the picture of the applicant can also be 

pasted. 

 

ii) Statement of Objective  

It is our decision for a job or what we can offer to job. It is like a subject line in a 

letter. Objective may be specific or general.  

 General: A position in marketing. 

 Specific: A position in Agri-marketing. 

 The simple rules regarding objectives are  

a) Keep the sentence short – maximum of one line. 

b) Be sure the objective in specific and not general. 

c) Focus on short term goals than long term goals.  

 

iii)  Education 

a) Year of graduation. 

b) Include university/college names with their location, degrees and the 

session.  

c) Use abbreviations for degrees for example M. Com, B. Com 

d) Decide whether to use grade points, divisions or percentage. If the grades 

or divisions are poor, omit them. 

e) Describe major as well as minor subjects.  

f) Mention the honors, special skills and achievements related to education.  

g) Mention knowledge gained about computer.  

h) Academic awards. 

i) Academic club memberships. 

j) Describe the qualification in reverse chronological order.  

                        

iv)   Work Experience 

a) The detail of the past jobs is given in reverse chronological order that 

means – mention the present job first.  

b) Place the name, location and dates of employment of each company.  

c) Mention position and job title. 

d) The time period spent at the job.  

e) Use verbs that show achievements for example accomplished, administered, 

conducted, generated, negotiated.  
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f) This section should describe what a person did to improve the situation and 

what specific skill he employed to provide benefit to the company. 

 

v)   Special Skills 

Proficient in Microsoft Office computer software like Power Point, Word, Excel, 

Access, Database, Auto Cad, Graphics, DOS, Internet 

 

vi)  Achievements, Awards, and Honoraries  

Mention the athletic accomplishments, published material, fluency in foreign 

languages, debate awards and travels, student or general community services etc. 

It may also include the details of travels.  

 

vii)   Professional Affiliations   

To explain the service activities and honoraries, member ship of regional, national 

and international clubs need to be mentioned here. The clubs can be Rotary, Lions 

Club or professional clubs. 

 

viii)  References 

a) List only two or three individuals along with their addresses.  

b) The references should not be of relatives.   

c) The references may be of former bosses, former supervisors, professors, 

business friends, community individuals, colleagues.  

d) Provide their names, titles, addresses and phone numbers.  

e) Get the permission of the person whose name is being used as reference.   

 

ix)   Availability  

It is also ethical to mention the date since when you are available to join the 

company.  
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SPECIMEN OF RESUME 

PERSONAL PARTICULARS 

Name  Muhammad Waqas 

E-mail waqas_123@yahoo.com. 

Address House No. 3704/107, Multan 

Telephone 0300-1234567 

Gender Male 

Date and Place of Birth 12-01-1980, Multan 

N.I.C. No 36602-1550751-1 

Marital Status Single 

Professional Objective:  Achieve a challenging position in Accounts 

      

EDUCATION 

M. Com, B.Z.U. Multan, 2003-2005 

 3.8 CGP 

 Cost Accounting, Management, Accounting, B. Communication, Tax                                                                                   

 Distinction in Income Tax  

 

B. Com, B.Z.U. Multan, 2001-2003 

 3.9 CGP 

 Accounting, Economics, Statistics, Business Law                                                                                                                                                                                  

 High achiever in Statistics 

 

WORK EXPERIENCE 

Senior Accountant, Lever Brothers Limited, Lahore.  

 March 2010-present 

 Budgeting, Cost control. 

 Handling Income & Sales tax. 

 Managing staff of 30 members 

 

Accountant, Pakistan Tobacco, Multan 

 Jan 2007-Feb 10 

 Budgeting, Monthly salaries, Tax 

 Created new procedure manuals  

 Maintained a database  

 Updated and maintained client websites. 
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Accounts Assistant, P & G, Multan. 

 Feb 2005- Dec 06 

 Book keeping, Monthly salaries  

 Provided support to Sales staff  

 Supervised staff of 10 

 

COMPUTER PROFICIENCY 

Database, Auto Cad, MS Office, Graphics, MS Windows, DOS, Internet, C++, 

Java 

 

INTEREST 

Badminton, Squash, reading, travelling. 

 

SKILLS 

 Skilled in Office Management 

 Expertise in Budgeting and Planning 

 Excellence in Computer Literacy in Accounting and Networking 

 Competency in oral and written communication  

 Fluent in English, Urdu and local languages 

 

HONORARIES 

 Best trainer for the year 2010 

 Cost Control Training from LUMS 

 Member Lions Club 

 

REFERENCE 

1. Prof. Yasin Jamal, GCC Multan 

2. Prof. Umer Nadim Laber, GCC Multan 

 

AVAILABILITY 

On Call 

 

 

7.3   COVER LETTER 
 

It is a precise attempt to get the attention of the employer. It is a letter which is 

sent with the resume to provide some additional information and to show your 

interest in the job. The cover letter emphasizes why you want to work for that 

organization. It encourages the employer to call you for interview.  
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Focus on demands advertised. Select only those skills that are related to the 

advertisement and will benefit the prospective employer. Don't explain how the 

job will make applicant happy: "I will benefit from this job because it will teach 

me valuable skills." Instead, using the pronouns you and your, show reader 

benefit: "My work with governmental agencies has provided me a wide variety of 

skills from which your company will benefit”. Don't just say you're great by 

saying rather prove the abilities with quantifiable facts like "I won the ‘2012 

Employee of the Year’ award.” 

 

It has three parts – the first paragraph for getting attention, the middle paragraph 

for supplying data and last paragraph for easy action. 

 

1) Opening paragraph / First paragraph 

There are four possible styles to open the letter; 

i) Summary 

 Summarize important achievements. 

 

ii)  Name 

 Mention the name of the person who informed about the job.  

 

iii) Question 

 Ask question about the job. For example, “Are you searching for a 

motivated sales person?” 

 

iv) News Item 

 Mention the newspaper in which ad for job was published. 

 

 State the specific job for which the person is applying. 

 Sum up the best credentials.  

 

2) Middle Paragraph 

The middle paragraph comprises of following three things: 

i) Education 

 This part explains how education prepared us for the work. There is also 

description of major and minor courses.  

 

ii) Work experience  

 This section explains how previous jobs helped in gaining practical 

experience, adapting to different environments, supervising other people, 

administering large funds or negotiating.  
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iii) Personal Attitudes 

 There is mention of attitudes, interests, activities and qualities of the 

applicant. It explains how all these elements can improve the performance 

in the company. 

                    

Last Paragraph  

In this part there is call for easy action. We may suggest the possibility of 

reaching the employer’s office according to his convenience. There is mention of 

sending a resume with the application.  

