Advanced Managerial Communication
Unit IV

Business Correspondence

Meaning of Business correspondence


Business correspondence the exchange of information in a written format for the process of business activates business correspondence con take place between organizations, within organizations or between the customers and the organization the correspondence refers to the written communication between persons.

Importance of Business correspondence?

1) A weapon to combat Competition


To face the stiff competition an effective business letter is a strong weapon, correspondence helps a businessman in knowing the changing tastes of people, finding reasons for the popularity of his competitor’s goods and in arresting the sagging demand of his own products.

2)Life blood of modern business


A variety of business letters like enquires circulars, collection letters, companies and adjustment letters correspondence with banking and financial institutions, raising clors with transport and insurance companies have all become such essential business activities that business correspondence is viewed as the life blood of modern commerce.
3) Easy access to all


Letters reach even those people who cannot be approached easily because of their busy schedule letters have the advantage of waiting until the reader is in a position to devote time to them.

4) Evidence of business transactions

Its greatest value lies in providing written evidence of the communication that has passed between the parties concerned. In case of disputes, they can be furnished as effective proof of contracts which have been agreed upon earlier .

5) Business correspondence expands markets and the consequent of industrial resolution contact with people in distant countries can be maintained only through correspondence opens up new markets and creates valued customers even indistant lands.

6) Avoids annoyance


A stiff refusal at a personal interview is unpleasant and sometimes irritating. But a politely worded letter explaining reasons for such a refusal will make the person understand and appreciate thus business correspondence guards against unpleasantness and annoyances.

7) Low cost of sales promotion


Effective sales letters and attractively designed circulars can even reipectraveling salesmen. As a result payment of salaries commission travelling allowances etc. can be, to a large extent, saved business correspondence thus becomes and economical and convenient instrument of sales promotion.

Functions of business correspondence


The functions performed by commercial correspondence are discussed below:

Reference function


When incoming letters and copies of outgoing letters are carefully and systematically filed, they serve as a ready reference.

Evidence function


Correspondence can be produced as evidence for supporting or opposing a business contention business letters are also accepted as evidence in costs of law.

To clear misunderstanding 


Whenever a dispute arises earlier business letters can be produced to eliminate misunderstanding and to establish the correct position of the company.

Sales promotion

Effective sales letters couched in an attractive language promotes sales. They even replace travelling salesmen there by reducing cost of sales promotion. While face –to –face conversations may not lost long in memory, effecon commercial correspondence creates a favourable image.

Promotion of goodwill


Business letters are very effective in fortifying the reputation of the company, thus strengthening its goodwill white new customers are created, the existing ones are retained good business letters can soften the angry customers and pacify the disappointed ones, thereby promoting business. 

Characteristics of a business letters 


A business letter, to be effective, must satisfy the following essentials 

Know what to soy


The writer should first know what exactly is to be communicated. The should grasp all the necessary facts and then arrange them systematically.

Clarity


The words and phrases should be carefully arranged so that they convey the exact meaning. In short, a good letter is one that contains simple, clear-cut and unambiguous sentences.

Conciseness or brevity


The business letter should be brief and to the point. Brevity does not mean omitting essential facts it only requires that all irrelevant facts and figures be avoided.

Accuracy


The statements in a business letter should be accurate. False and misleading statements will have a damaging effect on the reputation of the business house and will result in the loss of profit take customers.

Completeness


A reply letters must furnish full and omplence information that are requested otherwise unnecessary further correspondence may become essential 

Courtesy

Courtesy is an essential attribute of a good business letter. A courteously worded letter wins the loyalty and co-operation of the subordinates too.

Pleasant


Every business letter should be a pleasure to read. Even a refusal loses much of its sting if it is carefully worded.

Forceful and convincing


This characteristic is essential in letters relating to a prolonged negotiation. Arranging the facts in the best possible order and using forcefully  expressing will make the letter convincing.

Types of business letters


Business letters take different forms and are of diverse varieties. The various kinds of business letters are briefly discussed below.
1)Enquiries and replies

These are meant for knowing the availability of goods, price lists, terms of trade, request for lowest questions, etc, and replies from business units.

2) Offers and questions 


These are letters in the form of a circular announcing offers of goods.


Letters containing quotations sent in response to an offer therefore state the rows at which the good will be offered on safe.

3) Orders and their execution 


Letters placing orders with firms for the suft of specified quantities of goods, letters, intimant execution of orders or reducting condering of deals also coma under this category.

4) Status Enquiries


Letters written to business houses to ascertain the advisability of granting credit to specified parties when fresh applicants approach them for credit are called letters of status enquiries.

