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.. (3) strength, which'requires the use of concrete, specific words and
- a logical organization of igeas; and (4) sersitivity, which calls for
a human, personal approach, Specific examxples c¢f rhrases and words to
be avoided are included as: well as-simple parapirases tc sukstitute
for awkward, wordy, ©Or technical terminclcgy. Methods for pldnning
.and Orqanizlnq a business reply are outlined, stressing the
‘importance of its three main components: the opening, which should
inmediately stlmulate the readetr's interest; the bcdy, which should
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Ifwe wri te letters that‘we.ourselves wou!d’like to receive, we can hel‘p ------ o \ TN .
., ‘- [ : s . - ql \
¢ Develop: better publlc relatlons by wrmng in a mote fﬂendly and personat manner L
0 ‘ Improve service to veterans by gwmg plam answers to specrfrc questrons or by more. clearly stating requests
for information,. - . T : B
| S
. ® Increase effrcrency and economy.,; Slmple cléar wrmng 'will he}p usito think more clearly: it w:!l enable us
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to write faster as well as better; aand |t WI|| cu; down on the number of letters we and our correspondents N
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REMEMBER TRE FOUR KIY WORDS ‘ - ‘y I,l F
IN EFTLCTIVE LETTER WRITIMG .. PR e e .
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You can |mprbve the letters you write by makmg them i SN

BRIEF . Sav no more than needs to be sard and use just enough words to say it. cleerl\),‘cor ctly

S andcourteousw S A ‘ \) el

i

. PLAIN Choose a less compl:cated way ef Sayrng somethrng Rememger hat the srmpler a letter is, the
r S

Ty . edlierit wrllbeto understand:

P ! S,
\ \‘ ~ '
' v

SJ'RONG Use wOrds that carry m exact prcture rather than weak words that carry a fuzzy prctUre

’.

1

J,SENSITWE & This element is rnost important .in makmg your etters courteous and friendly. Use the nght

' “.tone. The word “torie" medns not what you write, but the way,you wnte it. s



. REMEMBER THESE GUIDELINES -

+ For each key word, there are seyeral uidelines you can use to improve your letters.

-

Wordy Ietters are wasteful They increase ‘the, cost of correspondence and reduce the clanty of your message. '

‘Some phrases don’ t serve any purpose and ¢ can be omitted, such as:

o

.~ Thisistgioformyouthat... . . ,
. ’ , P

-For your information . . . ': ’ e , ‘ : ‘ _ o .
- Twish to advise that... R

\_‘\_/Your attentron is mvrted to the fact that

Other wordy items can be tr mmed down _ : o ‘
) WORDY . " “TRIMMED DOWN
M ‘ , - ) ‘ R ' \ ' P .
| You will please find encloseds.- Hereis o
N We are in receiptof , . - " We received | .
- . Weare notin positionto~~ * - -7 Wecannot -
. -~ We will take stepsto . - We will
TR many in number S © many
. " in regard to ' . about

hold a meeting -
in the event that'

[

S DON'.T*R}:PEAT WHAT I§ SATD'IN A LETTER YOU RECEIVE

A -

Why not begin easily and naturally? Answer quéstions drrectly wrthout repeatrng them.. Fhis can usually be done.
I Mast veterans don't carry on a great amount of correspondence, with the VA and wuﬂ know exactly what you re
A, talkrng about- when you start |mmedrately with your answer. '
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. For exa’fnple suppose s0’“9b<>dv wants a copy of pamphIet X. Y0u Can write—

; |
Reference is made 1o vOur letter of May 30, i Wh'Ch you fwest a copy Of pamphiet X The desired -

Damphlet is teﬂ'lpﬁrar ily out of Dhnt "
z

But it's shorter and clearer to wnte-_ . | ‘ \

[}

-~ L]

We regret that mmphlet } is temporarily out of F’””t

,
Bv Qemng to the pdmt YOU are less, likely to lose or confuse your Teader,

< ;-

v

You may hae)e to add addltIOnal mformatlon If yoU 9‘9t to the ' Poiny flrst your reader W'“ be Datlent and you

\“ be more likely to “ml your. mformatlon to what is needed.

