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e in preceding paragraphs. A subject line quickly identifics the situation. The mes-
sage begins with a clear statement of the problem. Next, in a tone that shows firmness
without anger, it tells what went wrong. Then it requests a specific remedy and asks
what to do with the damaged goods. The ending uses subtle persuasion by implying
confidence in the reader. The words used here leave no doubt about the writers interest
in a continued relationship.

Subject: Broken glass in 17 Old London lamppost lights received
Mr. Goetz

Seventeen of the 30 lamppost lights we received today arrived with glass coverings
broken.

At the time of delivery, our shipping and receiving manager noticed broken glass in
some of the cartons. Upbon further inspection, he found that 17 were in this condition. It
Wwas apparent to him that insufficient packing material was the cause of the problem.

Because we had advertised these lights for our annual spring promotion, which begins
Saturday, please get replacements to us by that date. If delivery is not possible, we
request a refund for the broken units. In either event, please instruct me on what to do
with the damaged lamps.

I'am aware, of course, that situations like this will occur in spite of all precautions. And
I'am confident that you will replace the units with your usual courtesy.

Megan Adami

CHAPTER 6 Directness in Good-News and Neutral Messages
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