5) Complaints, claims and adjustments


Letters of complaints are many. They may be with regard to poor quality of goods supplied, short, delay in the execution of orders etc.


Replies assuaging the wounded feelings require to be drafted with tact and courtesy these are called adjustment letters.

6) Circular letters


These letters convey a message to number of clients who may be customers, business friends, dealers etc.


For example, shifting of business to a new premises, obtaining an new agency, retirement of a partner etc.
7) Letters relating to an agency


Applications requesting the grant of an agency letters graniting an agency, letters seeking reasons for poor sales performance, etc., come under this type.

8) Collection letters


These are letters demanding settlement of dues granting extension of time for payment threatening legal action against continued default etc.

9) Application for a post


These refer to applications put in for appointees to advertised posts or vacancies in a company appointment letters and letters verifying references will also come under this category.

10) Recommendation letters


They may be testimonials or letters introducing business friends to other business houses.

11) Letters relating to export and import 


These comprise letters seeking price quotations, placing orders with foreign suppliers, advice of shipment, advice of sales, etc.

12) Bank correspondence


correspondence of the business house with their bankers is very frequent. Some of them include standing instructions to bankers, letters regarding dishonored cheques and requesting loan facilities.


Letters from banks to their head offices and vice versa, letters from on bank to another bank also come under this type.

13) Insurance correspondence


Requests for cover against damages by fire or water, notice of damage by fire along with the claim and replies of insurance companies accepting liability or rejecting claims, all come under insurance correspondence.

14) Correspondence of Company secretary 

The correspondence of the company secretary with the directors, shoreholders, office resistor of joint stock companies with various government bodies, banks, stock exchanges etc, come under.

15) Correspondents with government department


No business unit can function without having to data deals with the various government department obtaining licences, submission of various statistical data, secking clarifications on various government orders, all come under this category.

Structure layout of a business letter

· Structure of a business letter

· Components of a business letter

· The different parts of a business letter ares.

· Heading

· Date

· Inside address

· Salutation

· Body of the letter

· Complimentary close

· Signature

· Enclosure and post scripts, if any

Heading


The home of the firm, its postal address and the nature of its business are all given at the top. The heading printed at the top of the letter is called the letter head though the name and address are usually centered at the top, the address is sometimes given in the right-hand corner too, a little below the name.
Date


This is written on the right hand side of the letter, below the heading . This gives the date month and the year since date facilitates quick reference. This should never be omitted-Date can be written in any one of the following ways.

English style date – 22nd February, 2011

American style date – February 22, 2011

Inside address


This inside address consists of the name and address of the firm or the individual to whom the letter is address and is written at the left margin and few spaces below the date line.


It can be written in a indented from as shown below or in the blocked from.

	Indented form
	Ex: Blocked Form

	Vijai Nicole publishers 14/66, Rodiermil Street Pondicherry- 65004
	Vijai Nicole publishes 14/66, Rodiermil Street Pondicherry- 65004


Salutation


Sir and madam are used in official correspondence while dear sir, dear madam, Gentimen are commonly used in commission correspondence

Body of the letter

· This ay commerce with an expression of thanks or pleasure, or with a reference to the letter that is being replied.
· This should be brief and to the point. It should be written in simple but effective words each aspect of the subject should be written in a new paragraph, short paragraphs are preferable. It should always be borne in mind that a business letter should dear with they one subject.

· This should consist of a few sentence which must motivate the action. It sales letters, this part of the letter must be so effectively worded, that it should register in the reader’s memory.
Complimentary close


The most commonly used forms are yours faithfully, yours truly or yours very truly, The first letter of the closure must be in capital letter and a comma should always follow a complimentary close. The complimentary close should never be abbreviated.

Signature


This is placed below the complimentary close the signature of the concerned authority is made here. The naw of the firm can be written first followed by the signature and closed by the designation.

For example

yours faithfully,

For Vijai Nicole

R.Madhavan

(Or)

Yours faithfully

The southern sales Corporation Limited

K.Fredman

Secretary.

Enclosure and post scripts, if any


Postscript (P.S) means written after works, since this is written after the letter is closed, it points to the carelessness of the letter-writter, and hence should be avoided, sometimes it may not be unavoidable. For example some information may be received after the letter is signed. It such a case it can be incorporated in the letter under posts cript. This should be signed or initialed by the writer.  