 

Specimen of Covering Letter 
 

M Waqas 

waqas_123@yahoo.com. 

House No. 3704/107 

Multan 

  

February 11, 2016 

 

Human Resources Department 

Lever Brothers 

10 DHA 

Karachi 

 

Subject: APPLICATION FOR THE POST OF MARKETING MANAGER 

 

Sir, 

 

On your website, I read about the vacant position of Marketing Manager and got 

excited. While I have enclosed my resume, including education, work experience, 

and professional skills, allow me to elaborate on how I would be a positive 

addition to your organization. 

 My marketing expertise is revealed through the 125 percent growth in 

revenues at my current job.  

 In my current position as manager at Rafhan Foods, I handle 300 

employees, a quarterly budget of 10 million and about 30 products.  

 My professional skill set includes proficiency with varied software 

languages, such as C++ and Visual Basic. 

 At my current job, I recently won "Employee of the Month" for services 

exceeding the company's expectations. 
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Above all, I am a self-starter, dedicated, reliable, and knowledgeable about 

marketing and business. I would like to have the opportunity to discuss the 

position and my applicable attributes further. Additionally, I would be happy to 

provide the selection committee with further information if needed. I look forward 

to your positive response. 

 

 Thank you for your time and consideration. 

 

Sincerely, 

 

M Waqas 

Enclosure: Resume 

 

7.4 PORTFOLIOS 
 

Resume tells whereas portfolios show. A resume tells an employer what we are 

and how we shall benefit the company. Portfolios prove our resume by showing 

examples of our skills, evidence of accomplishments, and documents of our 

achievements. We can include any of the following: 

 

Schematics, published articles, screenshots of PowerPoint presentations, 

outstanding performance reviews, photographs, letters of recommendation, 

CAD/CAM drawing, training and award certificates, short video and audio 

files etc. 

 

There is no need to send an unsolicited portfolio to prospective employers as they 

are already overwhelmed with resumes and do not necessarily want to open ad-

ditional documents. However, if an employer asks for a portfolio or when there is 

an interview, a portfolio can be taken with. A portfolio can be created in at least 

four ways: 

i) Hardcopy 

ii) PDF format 

iii) PowerPoint format 

iv) Web-based, online format 

 

i) Hardcopy 

Place documents in a binder and bring it to the interview. The hardcopies of 

portfolio need to be printed clearly on good quality paper. There should be no 

blurred images, no wrinkled certificates and no smeared text. 
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ii) PDF Format 

Portable document formats (PDFs) start with a Word document. To create a PDF 

portfolio, include all highlighted items like publications, certificates etc. in the 

order of preference. Then, convert the documents to a PDF format. A PDF 

ensures the readers see documents exactly as we see it, means the formatting, 

layout, visuals, and fonts do not change. Free PDF downloads include Adobe 

Reader, Cute PDF, Primo PDF, PDF lite, Nitro PDF, and others. 

A PDF portfolio can be sent through e-mail to potential employers,  

 

iii) PowerPoint Format 

 PowerPoint (PPT) portfolio can be dynamic with video, audio, and motion. Save 

your PPT portfolio on either a CD or flash drive so the audience gets the full 

benefit of PPT's capabilities.  

 

iv) Web-based, Online Format 

If there is a Website, provide audience or employer a link to online portfolio. 

With a Web-based portfolio, we can offer hypertext links to 

 PDF files 

 PowerPoint files 

 Word documents 

 Video and audio files 

 Web pages 

 

7.5   DEFINITION OF INTERVIEW 
 

Interviewing is a conversation with a purpose. Interviewing uses all the forms of 

communication speaking, listening and writing. An interview is essentially an 

exchange of information. It is different from casual conversation on the following 

grounds: 

 is planned 

 is prearranged 

 is structured 

 is controlled by the interviewer 

 has a predetermined purpose 

 takes place between two or more people of different status.  
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7.6 TYPES OF INTERVIEW 
 

1.  Structured 2. Open ended 3. Group 4. Stress 

5.  Situational 6. Behavioral 7. Working 

 

1. Structured Interview 

The employer controls the interview by asking a series of prepared questions. All 

the answers are noted. Some companies use structured interview to create 

uniformity in their hiring process.   

 

2. Open ended Interview 

It is less formal and unstructured. The interviewer encourages the interviewee to 

talk freely. This interview tests the professional judgment and discovers the 

personality of the interviewee.  

 

3. Group Interview 

It means meeting with several candidates simultaneously to see how they interact. 

This interview assesses the inter-personal skills.  

 

4. Stress Interview 

This kind of interview discovers how the interviewee handles stressful situations. 

The interviewee faces criticism on his appearance, interruptions and hostile 

reactions during the interview.  

 

5. Situational Interview 

Various on – the – job situations are described and the candidates are asked how 

they would respond.  

 

6. Behavioral Interview 

The interviewer asks the candidate to describe real situations of the past and 

explain how he resolved the problem.  

 

7. Working Interview 

The candidate is asked to perform the actual work that he or she would do on the job. 

 

7.7 INTERVIEW PROCESS 
 

Most of the interviews pass through five stages.  
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7.7.1 Pre-interviewing Stage 
Interviewer discusses the post and the specific qualification required. He finds 

applications, checks their qualifications and short lists them. He also prepares a 

list of questions for the interview. 

 

7.7.2 Opening Stage 
The interviewer greets the interviewee and discusses the personal section of the 

resume, weather and has small talk. He wants to relax the interviewee and create 

rapport with him. He wants to build the interviewee’s confidence. The interviewer 

shares the professional background of the interviewee and may give short 

introduction of the firm.   

 

7.7.3 Body Stage 
It is the questioning phase and, therefore, it is the most important phase. The 

interviewer moves chronologically through the whole resume or may focus on 

important points. He may ask a lot of open ended questions with in fifteen to 

twenty minutes. 

 

7.7.4 Closing Stage 
It includes questions which are asked by the interviewee. The interviewer should 

be prepared for such questions. The interviewer will thank the interviewee for 

attending the interview. 

 

7.7.5 Post-interview Stage 
The interviewer evaluates every interviewee through rating scale, verifies his 

documents, records the results and makes selection. This whole process will be 

confidential. Later, he will inform the successful as well as the unsuccessful 

candidates. 

 

7.8 RESPONSIBILITIES OF THE INTERVIEWEE 
 

7.8.1   Responsibilities before Interview 
1. Know yourself 
There must be complete knowledge of your skills and interests. 