----- . BEWARE OF HOL‘NDABOUT PREPOSITIONAL PHRASES

&

L4 o :
MC}St of these phrases can be feplaced by a sihgle word OF CaN even be gmitted, jn some instances,

. . / INSTEAD OF A PHRASE ~ USE AWORD
R E | | f
/ on the part ofl . for \, o
. with reference 10 ' ~ on, about
. N ‘ | inview of | - e because, since
T \/ inordertp y to
Lo [ for the Purpose of | f°’ |

ATCH our FOR NOUNS AND ADJECTIVES T”AT DERIVE FROMMERBS

There ﬂ:?some words that derwe their noun and aijCtiVE forms bv addlng endmg5 like ING, 'ON  etc. Take the
verb AGREE and the noun form AGREEMENT. We can write WE AGREED, but 100 often wg wnte WE
| I:‘El‘\CHED AN AGREEMENT Use the basic verb—it 1S shorter and Clearer o |
DON T%’UALIFY Youn S‘TATEMENTS WITH IRREVELANT "n:s "

Many times it is necessarv to quahfy your letters with “if.” 1f VOU tell veterans that they have appeg| nghts you

would aféo tell what they must do if they wish to appeal. Many t'ges however, the” "ifs” are UNnecessary. For -

e)<amp.|e it s an unnecessary Cautlon to write, "This information

plies if there are no Changes In the law prior
to the t|me you become ellgnble for bEnefns " ‘
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. STUDY ‘" - ! o . ' N .

R . ..KNOW YOUR SUBJECT WELt 50 YOy CAN
~ DISCUSS IT CONFIDENTLY aNp NATURALLV

2

R ws with which you Work.or they may be PEcyliar p
N " your profesfion or occ
O .~ are simple wards which have peen given & special

e ~ Mearing. I

LY

O - These words are a form of shorthbnd and usually
C ¥ canya precise meaning 10 the peoplg in YOUr group,
~To a member of the public, hywever, theY, may be
meamngiess In a real sense you gre the Intef{)reter for
the public. You must KNQW YOUH STUFF so.well

from specialized langiage. 1

it -
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v

~ Study. all new IaWS and rules that you wn|| be called upon to explam Make sure Oi’theu meanlﬂg Don f wait

tlllyougetaletter o ! L .a\ N .

REPLACE TECHNICAL spsanuzeo OR (UNFAM IAR TERMS WITH s|MP|_E EVERY DAY-

LANGUAGE :

i -

« ) .
. Use’ worcls and nhrases that are f‘amuha{ t0 \/0{11 readers, \THE REFEHENCED REGULAH()N can become -

THIS REGULATlON Avoid the temptation 10 Carry- dyer into your letters th 1unguage ‘of laws and
requlationg, Throw away HERETO and HEREIN <IN LIEU OF can be Changed to IN PLACE OF.PRIOR TO
can become BE FORE and SUBSEQUENT TO may be altered to AFTER. L \ .

W

You«probably have @ SpEC|aI|2ed |anguage f°r your .
o o . Work These specialized words may, cesult from tha -

at|o|ﬂa| groUP Often they

AN |TING:TOVETEF3ANS o that you can write about it in GVervdaV Ianguage _
'YOU WOULD T0 AF&IENDH g |
. |_A|N SIMPLE tANGU AGE ~ Here are some of the things yoy, cari do 10 Yet away

- L . . . . | - -
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i oocoms |+ PLAN
Lo EXPLAIN, DEFyE OR USE EXAMPLES L Lol

- L4
N '

There will be instances when you cafd't avoid technical words When this happens, cxp'a”ﬁha\tthey' mean,or

define thcm oruse anmples to'get across yourmeanmg DL e ‘

\
3 r K
:

)OFJI’AWS REGULATIONS, ANb INSTRUCTIONS .