Common Errors in Letter Writing


Commercial English which was in vogue during the vittoran period has lot much of its charm these days. They have become meaningless Jargons. Lacking sincerity. The use of simple, natural English is preferred in commercial correspondence for example 

	No
	Commercial English
	Simple Usage

	1
	Yours of the 18th Instant to hand and the same shall receive prompt attention
	We thank you for your letter of the 18th January 1985. It shall receive our prompt attention.

	2
	We bag to acknowledge receipt of your favour
	We have receive your letter

	3
	We enclose here with or enclosed please find 
	We enclose we have enclosed 

	4
	I am to point out that the prices quoted are subject to a trade disount of 25%
	The prices quoted are subject to a trade discount of 25% (The words/ apto point out are redundant)

	5
	With a view to adiscussion of the maters
	to discuss the matter

	6
	Adverting to your favour 
	Referring to your letter

	7
	We bag to thank you
	Thank you for your letter, we thank you

	8
	The favour of your early reply will oblige
	I shall beglad to hearft you soon

	9
	As per 
	According to

	10
	At you earliest convener 
	As soon as possible 

	11
	Only too pleased to 
	Very glod to

	12
	Please be good enough to adviseus 
	Please tell us

	13
	Contents noted
	Unnecessary expressing and can be admitted 

	14
	Our mo-Antony
	Mr.Antony, our sales officer

	15
	Commence 
	Begin

	16
	In the course of his speech, he walked on the question of security
	During his speech the talked about security

	17
	Achievement of this goal is not possible without the co-operation of the staff
	This goal cannot be achieved without the co-operation of two staff 

	18
	We shall advise you as soon as goats are reody
	We shall inform you as soon as the good are ready

	19
	We do not anticipate any difficulty in meeting your requirements
	We do not expect any difficulty in meeting your requirements.


Unit V

Group and Team interactions

Group Definitions


Group can be defined as the coming together of two or more people with a common purpose who stay joined over a period of time.


Group is a cluster two or more individuals who interact with each other on an enduring basis. Identify themselves as a part of a distinctive unit and share certain common interests. values goals and activates.

Types of groups 

Groups can be sub-divided into

Small group primary group: It is cluster of a few small groups.

Large group secondary group: It is a collection of few small group

Formal group: Work unit established as a part of a organization and its structure.

Informal group: it is a voluntary and unofficial formation of people of an organization.

Characteristics of a group 

The characteristics of a group are:

· Group consists of two or more individuals

· There is some level of stability of tenure and function.

· it is associated with a common goal or interest

· Members should identify themselves as they are all part of the group.

· Group represents collective power. In other words, there is a strong boring force with translates into pressure to get things done or problems solved.

· Groups have their own prejudice as an individual does.

Group Dynamics


It is a separate field of study concerned with research and analysis of various forces and patterns of formation of small groups in organizations. It covers formation of a group, structure of a group composition of a group, growth decision-making, adaption to changes, motivation and achieving member satisfaction.

Merits of Group Decision-making

1. The sum total of information of all members is far greater than that of an individual information is a vital raw material for correct decisions.

2. Since each individual thinks differently from different perspective varieties of approaches are available for decision-making.

3. Decisions at group meetings are taken mostly on consensus basis, after deliberating and debating diverse viewpoints. Thus, decisions arrived at through democratize process carry weight.

4. Most of the members comprising the group are usually experts. Therefore, decisions made using expert opinions command greater acceptability. 

5. The meeting of experts infuse in all of them a sense of involvement. There is less scope for resistance.

6. It encourages internal democracy. Since no member is individually accountable for failure of decisions arrived collectively, each member feels free to offer views and suggestions for reaching better decisions. Thus, group decision making fosters a sprit of democracy.

Demerits of group Decision-making

1. Arriving at a consensus is time=consuming. Immediate an emergency decisions cannot be made through this forum.
2. In the event of failure of group decisions, accountability cannot be fixed on any particular individual.

3. It is expensive in terms of time, money, energy, resources, physical facilities etc.,

4. Owing to pressure from several quarters, members may tend to reach a compromise instead of debating the issues concerned threadbare in such a case, the quality of the compromised decision is questionable.

5. Through group decision making appears to be democratic, when groups are beaded by dominating members enjoying the support of powerful external and internal groups, they muffle the voice of other members. Thus, the very purpose of group decision is defeated.

6. The formation of such groups on the basis of caste, community, religion, region, field of specialization etc, tends to may the effective functioning of a group, thereby affecting group dection.

7. The tome repited for assembling the group members, arranging facilities, co-ordinating their defining and the purpose of meeting is more . a lot of group meeting especially in public sector environments.

Techniques or formats of group decision-making

Group decision making is sub-divided into.