 

2. Know your resume  

Go through the resume thrice so that the details must be perfect in your memory. 
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3. Know the company  

There must be perfect knowledge about the earnings, products, management and 

problems of the company. 

 

4. Know the position  

Awareness of the position to be interviewed is necessary so that application, CV 

and preparation for interview should be according to the requirement. 

 

5. Know some questions and answers  

The interviewee should anticipate some questions and their answers in advance. 

 

6. Know the importance of non-verbal appearance  

Clothing, shoes, jewelry, color choice are part of non-verbal appearance and need 

special consideration before observing interview. 

 

 

7. Know the quality of the oral delivery  

Variety in pitch, rate and volume improves the oral delivery while monotone 

destroys it. 

 

8. Know the meeting place, time and other details 

 

9. Know some basic salary ranges  

Such knowledge is essential for proper negotiation over the salary.  

 

10. Know that you must rehearse  

Mock interview with the help of tape recorder, VCRs. and in front of the mirror 

will help to find out the possible problems that may appear during interview. 

 

7.8.2   Responsibilities during the Interview 
1. Physical behavior 

i) Early or timely arrival is highly required. Reaching late not only 

wastes time but also brings psychological problems like worries and 

closed minds. 

ii) Smiling and confident attitude on the part of the interviewee is also 

essential. As a result, the interviewer also responds positively. 

iii) The interviewee should be vigilant and responsive. It is annoying for 

the interviewer to repeat the question.  

iv) Strong and determined attitude impresses the interviewer. 

v) Relaxed and easy attitude of the interviewee enables him to respond 

accurately. 
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vi) Sincere and respectful attitude improves goodwill. 

vii) Eye contacting shows confidence of the interviewer. 

 

2. Verbal behavior 

i) Concentration on the main points of the topic helps in giving the 

required answer. 

ii) The responses should be clearly expressive 

iii) Well planned and organized presentation of ideas, opinions and 

answers generate correct answers. 

iv) Proper use of humor adds colour to the conversation. 

v) Spontaneous and self-originated replies arouse the interest of the 

interviewee. 

vi) To the point and relevant answers can close the interview in shorter 

time. 

vii) Have good opinions of others and particularly about the previous 

employees. If there is some criticism, it should be logical. 

viii) Show interest in company  

ix) Avoid jargons and slangs to show personal knowledge or uncivilized 

behavior. 

x) Clear, pleasant and determined tone of voice impresses the 

interviewer. The tone of the interviewer should not be vogue, 

offensive or stammering. 

 

7.9 SUGGESTIONS FOR THE INTERVIEWER  
 

The following suggestions need to be observed by the interviewer. 

1) The interviewer should avoid ideal image error which means that only such 

candidate will be selected as is according to the ideals of the interviewer. 

2) He should not entertain personal biases. 

3) Pseudo-science and myth is used for judging the applicant’s character, 

mental ability, attitudes by means of handwriting, outward features, date of 

birth, number of letters in the name, palm reading. The interviewer should 

not believe in it. 

4) Stereotyped, mechanical interviewing which means same questions in the 

same order for all candidates. The interviewer should entertain variety of 

questions. 

5) The interviewer should avoid fallacy that previous experience guarantees 

ability to perform the job well. 

6) It is wrong to be impressed because the applicant needs a job even though 

necessary qualifications are lacking. 
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7) He should talk less and listen much. 

8) The interviewer need to be prepared for interview 

9) The questions asked should not be irrelevant. 

10) Poor or unwanted attitude towards the applicant should be rejected. 

11) Jumping to conclusions prematurely should be avoided. 

12) Accept facts after looking into their accuracy. 

13) Concentrate on questions that will bring maximum information. 

14) Do not allow the applicant to dominate or guide the interviewer. 

15) Never depend on memory rather make notes to evaluate the candidate’s 

qualification. 

16) Ask another question when the answer to the previous question is finished. 

17) Avoid being critical and cold towards the applicant. 

18) Observe nonverbal language (gestures, voice changes, hesitations, frowns, 

smiles, coughing, chewing lips). 

19) Never ask poor questions e.g. dead-end questions that draw only yes or no 

answers. 

20) It is wrong to show rejection or selection immediately after the interview. 

21) Avoid asking personal questions if these are not concerned with the job 

22) Show interest in the interviewee. 

 

 

SUMMARY 

 

 Self-assessment and market-assessment are equally important to assess 

ones worth in the job market.  

 Resume is a summary of qualification, experience and achievements. It is 

not a complete but a brief life history.  

 There are three kinds of resume: Basic Resume, Functional Resume, 

Specific Resume  

 Portfolios prove our resume by showing examples of our skills, evidence 

of accomplishments, and documents of our achievements.  

 Cover letter is a precise attempt to get the attention of the employer. It is 

a letter which is sent with the resume to provide some additional 

information and to show your interest in the job.  

 Interviewing is a conversation with a purpose. Interviewing uses all the 

forms of communication speaking, listening and writing. Interviews are 

of seven kinds. 
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 Interview process comprises of five steps: Pre-interviewing Stage, 

Opening Stage, Body Stage, Closing Stage, Post-interview Stage. 

 The interviewer and the interviewee have their specific roles to perform. 

 

 

SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

 

1.    What information need to be collected for personal assessment? 

2.     Who performs the market assessment of a candidate? 

3.    Narrate the information given in CV. 

4.    What is Portfolio? 

5.    What is the purpose of writing a cover letter with CV? 

6.    Compose a CV for the post of Assistant Accounts Officer (BS-16) at 

NADRA. Add the required details by yourself.  

7.    What do we mean by interview process? 

8.    What information need to be known to the interviewee before interview? 

9.    What factors should the interviewee observe during interview? 

10.  What suggestions can be observed by the interviewer for a successful    

interview? 
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INTRODUCTION 
 

This unit is about professional communication. This unit will help you understand 

the use of memorandum and its difference from letters. The discussion of 

essential and non-essential parts and its four different uses will enable you to 

learn how to write it now and in office job, later. This unit will also teach you 

about e-mail which has replaced letter writing. You will also learn its parts, 

significance in present day communication and etiquettes to use it properly. After 

assignments and practice with the teacher, you will learn to use it efficiently. 

 

 

OBJECTIVES 
 

Upon completion of this unit, students will be able to: 

● understand the formats of memo and e-mail. 

● comprehend essential and non-essential parts of memo and e-mail.  

● get clarity about the uses in office setting. 

● grasp the art to create memos and e-mails.  

