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Writing Routine and Writing Routine and 
Positive MessagesPositive Messages
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Positive MessagesPositive Messages

The ThreeThe Three--Step ProcessStep Process

PlanningPlanning CompletingCompletingWritingWriting
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Analyze Situation

Gather Information

Select Medium

Get Organized

Revise

Produce

Proofread

Distribute

Adapt to 
the Audience

Compose
the Message

Routine RequestsRoutine Requests

State the Request
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Support the Request

Close the Message
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State the RequestState the Request

Use the Right ToneUse the Right Tone
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Assume Compliance Assume Compliance 

Be SpecificBe Specific

Support the RequestSupport the Request

Explain the Request
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Stress Reader Benefits

Ask Questions

Close the MessageClose the Message

Specific RequestSpecific Request
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Contact InformationContact Information

AppreciationAppreciation
and Goodwilland Goodwill

Three ImportantThree Important
ElementsElements

Three ImportantThree Important
ElementsElements
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Making Routine RequestsMaking Routine Requests

Action and InformationAction and Information
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RecommendationsRecommendations

Claims and AdjustmentsClaims and Adjustments

Action and InformationAction and Information

State the RequestMore Shared
Background

Less Shared
Background
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Internal
Audience

External
AudienceSupport the Request

Close the RequestLess 
Formal

More
Formal

RecommendationsRecommendations

State 
Your Request

Support 
Your Request
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Provide 
Your Résuméésumé

Show 
Appreciation

Provide
Instructions

Your Request Your Request
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Claims and AdjustmentsClaims and Adjustments
Expect a Fair Adjustment

e BProblem Statement
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Document all Correspondence

Re
ma

in 
Po

sit
ive

Be Professional

Details and Explanations

Specific Actions or Solutions

Routine Replies Routine Replies 
and Positive Messagesand Positive Messages

The Main Idea
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Details and Support

A Cordial Close

Types of Routine Replies Types of Routine Replies 
and Positive Messagesand Positive Messages

Requests for Action
and Information

Grants of Claims and
Requests for Adjustment
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Recommendations Informative Messages

Good-News 
Announcements Goodwill Messages
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Requests for Requests for 
Action and InformationAction and Information

PromptPrompt
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GraciousGracious

ThoroughThorough

Claims and Requests for Claims and Requests for 
AdjustmentAdjustment

Who Is at Fault?Who Is at Fault?
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Your Your 
Company?Company?

TheThe
Customer?Customer?

A ThirdA Third
Party?Party?

When Your Company When Your Company 
Is At FaultIs At Fault

• Acknowledge receipt of claim 
• Take personal responsibility
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• Sympathize with the customer
• Explain your plan of action
• Repair the relationship
• Follow up with the customer 
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When Others Are at FaultWhen Others Are at Fault

Customer At Fault Third Party At Fault
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Refuse the Claim

Honor the Claim

Consider Public Relations

Honor the Claim

Honor Claim and Deny Fault

Refer to Third Party

RecommendationsRecommendations

Support PraiseSupport Praise
With ExamplesWith Examples
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With ExamplesWith Examples

Handle ShortcomingsHandle Shortcomings
With CareWith Care

Informative MessagesInformative Messages

Reminder Notices Policy Statements
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Upcoming Events

New Procedures

Workplace Changes

Shipping and Returns

Sales Discounts

Company Developments
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GoodGood--News AnnouncementsNews Announcements

Direct ApproachDirect Approach
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EmploymentEmployment
OffersOffers

News News 
ReleasesReleases

Careful Careful 
WordingWording Legal AdviceLegal Advice RelevantRelevant

InformationInformation
PublicPublic

RelationsRelations

Effective News ReleasesEffective News Releases

Pick Newsworthy EventsPick Newsworthy Events
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Focus on One SubjectFocus on One Subject

Stress Important IdeasStress Important Ideas

Keep Statements BriefKeep Statements Brief

Effective News ReleasesEffective News Releases

Minimize Verbal ClutterMinimize Verbal Clutter
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Focus on SpecificsFocus on Specifics

Exercise RestraintExercise Restraint

Follow Industry PracticesFollow Industry Practices
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Goodwill MessagesGoodwill Messages

Congratulations Congratulations Congratulations Congratulations 
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AppreciationAppreciationAppreciationAppreciation

CondolencesCondolencesCondolencesCondolences