. DON'T QUOTE GOBS
Your readers aren't mtprested in Iong stories about Pubhc Law Thrs and That TI{BV want tg know whether
théy do or do not get tht they're asking for. There may be tlmes when you do have to refor to  cortain law
or regulatlon and you knewthat your reader isnt" famrharylth i, Here you might havé tg quote and ever

have to give. additional explananons 10 make your letter complete Don t quore hoWGVGI Un(ess you have to, .

-and don't quote at grmter Iength than you have tof 'ev o L ©o
AR s - - .
e \' USE SHORT WORDS SHORT SENTENCES AND SJ‘lORT PARAGRAPHS - } ' o

v ’ i
Some people: have atendency to use ‘big wort!s Grancf words do not lmpress your readers They are more likely to
‘make them angry In addmon they makc wrmng more difficult’ to understang. ’,'» . e

~ Thifk of' the way you talk.. You don't tell your friends what- R\E{MUNERATION you get. You talk about your

v

.{‘.

PAY. You don} ask people wher¢ they are DOMICILED Yotr'ask them where they LIVE. Why not do the sarhe

thing vylth your writing?
e

'l

.- INSTEADOF ., & ~USES T
' - \ L acquaint, . o tell - ' _
o v ascertain . . ask, learn , L "

e cornmumcahon o  letter, memo
i : - madverteney . efror, mistake
S modrflcatlon ' R change | |
o ' ‘ s

DON'T throw aside a word JUST bocause it is long; DO try to thlnk of a shorter word that carrros "the meanlng
_just aswell, - . ‘

.
, : '
R " e A B
\

Try to wrlte short sontonces Don't forget that your reader does not have 'your voice 0 UsC as a gu|de Pause for

breath by usirfy perieds. Try to write sentences of not-more “thar 21 words in Iength but don’ T 4o to the extrcme :

of making thcm choppy ' _ . '

-y - M

_ Long paragraphs can be broken up oasrly Remember. that all sentences in a paragraph should relate to a srngle

idea, but that does notmean that all sentences related €0 ¢0 one idea must be kept |q‘ one paragraph Try to kCO
yourﬁajgraphs down 10 an average of not more.than seven th )

!

| - . _U‘ : N

B
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:?’ b Thponolospd boolflot explomiwhat tefamlly should do to cotlact msurance When rh'E Worker dtes

_DOﬂ t forget about the importange of meamng DON'T hreak‘

~ t

This d0 ‘t mean thit you w:ll have to count wéds and lines. Slmp|y look over the ‘page. Do many senterces
run ove two Ilnes7 Po the paragraphs look forbidding? - B o . |
‘ -’ -l \ l , ‘ L .o . ) N !

long; DO break them up if it makes the meanmg clearer.

Use all the Words you need to carry rpessage clearly,.correctlys a eur‘teol_js[y but no mare. Be. thrufty biut not
r ~can be just as cgurteoug; and fnendly as a..

stingy with' Wyords. Don t forget- that a short lette; properly wor
loog one, “ L ,." N S - \- . ‘,/ o '.a:,‘; e : '_'“. e

» f* - )

BE’COMPACT DON’ T SEPAHAT

(A 9 v

. T
l.. N

. OR ¢ D

." » T

. %Keep yOUr'meaningGiear‘ . }:\ ; ¥ ’ L . - ; . l ‘v T"‘ ) ;k ;
: I,‘ ¥ . . _ VI L ) ] ’ ‘
e 3 TIE vou#: THOUGHTS TOGETHEH , . . .

