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[0 O Unit One Basic Theory of Business Letter Writing O OO OO OO OO OO UnitOutline O 0O 0O O
Section [0 The Structure and Layout of aBusiness Letter OO O OO OO O OO O .The Structure of a
Business Letter [0 OO 0O OO [O.The Layout of aBusiness Letter [0 OO OO O O .Addressing
Envelope OO 0O OO Sectiond The Principles of Business Letter Writing OO O OO OO OO Section O
Wording of a Business Letter O O O O OO O Section D Notesand Glossary [0 0 0O O O Section O
Exercises [ O O O Unit Two Establish Business Relations [0 [0 0 0O 00 O UnitOutline 0O O O O Section [
Specimen Letters [0 00 0O 0O Casel A Requestto Establish Business Relations OO O OO OO0 Case2
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Skills OO OO Section Model Letters [0 0 0O 0 Section 0 Exercises [ [0 Unit Three Enquiries and
Replies 0 O OO O UnitQutline O OO O Sectiond SpecimenLetters OO0 0O OO

Page 4



000 0O, tushu007.com
<OO00Ogdods>>

good

[0 O Ideally, it should not be necessary to complain, since in business everything should be done so carefully to
make sure that no mistakes are made and nothing is damaged. Unfortunately, no matter how perfect an
organization may be, complaints are certain to arise.[1 [ Complaints may be of several different kinds.[J [J The
quality may not be satisfactory. Perhaps not enough goods were sent, perhaps too many. And it is always a cause for
complaint that the wrong goods were delivered. Sometimes the complaint is about inferior quality. More often, the
complaints about quality is caused by a discrepancy between the samples and the goods which actually arrive. In
this case, buyers complain that the goods are not up to the standard.J O There are complaints about the goods
that have been delivered are damaged. Complaints about damage are usually the business of insurance companies,
but if the damage is caused by the negligence of the packer, then the insurance companies will not take
responsibility.[] [J A compliant may be about a delay in shipment. Usually, there is a penalty clause in the contract
to protect the buyer against loss from delay. If the delay is very long, the buyer may .cancel the order, and there may
be a great loss to the supplier and the buyer.[J [J There are also complaints about the price. Maybe it is excessive
than the agreed one. Complaints about service is of less importance while still should not be ignored.
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