● comprehend the essential and non-essential parts of memos and e-mails and 

be able to plan and draft such letters. 
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8.1 SIGNIFICANCE OF MEMORANDUM 
 

Memorandums are used for communication among the employees within an 

organization, present whether in the same building or in branch office hundreds of 

miles away. It may be sent upwards, downwards or sideways in an organization. It 

is a simple, informal and time saving device. 

 

The main difference between a memorandum and a letter is that memorandum is 

written to a person in one’s own company while a letter is written to someone 

outside the company. It is better to know the differences between a letter and a 

memo. 

 

LETTER MEMO 

1.  It is a formal communication. 1.  It is an informal communication. 

2.  Heading is compulsory. 2.  It may or may not include heading. 

3.  Inside address is a necessity. 3.  Inside address is ignored. 

4.  Salutation is always introduced. 4.  Salutation is not required. 

5.  Letter begins in a formal sentence. 5.  Memo begins with the main idea. 

6.  Formal closing sentence is 

introduced. 

6.  It stops when the main idea is 

conveyed. 

7.  Complimentary close is written. 
7.  Complimentary close is not 

required. 

8.  It is a time taking effort. 8. It is a time saving device. 

 

 

8.2 PARTS OF A MEMORANDUM 
 

A memorandum may be typed on blank sheets but many companies which 

generate a large number of memos get them printed. However, whatever the form 

is it must contain the following three main parts:  
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8.2.1 The Heading 
It comprises of the name of the company and the title ‘Memorandum’ which are 

centrally aligned. The other parts are To, From and Date. The format could be 

following.  

 

FAZAL CLOTH MILLS  

Memo 

To: 

From: 

Subject: 

Date: 

 

OR 

 

FAZAL CLOTH MILLS  

Memo 

To:                                           From: 

Date:                                       Subject: 

 

With ‘To’ we may add titles of respect like Mr., Dr., etc. but such addition is not 

used with ‘From’.  

 

8.2.2 The Subject 
It is a brief statement telling what the memorandum is about and helps the reader 

to prepare himself for the contents. It is frequently capitalized.  

 

8.2.3 The Message 
It is usually written in three parts. The first part tells why the memo is written. 

The second part conveys the information which you are going to give to the 

reader. The third part narrates the suggestions for future action or request for 

some future action. 

 

8.2.3.1 Optional Parts 

Optional parts include reference initials, file number, enclosure, the sender’s 

department and the telephone number and signature at the end of memo. It is also 

to be noted that there is no addition of inside address, salutation and 

complimentary close to a memo.  
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8.3 TONE OF MEMORANDUM 
 
Usually in the companies the business relationships are quite formal and 
therefore, memos are written in the third person. It is written: 
 “It is believed that …..” instead of “I believe” 
 “It is recommended that …..” instead of “I recommend” 
 “The report has been completed …..” instead of “I have completed the report” 

 
8.4  ADVANTAGES OF MEMORANDUM  
 
Memos have following advantages: 
 
1) Record is maintained 
A memo can be filed in the record with all its information like decisions, 
deadlines and names of the sender and the recipients. 
 
2) Complex information can be transmitted 
Highly specific details can be transmitted accurately which may be misunderstood 
or forgotten if sent orally. 
 
3) Many workers are contacted simultaneously 
The same information can be transmitted to a large number of individuals in the 
shortest time period and at the least cost.  

 
8.5 TYPES OF MEMORANDUM (WITH REFERENCE TO USES)  
 
Memos are usually of four kinds with reference to their uses.  
 
8.5.1 Requesting Information  
Such memos are written to get some specific information that may prove 
beneficial in future. The questions asked should be clear in all respects.  
 

Specimen of Requesting Information Memo 
 

Institute of Management Sciences  
B.Z.U. Multan. 

 
To:  Faculty, IMS Department. 
From:  The Head of Department 
Date:  September 07, 2009 

Subject: Book Catalogue for Faculty Use 
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In order to reduce the time and select appropriate books we are putting together a 

catalogue of those books which have been used effectively in business studies 

classes. 

 

Please submit to the office the list of the books that you find much effective. Mention 

titles of the books, their main points and their relation to the courses taught.  

 

Please provide this information by September 10, 2009 as through the cooperation 

of faculty members, all of us will get benefit. 

 

Signature  

 

8.5.2 Giving Instructions 
Memos can transmit instruction in such a way that the readers will not have any 

unanswered question. 

 

Specimen of Memo Giving Instructions  
Fazal Cloth Mills  

Multan. 
 
To:  All Representatives 
From:  The Sales Manager  
Date:  September 07, 2009 
Subject: Ordering Procedures   
 
All the orders must be submitted on special order form. When filling in the form, 

remember the following instructions:  

 There is minimum order value of Rs. 75000/- 

 

Discount will be allowed on the following sums.  

 5% for orders over Rs. 250000/- 

 10% for orders over Rs. 350000/- 

 

Sales tax will no longer be applied. 

 

Postage and freight must be added to every order. 

 

Prior payment is required for first orders and the regular customers are allowed 3o 

days credit.  

 

Signature  
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8.5.3 Transmittal Memos /Cover Letter 
Such memos serve as a covering letter to introduce the reader to a longer 
accompanying message. It serves to introduce something. 
 

Specimen of Transmittal Memos 
FAZAL Cloth Mills  

Multan. 
To:  Abdul Hadi, Director  
From:  The Research Officer  
Date:  September 07, 2009 
Subject: Research Report on Turnover among Clerical Staff 
 
Attached to this memo is my report on the subject cited above. My report is 
divided into four parts.  
 

Part I:  The problem and its effects. 
Part II: The perceptions of the clerical staff. 
Part III: The views of the management towards the problem.  
Part IV: Conclusion based on the findings and their solutions.  
  
If you wish to discuss the findings, I will be available next week.  
 
Signature   
 
8.5.4 Making Announcements 
Memos may announce a variety of matters of interest to many. Matters may be 
personal transfers, meetings, celebrations or policy change.  
 

Specimen of Announcement Memos 
Hub Power Plant  

Sukkur 
 
To:  All Project Leaders 
From:  The Head of Division  
Date:  September 07, 2009 
Subject: Meeting on Appointment of Outside Consultants.  
 

There will be a meeting of all project leaders to discuss the matter cited above in 
the committee room at 1100 on September 15, 2009. 
 

If you are unable to attend this meeting, you must notify me by September 10, 
2009 and organize the subordinate to attend the meeting on your behalf.  
 
Signature 
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E-MAIL 

 

8.6      DEFINITION OF E-MAIL 
 

Email is an abbreviation of 'electronic mail'. Like a letter, E-mail is a message 

sent from one computer to another over the Internet, using a set webmail server 

address. E-mail does not require the receiver of the message to be online at the 

time the message is sent or received. E-mail also allows a user to distribute 

messages to large numbers of recipients instantly. The original email standard 

only supported plain text messages. Today, HTML email messages can include 

images and links and attachments that are 20 megabytes in size or more. 