.' X ’ JT Y . . . .
f VOU dO lhls your’ readpr can follow you from(me thought t another wnhout géttlng lost. Your sentences
should be put together in a logical manner“ in yéur sentehcesltle together Ihe partS that are rElated Loﬂk atthe

nefo"ntenco and sec what car%happon When reldted parts are SEDarated . ‘j ‘ .
. . I‘ N . , 3
. K . . ‘ o, ¥. ’ .-: .
]hey Werp busy mopping the:fl ith another employee.’ o '_;: 2 S
N . . . t . . e . X
(Wouldn't it have been better if theytused a mop?) v SO . S
o . -, I e ) . + , :
o “ i v . o
,1 - N ‘ . : ' o & ]
/ _‘\ ‘ . & . .( ‘ , e .l .
.’k - . R . h', ‘.‘." --:..f ‘l
s ¢ . -lv ; ; w ‘ "
\ ‘j-*,' , ? . . - # - ‘

. <€ . . . . ‘.‘l
“ . O R

p sentences and paragraphsijust because they are.

: CLOSELY HELATED PARTS OF SE‘NTEﬁCES " . T
i '9! - - . . N
t/) ! \ P
’ _he locauon of a Word or grDUP_Df-xWOrs can completely change 2 sentence «For example WOUId vou want 1o




-

We often use words that have S0 many meanmgs that “e o
~ the exact th ught is not clear. For example, you
L cou[d write-FXPERIENCE HAS INDICATED THAT
- THIS PR GEDURE HAS BEEN SUCCESSFULBut |
Aels clearer to write. 90/ PERCENT OF OUR.
STATIONS. REPOR‘J' THAT THIS PROCEDURE ¢
./J HAS REDUGED COSTS BY 10 PERCENT. Watch '
. out &)r fuzzy use of wo st like HAN LE, EXPERI-

'E ICE, INFREOUENT COMPARE," and CONSID-. ., .
RATION. Ute coficrefe, specmt: words that carry .
: our meamng exactly.

.
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- | r‘ ) ' . ' g
'g - .
uss MOHE ACTIVE VERBS .", , ~ o .
Vot A ) o 7 .
Anotl-igr way to strengthen your Iett ers |s to use. fewer passrve verbS'and more actrve verbs. .
Teo Ly
DOr\'l,V?ritef_ t" :,J,\
ltrsbelrevedthat...;... | L ‘ "
Coap '_ ' v T ) ‘ - o S
Dowrite~ * - o ' - B ,‘! S S AT
r Lo T R
lbeheveﬁat,. et e oo L0 |
- L f . : | ' o ! \
: Get r|d of the preposrtron BY tljat Irttle frrend of the. passrve verb .
NOT Your Jetter was read by the DIRECTOR : Bb\/ “The DIHECTOH read your Ietter
_....-'.DON'T E’XPL Youa ANSWE’R BEFORE GIVING T _— :__

-y
Lo

. ) -
- Gwe your answer then xplain if necessary Thmk of your reaetron when somebody told you a story and kept

addang detail after detail. You probably thought, “When am t doing to find out the point of all this?"* Keeg your ) |

-~ réaders from thinking this, Whenever pdssible, get to the point right away; then explarn if necessary. You may

~ find out that with this method you dont need as much explanetron as you thought. Would you.be- pleased to

"learn-that "“This is in reference to your. appbcatron o , or would you rather be told—up front— .th/at, "Your1 ’

+

applrcat.ron hras been approved.”? - AT N L

“.\....DON,THEDGE"L" T B

VA " St
, - 7]
Many times you canna. wrrtel that somethmg can. ALWAYS be done or that somethrng is ALWAYS 50. You have
“touse such words as NORMALLY and ORDINARILY Often such ”hedgrng" is unavmdable
. ’

However it can be habit formrng so that you begrn to place Ioopholes ina Ietter when they are not needed. his
. rafses questrons in the reader’s mind and leads to needless correspondence, Think twice before you weaken yur
Ietters with GENERALLY USUALLY COMMONLY or similar’ hedgrng statements. - : :

l

Dontuse themunlessyou really haveto S | Lo

S



IR BE HUMAN _ 4
o : S ;
An Jmportant pomt in wr&mg fnendly and courteous
Ietters s to behuman Use the personal touch '