Committee meetings


Committee is a forum where a group of people representing different interests meet together to address the problem referred to it.

Types of Committees 


Standing committee: It is a permanent committee formed to run the organization smoothly. 

Advisory committee: It is a committee of experts which is consulted for expert opinion. The members are usually nominated at regular intervals by the constitution. Even persons from outside can be made member of this committee.

Ad hoc committee: It is a committee formed to address a specific issue. It is disbanded after the purpose is over.


Any committee has to do the functions like collecting data, enquiring attitude and opinions of members, arriving at a decision and keeping an accurate record of decisions arrived at.

Command Meetings


It is a committee headed by a manager, who issues instruction to his subordinates. Such meetings are held specifically to allow a manager to share information with his subordinates. There is no collective responsibility assumed by all the members. The onus of decision taken rests with the manager.

Table : Differences between command meeting and committee meeting

	Command meeting
	Committee meetings

	It is a meeting between manager and his subordinates 
	Group appointed by parent organization comprising experts.

	The objective of the manager is to share information state policies and give direction
	Objective is to advise the appointing authority on the issues, to address a specific problem and to address recurring issues.

	Manager is solely accountable for decisions arrived at
	All members on collectively accountable.


Brainstorming Sessions


It is a session dedicated to generate as much ideas as possible for an issue. It was first developed by an advertising agency in 1939 in the US. The main aim of the session is to let the brain of members attending the session think. There is no criticism of ideas contributed. All ideas are welcome and recorded. After mobilizing all ideas, each one is critically reviewed and assessed for its potential to address the problem. Thus, the collective decision is arrived at to address a specific problem.

Nominal Group Technique


People meet as a group but inter-personal communication is restricted. Even if they meet as a group, they function individually. Each member is required to write down his idea on the issue concerned. all ideas of the members are collected and recorded. The group then deliberates each and every idea from various angles. Finally, all the members are asked to rank the ideas deliberated. The idea which scores maximum points is adopted.

Delphi Technique


This is similar to a brainstorming session with the difference that it does not warrant physical presence of members. Members can arrive at a consenus sitting at different locations. In this method, a questionnaire is sent to members at various plaes; each member gives his own idea, perception and attitude to the questions in the questionnaire. The responses are collected and compiled Each member is given feedback on his earlier response. The questions are churned or rechurried and sent to the persons whose opinions aare divergent from others. This process will go on till the consensus is reached on vital issues discussed. This technique has advantages. There is no question of one member influencing the response of the other members. Each member gives his independent view. There is no fear of his opinion being criticized or ridiculed. However, it is time consuming. The repeated sending of the questionnaire, getting replies and redrating questions are all time-consuming. Also, it calls for great intelligence in framing of the questions.

Group discussion (GD)


It is discussion among participants on an agreed topic. In the workplace, discussions trigger new ideas and new expertise. Each member contributes ideas in the presence of others. The moderator allows the groups to deliberate on the ideas and helps arrive at a consensus. Thus, each member’s ego needs are satisfied and each one’s knowledge is increased.

Guidelines for GDs


Setting up the group: The leader has to put together a group at time and place convenient for all people. The leader should have a clarity of purpose of the GD and also an agenda. The leader should have an idea as to how to structure the discussion.

Role of a facilitator: Facilitator has to explain his role to the members. He should pay attention to the process and time, and work to keep the discussion on the agenda whenever discussion digresses. He should make sure that group rules are observed by all members.


The facilitator has to conduct himself in an informal manner for better results. He has to frame group rules relating to respecting the opinion/ perception, respecting timelines allowed, ensuring address of rules for discussion, etc.

Role functions in GDs

The following are the roles involved in a GD

Initiating : The first role involves introducing the theme or suggestion an idea or defining a problem. 

Supplying information: It involves offering facts and soliciting input from participants.

Inviting reaction : The facilitator himself shares his inputs and encourages others to react and seek clarifications  from the discussions.

Clarification: The facilitators has to restate or clarify the original idea handing in understanding and providing examples and illustrations.

confronting and reality resting : This includes challenging ideas and information seeking to activate the discussion as to the implications of carrying our the ideas an disowning how it can or cannot work in reality.

synthesizing and summarizing : This includes clarifying the idea and pulling together related ideas or suggestions after the group discussion is over.

Other role functions

Group building and maintenance: Facilitator has to encourage every member to contribute. He has to be friendly warm, responsive to others, accepting the contributions of others, praising others for their ideas, supporting the idea etc.