 

 

8.7 PARTS OF E-MAIL MESSAGE 
 

An email message consists of the following general components: 

 

i)  Instruction tools: The instruction tools normally include folders like check 

mail, inbox, sent mails, trash, bulk mails/ spam, reply, previous page, next 

page and last page. 

 

ii)  Header: The message header contains information concerning the sender 

and recipients. Generally, headers contain the following information: 

           Subject: Subject is a description of the topic of the message. 

           Date and time received (On): The time and date the message was received. 

 Sender (From): This is the sender’s internet/ email address that 

automatically flashes in this space as you operate from your mail box 

           Recipient (To): First/last name of email recipient. 

 

iii) Body: A large box of space is left for the actual message content of the 

mail. While composing the body, sender should not overlook the formalities 

or etiquettes of writing. If the sender's signature at the end of the letter is 

necessary, have image of your signature stored in the system, which can he 

included in each mail. 

 

iv)  Attachments: When you have bulk information to be sent, put it in 

attachments, instead of including all that in the body of the mail message. 

Mail usually runs into not more than one page. Anything more than this is 

included in the attachments. You can attach soft copy of any information, 

charts, graphs, pictures, tables or visuals. 
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8.8      PARTS OF AN EMAIL ADDRESS 
 

i)  User Name 

The first-part of an email address is the user name which identifies him 

personally on the mail server that he uses. Each user name on a server must 

be different and consists of letters, numbers or special characters such as 

underscores or periods. The user name might be first initial, last name, a 

business name or anything else he wants to use to identify himself on the 

Internet. 

 

ii)  Symbol 

The symbol "@", called "at" symbol, connects the user name of an email 

address to the mail server, or domain.  

 

iii)  Domain Name 

The domain name in an email address appears after @ symbol and 

identifies the internet domain that handles email. It can be further broken 

down into two parts: the name of the computer or server that handles the 

mail and the top-level domain, often ‘com’, ’gov’ or ‘edu’, which stand for 

commercial business, government agency and educational institution 

respectively. Even the name of the country in abbreviated form can be 

added to the address like ‘pk’ for Pakistan. 

 

8.9   WHY E-MAILS? 
 

The use of e-mail has become very popular because of the following reasons. 

i)  No Physical Logistics: E-mail system is free from physical logistics i.e. no 

physical movement is required. 

ii)  Time Saving: Communication through e-mail is time saving, as there is no 

need to search for stationery, write, edit and re-write.  

iii)  Fast Delivery: E-mails can be delivered fast when compared to postal and 

courier systems. Operational for 24x7(hours x days) mail is always at 

disposal.  

iv)  Anywhere in the Globe Facility: E-mail is used in the globe wherever 

there is internet connection either with cables or wireless. It is used while 

travelling in the bus or train by using a laptop or an I-phone. 
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v)  Low Cost:  The cost of e-mailing is cheaper than conventional postage 

system. Especially, bulk information can be sent through e-mail without 

any extra cost. 

vi)  Storage: Mails in inbox are automatically saved, until you delete them. E-

mail doesn't even require physical storage space as in case of conventional 

letters and there is no fear of wear and tear. 

vii)  Convenient: Mailing is more convenient as it can include bulk charts, 

diagrams, maps and even visuals as attachments. The received information 

can be passed by just clicking a 'forward all' option. 

viii)  Safe Transmit: Those human errors which may delay or cause failure in 

delivering the post do not occur in this system. If there is a technical or 

server problem, 'failed delivery' alert appears on mailbox with the reasons. 

 

8.10   WHY NOT E-MAIL? 

 
i)  Lack of Context: Context of the communication can't be verified in e-mail 

as the receiver can't provide immediate feedback of his/her understanding. 

Thus, the receiver may understand differently and start acting upon it. 

ii)  Information Overload or Irrelevant Message: The receivers may face 

the problem of information overload as well as irrelevant information. 

iii)  Inconsistency: In case of group mails and team communication, people 

may send the messages without consistency of previous messages. Then the 

receivers of mails may face the problems of ambiguity. 

iv)  Spamming/Bulk Messages: Spamming or bulk messages are unsolicited 

advertisements or commercial announcements. Various businesses and 

other organizations send a number of advertisements and announcements as 

sending a mail is inexpensive. These mails would create discomfort to the 

receivers. USA and Australia have also enacted laws to prevent the 

problems of spamming. 

v)  E-mail Bombing: Sending large volumes of mails to a target address with 

a purpose of crashing the e-mail server is called e-mail bombing. This is a 

great drawback of e-mails.  

vi)  E-mail Hacking: Some people illegally enter into the e-mails of others and 

send mails to the friends and relatives of the e-mail holder for different 

unethical purposes.  
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8.11   EMAIL ETIQUETTES/NETIQUETTES: 
 

These are guidelines that help us communicate better via email. 

1. Take another look before you send a message. Don't send anything you 

don't want to send. 

2. Do not default to ‘reply all’. 

3. Keep emails short. 

4. Properly format your email replies. 

5. Write perfect subject lines. 

6. When in doubt, send plain text email. 

7. Don't forward hoaxes. Email hoaxes often contain stories that are intriguing 

and sure to irritate. 

8. Use antivirus software. Make sure you're not spreading worms and viruses. 

9. Ask before you send huge attachments. Don't clog e-mail systems without 

permission. 

10. Talk about one subject per email message only. For another subject, start a 

new e-mail. 

11. Punctuation matters in emails too. Comma, colon, hyphen and semicolon 

— all exist for a reason. 

12. Use acronyms sparingly. 

13. Resize pictures to handy proportions for e-mails. 

14. Writing in all caps is like shouting, so avoid them. All caps are so difficult 

to read. 

15. Be careful with irony in e-mails. 

16. Avoid embarrassing e-mails.  

17. Set your system clock right. Make sure you don't send messages from 

1981. 

18. In doubt, end e-mails with ‘thanks’. 

19. Compress files before sending them via e-mail. Smaller is more beautiful, 

at least, when it comes to e-mail attachments. 

20. Mind your manners like saying’ please’ and’ thank you’. 

21. Watch your tone. You should come across as respectful, friendly and 

approachable.  

22. Be professional and stay away from abbreviations and don't use emoticons. 

23. Use correct spelling and proper grammar. Use a dictionary or a spell 

checker. 