~
Kl

e

; * Here are some of, the ways you can {ethis. B
. ..'0‘ Us,e\thpe' proper names of the peo'ple\‘you write - - .
.about. Write- JAMES SMITEH' and. MS. GREEN
“instead of THE CLAIMANT and THE ABOVE

NAMED VETERAN. . - s

]

) Use. names that stand forhuman bé1ngs CH'I_LD;"‘ *
WIFE, HUSBAND andsoon. -, -

~

Avmd |mpersonal words Gain the personal touch

~ WHEN YOU AREWRlTING VETEHANS”» " by, writing T BELIEVE ‘in_place” of 4T 15

BE SENSITIVE RESPONSIVE‘AND B‘RIEF xBE‘l’.IEVED lfyou do have to refer to the agengy, » .
e LIl use ' THIS AGENCY RECOMMENDS rather than -
ST e, o SRR i U ITIS.RECOMMENDE BY THISAGENCY ~

-

“» Use frlendly words that show a desrre to be 'heleuI such as THANK YOU WE WILL BE (;LAD TQ, WE
'APPRECIATE YOUR PROMPTNE$S IR oo S

. a - t,"

'l, ot

» Use pérsonal pronouns, Remember that you re wrmng to a human belng eveh lfyou don’ tmeetface to-face. .
Use pronouns like YOU,.HE and SHE rather than talkmg about VETERANS and DEPENDENTS Don't - ‘(' ,
depershnallze yourself enher erté | or WE instead-of TH!S OFFICE or TH!S AGENCY. o I , ‘

RN | ; \ .)

-

. .'.-.‘..ADMIT MlSTAKES

. i
[ d Y. r
. .

_'When we. ma_ke mistakes, ‘th"ere is a temptation to ignore them, sover them up, or shift the bléme_. DON'T DO IT! .
S SR Voo



Such efforts rarely deceive our readers They are moTe hkely to mak them angry and give them a poor oplnlofn of

the VA, . - ., . . . : A

L . - - . - .. \ . - s . . .

. 1f you goofaand we all. do on occasron—tay s0. Then your readerfFknow exact\y what has happened They know
N that"mlstakes can happen and that it is the relrable person or agency Wthh frankly admits them

. After admlttrng a mistake, tell what has br will e done to correct |t ‘Stress the desire and effort of~the gA to’
s improve its setvice. e -

T B . , : -~ .

e DOI\VT OVERWHE LM YOUR READER WITH. "INTENSIVE’S" AND "EMPHATICS"
e} : |ntens|ves include ad]ectlves and adverbs I|ke"'h|ghest " “deepest,”” “very much’’ and so on. When used too

freely, they lose their effect The same caution applies to emphatrcs which call special attention to a staternent.
An example is "'It.should be .noted that ...” An occasronal well.chosen emphatic, like an occasional intensive,
will have the desired effect. But Useless. emphatics give the reader the impression that we are padding, that we'are
laboring to put our facts across, of that we are. -trying to cenvince ourselves . -

-

.. STRIVE FOR A COURTEOUS AND FRIENDLY TONE * . e

y e A ., .
Pl . ‘ B BN . .
One of the most important things in better letterswriting is “tone.” . The question of tone gets to the question of
how a letter sounds. Does it sound impertinent or tactless or does it sound the way VA letters should—that is,
%ourteous and fnendly . '

9

2 Wnters may often become accustomed to certain phrases and sentences without reahzmg the jarring er?fett they,
‘produce on the reader. Here are: a few examples—and how they may be percelved by our readers. .
. . . e ————

" THE WORDS: You deserve no consideration.

L.

TRANSLATION: N you want to be nasty’ we can play at that game to.

WHAT TO DO "Never reply to an unreasonable or offensive’letter by adopting ‘the same tone Th|s ]ust
. starts a chain reacuon In addition, it doesn t do the job— that |s it doesn’t give servrce .

>

THE WORDS: You claim Tthat‘you did not receive the application.

'TRANSLATION You can’t fool us. We know you recerved the applrcatlon and promptly lost it.

.'i,‘ .