Time keeping : Suggest limited time to everyone and oversec that everyone talks and contributes.

Types of GDs

Structured GD” In this type of GD, the ropic is pre-fixed no leader is closed or consensus expected. This is easier to handle It does not require any technical knowledge.

Unstructured GD” A leader is chosen, Group has to arrive at a consensus. The leader has to direct the group, set the tone for discussion and controls group dynamics.

Specialized GD: It includes role plays.. Candidates are given roles to play, For example, assuming that two compares are negotiating, candidates are given profiles of CEOs, marketing managers, HR, advisorsm, consultants, etc and they are required to play a role in a simulated environment.

Success factors in GDs

· Ability to have an entirely different perspective 

· Level of preparedness

· Ability to reason, think and debate

· One needs to be assertive and not aggressive 

· Clarity of thought

· Demonstrating leadership quality at every stage

· Ability to switch over to various rules

Team presentation


Team is a group of more than two people who work interdependently towards a common goal. It represents a co-ordinated effort by its members who plan organize and delivers a unfied message aimed at achieving a common purpose with respect to an audience of one of more listeners.

Benefits of team presentation
1. It is used to get approval from top management to begin work on a new product or service that requires commitment of human or capital resources.

2. To report the progress made by the unit and have the management apprised of the progress.

3. To instruct newcomers on the do’s and don’ts.

4. To orient the freshers towards company’s policies, procedures, strategies and other practices.

5. To secure adequate financial backing from funding agencies by justifying its fund requirement.

6. To secure business contract from other agencies by making a case showcasing the capabilities of the firm to execute the contract.

7. To win tax break or exemption from a public agency or regulatory authority.

Mechanics of team presentation

· Team leader should know the purpose of the presentation. It may be information or persuasive. Informing the progress to the authority concerned through team presentation is informative, and informing the top echelons of the management to get approval or sanction is persuasive.

· He should analyze the audience. He has to find out the demography of audience and assess the familiarity of the audience about the subject matter. He has to focus on its needs and expectation. The success of a presentation depends on meeting these needs and aspirations.

· He has to gather information about the audience thorugh interviewing the executive or person in charge of an event, by interviewing a sample of the audience, by reviewing the literature of the organization, by searching information via internet, newspapers and by contracting the research associates.

· He has to know other logistics about the occasion i.e, be should know the place and time of the presentation, members of the panel presenting the information, room size, physical facilities, etc.

· Team members have to choose the team leader for presentation. The leader should be a person knowledgeable about the various aspects of the functioning of the team.

· It needed, the team leader can delegate different segments of a presentation to different team members.

· Team leader has to allocate time, decide on speakers, order of presentation and content of the presentation. He has to prepare and execute the summary and sequence of other activities. 

· Since it is a special occasion, all the members have to wear formal attire.

· Team leader has to synchronise the visuals by standardizing the format of slide presentations. He has to check the grammar, use of jargon and level of formality in the slides. Every presenter has to use the same vocabulary, for example, one presenter uses the word slides while other use the word overheads.

· It is better to rehearse the presentation before a group of non-presenters to find out errors in slides, clumsy transitions, moments of uncertainty, spelling mistakes, etc.

· On the day of the presentation

· Presenters have to reach the room well in advance of the session and check the functioning of the different equipment.
· Fix the positions which the presenters have to take during the presentation.

· Fix who has to handle the visuals .

· Team leader introduces the theme, topic, agenda and the presenters.

· When one presents, all presenters have to give close and serious attention to him.

· Fix one or two members to monitor the time and see that each presentation ends on time schedule.

· All the team members have to be present on the stage to handle the questions. Suppose a person is designated, he/she would handle the questions.

Summary

Types of groups are small, large, formal and informal,

Characteristics of groups are plurality of individuals, stability of tenure, associated with a common interest, member’s identifying themselves, act as a binding force and has prejudice.

Merits of group decision-making are different shades of opinion, consensus- based decision making, expert advice and internal democracy.

Negatives of group decision-making are time- consuming, no accountability, expensive, pressure from different quarters, domination of vested interest, different divisions in a group and time for assembling a group is high.

Types of committee includes standing committee, advisory committee and ad hoc committee.

Command meetings are headed by a manager who issues instructions to subordinates. Decisions are taken only by the manager.

Guidelines for organizing GD are the role of a facilitator which comprises of setting up the group, informal conduct and framing group rules.

Role functions in GD are initiating, supplying information, inviting reactions, clarification, confronting and reality resting, synbesiing and summarizing, group building and time keeping.

Types of GDs are structured, unstructured and specialized.