24. Ask the receiver before sending him an attachment. Because of computer 

viruses, many people won't open attachments unless they know the sender.  
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SUMMARY 
 

 Memorandums are used for communication among the employees within 

an organization, present whether in the same building or in branch office 

hundreds of miles away.  

 A memo must contain the following three main parts: Heading, Subject, 

Message. 

 Memos are usually of four kinds with reference to their uses: Requesting 

information, Giving instructions, Covering letter, Making announcements.  

 E-mail is a message sent from one computer to another over the Internet, 

using a set webmail server address. 

 Parts of an e-mail address are: User Name, Symbol, Domain Name. 

 Email Etiquettes/Netiquettes are guidelines that help us communicate better 

via email. 

 

SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

1.    Define memo and explain its difference with letter. 

2.    Explain four different uses of memorandum. 

3.    Compose a memo from Manager (HR) regarding new office timing for 

winter.  

4.    As a manager, prepare SOPs for the factory staff to fight properly against 

current pandemic. 

5.    The store incharge is found guilty of theft and misappropriation of 

accounts. As an audit officer, inform the staff about the allegations and his 

removal from service through a memo. 

6.    Elaborate the essential and non-essential parts of an e-mail. 

7.    What is the significance of E-mails? 

8.    What are essential netiquettes? 
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9.    Send an e-mail to head office requesting to send you budget for the coming 

six months. 

10.  Send an e-mail to staff of the college to rejoin college from Sept 15 after 

Corona break. There will be teaching work at all levels. 

 

 

SUGGESTED READING 

 

i) Munter, Mary, Business Communication, Strategy and Skills. 

 

ii) Bovee, C.L., et. Al (2002), Business Communication Today, Pearson 

Education. 
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INTRODUCTION 

 
 

It will make you understand the ways to communicate effectively with the 

customers which is the prime need of every business. Telephone is a medium of 

communication with customers and need to be used effectively. While negotiating 

with customers, there may arise certain conflicts that need to be resolved. 

Through this lesson you will the four ways to negotiate and also about two 

methods of negotiation that could be adopted. Ethics is an important constituent 

of business and this unit make you understand the ethical principles, their 

significance, the losses caused when these are not followed and their application 

in messages and advertisements. 

 

OBJECTIVES 
 

Upon completion of this unit, students will be able to: 

● Understand the ways to communicate effectively. 

● Learn proper use of telephone to communicate with customers. 

● Get clarity how to negotiate with customers. 

● Comprehend ethics to boast positive communication.  

● Ensure ethics in messages and ads. 

● Recognize the significance of ethics in present day communication. 
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To provide high quality customer service, primary importance goes to good 

communication with the customer. It gives the customer a positive impression and 

maintains goodwill of the company. 

 
9.1 STEPS OF GOOD COMMUNICATION WITH 

CUSTOMERS  
 
Good communication comprises of four activities which are: 
 
9.1.1 Greet the Customers 
Make the customer feel welcome by greeting with a smile, using words like good 
morning or good evening and addressing by name. Always acknowledge the 
presence of customer by recognizing his needs and giving impression that he is 
special. There should also be show of respect for customer’s opinions, values and 
suggestions.  
 
9.1.2 Listen and Provide Feed Back  
After creating empathy with the customers use listening and questioning skills to 
meet the needs of customer. ACTIVE listening is the best way to achieve this 
purpose. ACTIVE listening can be explained in the following way; 
A: Attentive to the customer 
C: Concentrate on the problem not the customer. 
T: Target key points. 
I: Investigate the needs with the help of questions. 
V: Verify the customer’s needs. 
E: Energize your response by agreeing with the customer that his problem will 

be settled soon and according to his wishes. 
 
9.1.3 Use Appropriate Verbal and Non-verbal Behavior  
Nonverbal is equally important. Non-verbal activities like frowning, crossing the 
arms or moving away from the customers may destroy the magic of good positive 
conversation. Assertive behavior shows confidence and professionalism of the 
customer and organizer. During verbal speech the organizer should also give 
importance to non-verbal aspects like pitch, rate, volume and pronunciation. 
  
9.1.4 Problem Solving  
Whether customer’s complaint is justified or unjustified, it should be resolved for 
goodwill of the company. 
 

9.2 JUSTIFIED COMPLAINTS 
 

There are two strategies for resolving the complaints and problems; 
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9.2.1 PAIR Strategy 
P: Placate, listen and respond with concern. 

A: Attend to the complaint 

I: Investigate the details of the incident. 

R: Resolve through an action immediately  

 

9.2.2 Five-Steps Strategy  
1. Listen with open-mindedness the customer’s complaint and never react 

emotionally. Facts can be further obtained through questioning.  

2. Respond by showing concern and apologizing for any inconvenience.  

3. Decide an action but while doing so consult the customer so that he must 

know what will happen and in this way he will be happy with the results.  

4. Take action promptly for positive results.  

5. Follow up is observed by calling the customer to know the level of his 

satisfaction. 

 

9.3 UNJUSTIFIED COMPLAINTS 
 

There are strategies like negotiation and active listening to sort out such 

complaints. If the customer does not recognize his mistake, he should be 

explained that his complaint is unjustified.  

 

COMMUNICATING WITH CUSTOMERS ON TELEPHONE 
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Telephone is an important medium for establishing long standing business 
contacts. Voice alone has to make impression. A clear and pleasant vocal 
presence can make up the deficiency of the visuals. Communication through 
telephone goes through the following steps: 
 
9.3.1 Greet the Customer 
Answer the call by third ring by greeting through words like ‘Good Morning’, 
‘Good Evening’ and then convey the name of organization and receiver’s name.  
 
9.3.2 Listen 
Wait till the person finishes speaking and then reply. The speaker should be 
listened to carefully without interruption. The organizer should give accurate 
information promptly and at a steady rate.  
 
9.3.3 Find the Information  
If the required information is lacking, the organizer should inform the listener that 
he is moving to other room and the listener should contact later or keep waiting. If 
the organizer in seeking information from some other person, he should inform 
the listener. If there is a promise of ring back by the organizer, it should be 
fulfilled promptly. If the call is being transferred to third person, the name and 
designation of third person should be conveyed to the listener. The call should be 
concluded with courtesy.  
 
9.3.4 Answering Queries 
The organizer should open the call with greeting and then listen to the inquiry, 
showing great interest in customer’s needs. He should record details as name, 
address and telephone number of the listener. He should repeat specific details to 
the caller. He should explain how the organization can help and also what actions 
customers can take to satisfy his needs.  
 