2 WHAT TO DO You have to send another application anyway, so why doubt the persons word?

,\\

11 o

ERIC

Aruitoxt provided by Eic:
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-THE WORDS: Ybu misunderstood our letter.
TRANSLATION: Now these sentences ’a‘re per‘fectly clear. You're just too dumb to understand them.

- WHAT TO DO: Perhaps our letter was mlsunderstood but it doesn’t do any gqod to say so. Besides, if |t
was misunderstood,'maybe it wasn't a good letter. .

[ ' - ~
v - )
-

Them are many other oxamples of jarring, Lone You could probably think of your own translations to go with
these--

° YOUR MISUNDE RSTANDING OF QUR POLICY PROMPTS YOUR ACCUSATION THAT
e MR.DOE, WHOM YOU RECOIVIMEND ISNOT QUALIFIED .,. »‘.,
e DO You -ACTUALLY».MEAN IT"WHEN YOU SAY... | S ' -~

e _YOU MUST SEND US TH!S iNFORMATION WITHOUT FAIL BY.

§
0 WE DQ NOT WISH TO COMPLY WITH YQUR REOUEST FOR.

@ . l

e YOUR UNDATED LETTER. ... o
o WE EXCEEDINGLY REGRET THE'NECESSITY OF CALLING YOUR ATTENTIONTO ...
* YOUW L’L_UNDERSTANDAFTER FURTHER THOUGHT THAT WE CANNOT ...«

A

o WE MUST TELL YOU THAT YOU MAY DEFER PAYMENT UNTIL..

L

e. YOUR LETTER WAS ADDRESSED TO THE WRONG OFFICE WE DO NOT EMPLOY GEOLOGISTS.

3

It is not difficult to catch and correct examples of jarring tone, even before they are put on paper. Just keep alert”

" at all times to the way your words sound.

You can keep this alertness by not assuming that words or sentences are satisfactory simply because they have -
been used many times before. Also, keep in mind the way you talk. You don't—and shouldn't--write exactly the.

;way you talk. But, as much as possible, you should try to get into your letters the warmth and friendliness of
your face-to-face convprsatlons e ) '

12 . : _ ’.-
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YOU MUST SAY “NQ."
"dHow COMPASSHY, .
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WHEN WE HAVE TO SAY “NO,"...,

we must be

especnally sensitive to the needs of our readers. There

is little we can SAY that will make people HAPPY
when we tell them that a claim for benefits has been

disapproved. But by using the right TONE, .we. can
‘SOFTEN the harshness of a d_isappointh!\g “No.” Qur

Jetters should show compassion and let our readers -

know that we care about them. Also, take time to

first explain the circumstances and justify them so '
that our readers can understand.

frt
- Cur

s

ER—



- WHEN WRITING .-

TO VETERANS, WRITE
CORDIAL LETTERS.

l THAT'S VA STYLE..,

r

o




" PLANNING AND ORGAN{ ING AREPLY 7 g | |

i

' 1
A ‘few mmutes devoted to pteparation erI generally pay dwrdends in the form of a shorter, better Ietter Stud

- the mcdmtng’ letter carefully and think about these points.

Y
\ -\v

. Co‘nsider who the rt'}eder is and what fie or-she needs to know. - ' L
& Try to uhderstand the problem. B o b
..~ ® How much does the reader jiready know? - o
e . ’ A : 0 ’ o g
® How will the reader use the information? ' ' ,
' ‘\\ ' . ' ' SN
® How will the reader react? = '
Remember that the letter must—  © I . o

® Attract the reader’s attention.”,

. . ' ' - ) . I
L o o ) v ' } “ . B . Co. B . \ 4
- ® Create an interest in what you are trying to say. . ,
" Co oA ) c.'. ‘ . I v v ‘\ !
= @ Convince the reader by supporting what you say. - ) e

Ty

L] Cause.the re.ader to take appropriate a'ctio:n,
| ‘l_n ORFANI.ZH\[G your letter, fourﬁight,!ike to- | - | " B e
o List the mam points your le‘tter willcove'r.‘ |

. ‘Jc-)t dotrvn u_ntier each 'point the{ key ideas re’tating to it. | o , | o | . / i

® Put these points m broper sequence.

