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Background: Read chapter 9, the section about writing negative replies

Scenario: A customer bought an electronic toaster from your company’s store. In two months after
the transaction you receive an email from the customer saying that the toaster was working fine
for a while but lately it is malfunctioning and she would like to return it and get a refund.

Mission: Write a 4-paragraph email to the customer in which your reject her request
Requirements:

Use indirect approach including buffer, reasons, alternatives, respectful tone.
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The buffer eases the
recipient into the message
by demonstrating respect

and recapping the request.

Kwan suggests an
alternative, showing
that she cares about
the college and has
given the matter
some thought.

Sample. Rejection letter from the textbook

Dear Dr. Wofford:

Infotech has been happy to support Whittier Community College in many ways
over the years, and we appreciate the omrmniﬂes you and your organization

provide to so many deserving students. Thank you for considering our grounds
for your graduation ceremony on June 3.

We would certainly like to accommodate Whittier as we have in years past, but
our companywide sales meetings will be held this year during the weeks of

May 29 and June 5. With more than 200 sales representatives and their families
from around the world joining us, activities will be taking place throughout our
facility.

My assistant, Robert Seagers, suggests ﬁxx contact the Municipal Botanical
Gardens as a possible graduation site. He recommends calling Jerry Kane,
director of public relations.

We remain firm in our commitment to you, President Wofford, and to the fine
students you represent. Through our internship program, academic research
grants, and other initiatives, we will continue to be a strong corporate partner
to Whittier College and will support your efforts as you move forw:

Sincerely,

Ay /&,4/1«/

May Yee Kwan
Public Relations Director

She provides a meaning-

ful reason for the negative
response, without apologizing
(because the company is not
at fault).

Her close emphasizes
the importance of the
relationship and the
company’s continuing
commitment.
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GRADING RUBRIC

Criterion

Excellent

25-20

Very good
20-15

Good
15-10

Satisfactory
10-5

Poor

5-0

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.

Content: Includes all the
required elements of the
negative email with indirect
approach.

Coherence. Ideas are logical
and clear. Transitions are used
to facilitate smooth flow.

The tone is appropriate;
language is not too formal or
too casual. The language used is
correct, appropriate word
choice, grammar, and
punctuation.