9.3.5 Handling Complaints  
If the complaint is justified, the organizer should acknowledge it, ask questions 
that encourage the caller to explain, narrate the problem back to the caller and 
deal with the complaint. If the complaint is unjustified, assert that it was not the 
fault of the organization and make reasonable solution of his problems. 
 

NEGOTIATION SKILLS 
 
 

9.4 DEFINITION OF NEGOTIATION 
 

Negotiation is a process in which two or more parties try to resolve differences, 

solve problems and reach an agreement. 
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9.5   NEGOTIATION STRATEGIES 
 
There are four strategies and every strategy has a different result. Following are 
the four strategies: 
 
9.5.1 Win-win Strategy 
It results in satisfaction and fulfillment of needs of both parties. Positions or gains 
are not achieved at the expense of one party. Assertive communication, ‘I’ 
messages and good verbal and non-verbal communication help to achieve win-
win strategy. This strategy is successful if both parties concentrate on problem 
solving techniques, proper communication, merit, interests of both parties and 
outcome of negotiation. The objectives should be reasonable and both parties 
should be aware of each other’s feelings. 
 

9.5.2 Win-lose Strategy 
This strategy results in the winning of the initiator and failure of the second party. 
The initiator offers a confusing presentation or a dominating style of speech and 
body movement and as a result the second party withdraws. 
 

9.5.3 Lose-win Strategy 
This strategy brings winning for the other party while the initiator loses. The 
losing party observes too many concessions. 
 

9.5.4 Lose-lose Strategy 
When the objectives of both parties are too rigid or when both parties are unable 
to collaborate, it is lose-lose strategy and the result is complete failure. A third 
party may mediate or arbitrate and make the decision on behalf of both parties.  
 

9.6 APPROACHES TO NEGOTIATION 
 

There are two methods of negotiation namely: 
 

9.6.1 Five-Step Approach 
The five step approach is more suitable for business issues than personal issues.  
Following are five steps. 
i) Plan for Negotiation 
 There should be careful and thoughtful planning before negotiation. First, 

there must be clear achievable objectives. Second, accurate information 
should be gathered that clarifies the views of second party and helps in 
maintaining good relations with him. Also first party should collect 
information about his own self. Third, organize the information and issues 
which need to be raised. Fourth, assess the objectives of other party and 
find common points. Fifth, predict the response of second party and prepare 
answer of expected questions.  
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ii) Discuss 
 Exchange of greetings in the beginning will establish trust and tension-free 

atmosphere. The second party should be listened to carefully and common 
points should be identified to establish rapport. 

 

iii) Propose   
The issues should be defined and explained. Issues should be linked to the 
objectives of the other party. Only one issue should be discussed at a time. 
Generalizing, passing comments or confusing the situation should be 
avoided. If the second party is confused in his demands, first party should 
paraphrase them. 

 

iv) Negotiate the Issue 
Negotiation should begin with the presentation of demands. However, as 
many options as possible should be created so that both parties may have 
enough room to negotiate. The discussion should be summarized for 
confirmation after the solution of every issue. The understanding of results 
by both parties is compulsory before final settlement. 

 

v) Confirm 
Once the agreement is concluded, confirm that every party is committed to it. 

 
9.6.2 The Six-Step Approach 
This approach suits those people who already have a working relationship and 
want to solve a work-related problem. Relationship is important to both parties 
and the attitude is win-win. The six steps are following: 
a) Select the Best Time 

The best time is when both the parties are calm and have comfortable feelings.  
 

b) Define Needs 
The basic needs of every party should be defined right in the beginning by 
listening and sharing. 
 

c) Brain Storm Solutions 
All the suggested solutions should be listened only and not analyzed.  
 

d) Evaluate Solutions 
All the suggested solutions are debated. The views of the people are heard 
and valued.  

 

e) Choose Solutions 
The most agreed upon solution should be selected and should be planned 
how to carry it out.  
 

f) Carry out Solutions  
It is observed how the solutions are working. Sharing of ideas can give 
proper feedback.  
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ETHICAL PRINCIPLES 
 

Ethics is a branch of' philosophy that is concerned with human character and 

conduct. Ethics are accepted principles of conduct within a society. These define 

the boundary between right and wrong. It knows the difference between what you 

have the right to do and what is right to do. The perceptions of what is ethical or 

unethical change with passage of time because some values are dropped and some 

values are added from time to time. These principles center on fairness, service, 

quality, integrity, excellence, compassion, honesty and dignity.  

 

9.7   ETHICAL AND LEGAL ISSUES 
 

Law is also taken as a subset of ethics. The scope of ethics is much wider than law 

as sometimes what is legal may not be ethical. There are various aspects which 

have ethical as well as legal aspects and these are following: 

 

9.7.1 Defamation 
When information, which tends to be false and harmful to the reputation of an 

individual or entity, is made public, it is called defamation. Such statements are 

false and malicious. Written defamation is called libel, oral defamation is called 

slander. Defamatory terms are alcoholic, atheist, bankrupt, blackmailer, cheat, 

forger, fraud, hypocrite, incompetent, inferior, infidel, mental illness, profiteer, 

rascal, scandal, thief, unreliable, villain etc. 

 

9.7.2 Violation of Individual Privacy 
When a company or person passes information to a third party without the 

permission of the concerned person, it is violation of privacy. It is an unconsented 

and unreasonable intrusion into the private life of an individual. Privacy is 

violated regarding issues of personal disabilities, health issues and private acts. 

Marketing research firms, medical companies and mobile companies gather 

personal information of their customers and either use them in formulating their 

strategies or sell them to other companies. 

 

9.7.3 Misrepresentation or Fraud 
Misrepresentation or fraud is said to be committed when the facts are either 

hidden or falsified. It is willful falsification or hiding of facts through deceitful 

silence or active concealment of facts. Most advertisements do not communicate 

complete information to the customers.   
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9.7.4 Discrimination 
It means deliberate actions to exclude certain groups of people. It is usually 

observed in housing, education and employment. It is both a legal and ethical 

issue as it segregates individuals on the basis of race, sex, ethical group or 

nationality. 

 

9.7.5 Harassment 
It involves irritating or tormenting other person on repeated basis. It can occur 

between co-workers, supervisor and subordinate, persons of different cultures or 

people grown up together. It is violation of the principles of fairness, dignity and 

respect for others. Personal remarks against women pertaining to their looks and 

attire, could amount to sexual harassment. 

 

9.7.6 Plagiarism 
Usually, organizations are involved in copying or stealing ideas, software and 

multimedia. The differences lie in the spelling of the brand or logo. The intention 

is to deceive the consumers through such fakes and imitations. It also involves 

taking the ideas or written material of another person and using it as his own. 