L]

® Decide on the paragraph order. . . ’ L s
‘ ) .f"‘ - - » .
' Give carefu! attention to all parts of the letter its '
| .OPEN!NG et BODY. {ee.. CLOSING R

A good OPENING should | |mmed|ate|y stlmulate the’ reader s interest. It should tell the reader what he or she -
wants to know. Help the reader get involved and feel that he or she is part of the letter. The best way to do thrs Is
to develop a "YOU ATTITUDE " : -

Y}

17
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-- The BODY of the Ietter is your chance to put all those guzdelmes” fo work. iuhould convey your thpughts
using a minimum of words. Be ‘sure t&’ prowde all necessary details'in a logical connected progression to the.end, .
The' letter should flow from sentence to sentence and paragraph to paragraph. Think about what you planned
your letter.to do. It should do |ust that and nothing more If you're answering an inquiry, be sure to answer it +
-completely . : . ‘

s .
[} ) & .
. . o ~ ) - ) i
. . . ' ‘ . .
. \ . A
A

If a veteran is angry or confused, be sure ,to aim
directly at the causo of annoyanco and handle the\'
matter tactfully

|
L] I

‘Use "“emphasis” to your advantage. You can highlight
important polnts by—the positioning of words—by
your use of punctﬁxation‘ {exclamation points, for
example!)=by underscoring, - CAPITALIZING, etc.
But use this techmque on those specual“ occasions.
Don’ t overdoit. G

. The CLOSING should summarlze the Gontept of the
writing. It gives your letter a sense of completion.
Make it clear. if it contains your recommendatlons A

~to not- hedgo It you are making.ga request, state it *
clearly. 1f you are askmg “for information, tell -the -
receiver exactly what you want to, knfﬁw Your
closing shoutd euther " -~

i

e Spell out a spemf}c course - of action for the'
reader to take ... .. ' U o

® Sum up the preceding paragraphs .. . | |

® Ingude a_ statement building good” will.-
Remember, “again, to avoid negative words,
Very often the last thing written is the. first - . _
thing remembered. 0 ) ' L o ' iy

- e

e
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O INSUMMARY - e o e ST e e T Ty e
‘ v ﬁ N | .4 '- A l o ’4 o ‘ "A\ Y] ' ‘ T ’

' Mos: of us take gfeat DEnde m@hu job we are d/mg *and r:g‘{wtful!y 50, e sth viterans and other- people thatWE
REALLY DO CARE- l?y ‘the many thoughtfnl things we dir when-we’ mcet them—ir elevators~in corridors—on the

telephone -6f in our “work aregs. 1t. may, be well to, mmd ourselves that we are “mecting””, these same oeop!e
when we wiitedetters—even thoygh we do 't grect thtm “face-to- face"' Your letters may already be showing that

you care, by hmnq written in serwtwv responswe and common Sensv Ianguaqe But as is the, case in most things
we do, there s always room for mprovement So: why not try puttmg th(' rdeas in thss;@amphlct to work for

L better letters‘% . TR N . 4,3 -"
| ITSSOME‘THIN&\%OUR READERS HA(/EAR,JGHT TO EXPE(}T "i“_,“
\?‘ ' ITSPARTOFY URJOB LT ‘% e
wscsooo.susn ESS FOPDOll\jG THE, VAMOB S
e, . _\ * o
’\ ITSANOTHER WAY OF SAYING WA, MAYI HELP YOU?‘ : . P
WHATSlTALLABOU’r?.....'._-. ’ . CoL R & .,
. s ‘ '//’ [ ] , . ' C ‘ ' “’ .
\ \\.‘ // , v . ] \ ,“
.. '7‘/". // o [ \ '
o | ;
.l B4 ~
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