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Background: Read chapter 8, the section about writing routine messages.

Scenario: You have subscribed to an online banking with your bank. For a few months it was
working great and you were able to transfer money locally or internationally with no issues. Last
time, however, when you tried to make a transfer, you were surprised to see that the request did
not go through. Trying multiple times your realized that the problem was permanent. Come up
with possible details of the problem: money gets deducted, and then refunded later, transfer
successful email received after each attempt, etc.

Mission: Write an email to the bank asking for clarification and solution to the online problem.
Make it clear that it is urgent.
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Regquirements:

A. State your request up front.

e Write in a polite, undemanding, personal tone.

® Be specific and precise in your request.

B. Explain and justify your request.

® Justity the request or explain its importance.

® Ask the most important questions first.

® Break complex requests into individual questions that are limited to only one topic each.
C. Request specific action in a courteous close.

® Make it easy to comply by including appropriate contact information.

® Express your gratitude.

® Clearly state any important deadlines for the request.
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GRADING RUBRIC

Criterion

Excellent

20-16

Very good
15-11

Good

10-6

Satisfactory
5-1

Poor

The email has a clear subject
line (not one word or a full
sentence) that condenses the
content. The salutation is
appropriate (Sir/ Madam not to
‘Whom it may concern.

In 1st para, writer indicates
there is a problem. Later
provide all the details of the
problem.

In the 2nd paragraph, writer
asks for an appropriate solution.

In the last 3rd paragraph, writer
concludes with good will. Sign
off with your name.

The tone is appropriate;
language is not too formal or
too casual. The language used is
correct, appropriate word
choice, grammar, and
punctuation.
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To.. | |custserv@sogty.org

..
Send

Subject | Request for energy cost analysis

Dear Customer Service Representative:

A comparison of our electricity bills with those of our neighboring businesses suggests
that the utility meter in our store may not be accurate. Please send a technician to check
it.

The European Connection opened at our current location on December 1, and we have
received two monthly bills since then. In both instances the amount of our bill was nearly
twice what neighboring businesses in this building were charged, even though we all have

» similar storefronts and equipment. We paid $815.00 in December and $817.50 in <
January. In contrast, the highest bills that neighboring businesses paid were $543.50 and
$545.67 for those two months.

If your representative would visit our store, he or she could do an analysis of how much
., energy we are using. I understand that you regularly provide this helpful service to “T™M
| customers, and I would appreciate hearing from you this week. You can reach me by
calling (805) 979-7727 during business hours. I look forward to hearing from you.

Sincerely,

Laura Covington

Proprietor