 

9.7.7 Copyright 
Copyright Act protects one's own creative works. Original works of author like 

written texts, art, music, photographs, multimedia and computer software are all 

protected against theft. Copyrighted works give the owner the right to control, 

reproduce, distribute and sell the work. If anybody wants to use the contents of 

the work, they need to obtain prior consent from the rightful owner.  

 

9.8   PRINCIPLES OF BUSINESS ETHICS 

9.8.1 Integrity and Honesty 
The quality of being honest and standing by one's own words is integrity. To 

disclose all important information about the product is considered as honesty. 

Marketing people are notorious for making false claims.  

 

9.8.2 Transparency 
Many organizations maintain two sets of record hooks, one real and the other for 

public, auditing and tax purposes. Some organizations have even two sets of 

employee rolls. The record and information meant for public, customers or 

government bodies should he transparent. Confidentiality cannot be maintained 

with record like annual profit. 
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9.8.3 Responsible Behavior 
Business organizations should facilitate deprived sections of society through their 

products or services. For example, automobile companies should make their 

vehicles for the handicapped and sell at discounted prices. Organizations should 

participate in social welfare activities or offer donations. 

 

9.8.4 Concern and Respect for Others 
There should be expression of concern and respect for customers, general public, 

employees or even competitors. Business should produce products that will not 

harm the consumer's health. Human values should grow with the increase in the 

size of business. 

  

9.8.5 Fair and Equal Treatment for All 
The Constitution guarantees equal and fair treatment for every individual 

irrespective of their creed, race, sex or religion. But the fact is, there are racial, 

regional, caste and gender-based discriminations in many organizations. It is 

definitely not ethical. 

  

9.9 DAMAGES RESULTING FROM UNETHICAL 

CONDUCT 

 
Organizations may have to pay for their unethical behaviour. The consequences of 

unethical business behaviour are the following: 

1. Loss of Credibility  
An unethical organization permanently loses its image and character in 

public and it is very hard to regain the lost image. Modern organizations 

live in public and each of their activity is scanned by many entities, 

including media.  

 

2. Loss of Time and Energy  

Valuable organizational resources like time, money and energy are spent in 

the most unproductive task of minimizing the damages caused by unethical 

practices. 

 

3. Organizational Costs  

Unethical practices of organization very often result in legal suits. The 

company has to spend a sizeable sum towards legal expenses. 
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4. Loss of Interpersonal Relations 

Employers have to adopt model behaviour towards all their employees and 

any deviation from such conduct would result in great loss in interpersonal 

relations. 

 

5. Closure of Business  

Some unethical or unfair practices could lead to business closure.  

 

9.10   ETHICAL WRITTEN AND SPOKEN MESSAGES 
 

Murphy suggested the following tips for ethical written and spoken messages: 

i) Message purpose: The purpose should be in greater interest of a large group 

of people and not to fulfill the hidden agenda of the writer or speaker. 

ii) Research methods: The research method should cover all aspects of a 

problem. 

iii) Selection of material: The material should be recent, reliable and unbiased 

and should communicate the idea fairly. 

iv) Development of ideas: The ideas should be logical and reasoned and free 

of emotional appeal. 

v) Use of Language: The language should be concrete and specific and be 

easily understood by the listener. 

vi) Ethical context: The listener’s values, feelings and attitudes should be 

considered. 

vii) Self-analysis: The messages should be purposeful and communicate what 

is true and need to be communicated. 

 

9.11   ETHICAL CROSS CULTURAL MESSAGES 
 

World has become a global village. We have different customs and ways of 

communicating and, therefore, misunderstandings occur. Ethical communicators 

should avoid cross-cultural miscommunication. Regarding ethical cultural 

messages, the following points should be viewed. 

i. Cultural context: The values, feelings and attitudes should be understood 

in the light of particular context. 
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ii. Misunderstanding: We should predict and remove the misunderstandings 

that occur in perceiving other cultures. 

iii. Languages: Only that language should be used that is familiar to other 

persons. Offensive language should be avoided. 

iv. Self-analysis: We should analyze whether our understanding of other 

culture is fair or not and what would be the response of family members 

towards our performance. 

 

9.12   ETHICAL ADVERTISING MESSAGES 
 

The ethics regarding advertising is that it should tell the truth. Advertising should 

also consider the moral consequences of advertising because media creates an 

important role in shaping opinions. The following points should be noted: 

i. Language: The language should be clear and truthful. 

ii. Graphics: The graphics should enhance the understanding of the message. 

iii. Omission: The significant details should not be omitted. 

iv. Truth: The claims should be truthful e.g. if a food claims to be “healthy”, 

“low fat”, “reduced fat”, then it should bear all these qualities. 

v. Self-analysis: The advertisement should fulfill the purpose it wants to 

fulfill. The results of the advertisement should also be analyzed. 
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SUMMARY 
 

 To provide high quality customer service, primary importance goes to good 

communication with the customer. 

 Steps of good communication with customers are: greet the customers, 

listen and provide feedback, use appropriate verbal and nonverbal behavior, 

problem solving.  

 For communicating with customers on telephone: greet the customer, 

listen, find the information, answering queries, handling complaints.  

 Negotiation is a process in which two or more parties try to resolve 

differences, solve problems and reach an agreement. 

 Negotiation Strategies are four: Win-win strategy, Win-lose strategy, Lose-

win strategy, Lose-lose strategy.  

 There are two methods of negotiation namely: A Five Step Approach, A 

Six Step Approach. 

 Ethics are accepted principles of conduct within a society. These define the 

boundary between right and wrong.  

 Principles of Business Ethics are: integrity and honesty, transparency, 

responsible behavior, concern and respect for others, fair and equal 

treatment for all. 

 Unethical conduct causes loss of credibility, loss of time and energy, 

organizational costs, loss of interpersonal relations and closure of business. 

 Ethics are observed in written and spoken messages, cross cultural 

messages and advertisements.  
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SELF-ASSESSMENT QUESTIONS 
 

Now it is time to review the unit and discuss some of the important points to 

assess and evaluate your understanding of the concepts studied above. 

1. Devise some ways to communicate effectively with customers. 

2.     How can we communicate effectively with customers through telephone?  

3.      Explain the four strategies of negotiation. 

4.      What are three approaches to negotiate? 

5.      Define some principles of business ethics? 

6.      Explain the harms caused by unethical behavior. 

7.     What ethics are needed for written and spoken messages? 

8.    Cross cultural messages need ethics. What are those? 

9.    What ethical principles need to be observed in advertising messages? 
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