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Lililumeryomtdcnce, whether it is by letter, fax, or
Lrurumtrntr|ls abyaspect of the world of commerce
umniill hmmmess- It refl ects on the competence and
;gtchrotuumalism of the personwho has written
druuffi ' " - company he or she works for. Clear,
,rffiffiuurecorrespondence is an important part
M'muummmog an effcient business, and can
pmumwufte gmdrelations. Unclear or confusing
ummpoumdence can cause many problems,
iluoudl rmrrnll llped lo misunderstandings, delays,
iluutr humfurcss, and poor relations between
uudlmilffiaals, departments, and companies..
lUMe,writing skills - whaf is written and
tumm ff mqpressed- should be as much a part
rMia hrumlmess education as accountancy or
ilMro[lnmm[xcs.

'ffi,rw @ord Handb ook of Comme rcial

'rlmrw4mldezce is intended for people who
lmdifrm write commercial correspondence in
ltnrm$rllmh as part of their work, and for students
unrhrouwless and commerce who planto make a
itmmmrmthebusiness world.It aims to provide
| .*dfjjiirnl hslp inwriting commercial
itmmspondence of all kinds, including letters,
iem@s, ffi...........![ails, reports, memos, social
fl@mqpordence, and application letters and
cwm, Iffi eglains how to write clearly and
tffimmely,and demonstrates howit is possible
tltu" hm pftite without seeming timid, direct yet
mmif murde- concise rather than abrupt, and firm
futr'mumlfi inflexible.

Ltrsms of earlier editions of this book will
mthrse $,at,while it retains the core elements
m"prewfimrs editions, this third edition has been
,wsmnsed and updated to reflect changes and
roumenolnrnents in commercial correspondence,
m pmmhcular the wider use of email in the
mmrmmessworld.

]trhe irook deals with the structure,
Mwtrlhtion, content, and style of all kinds of
mmespondence.It covers various types of
fimmmction induding enquiries, quotations,
nn'rdrftryi'$, paJrynents, credit, complaints, and
&drurorsfurxents, and provides background
rdfnumilEtion and examples of commercial
immesErondence from the main types of
umrmmmercial organization, for example banks,
fllsru]m-d$rce companies, agencies, and

companies involved in transportation,
including shipping.

For the purposes ofthis book, we have
chosen the blocked style of correspondence
with no punctuation andhave used some
representative styles of presentation and
layout.You mayfind otherways of doing
things which are perfectly acceptable, and
individual companies may have their own
preferred style for correspondence. The most
important thing is to be clear and consistent in
whateveryou choose to do.

Unit r introduces the three main kinds of
commercial correspondence - Ietters, faxes,
and emails. The characteristic features of each
are illustrated with examples, and guidance is
given on when each kind should be used. Unit z,
again fully illustrated with examples, deals
with the important areas of content and style.
Each unit thereafterfollows the same pattern:
- An introduction to the topics covered in the

unit, and an explanation of key terminology
and the functions of the organizations likely
to be involved.

- An analysis of the objectives to aimforwhen
you are writing, with, where appropriate,
Iists of alternative phrases, sentences, or
paragraphs which you can substitute in
different situations.

- Example correspondence and transactions,
together with comprehension questions
focusing on content,vocabulary style, and
the roles ofthe correspondents.

- At the end of the unit, a summary of key
information in'Points to remember'to
refresh your memory.

At the back of the book you wiII flnd:
- An answer key to the comprehension

questions.
- A new glossary of useful business and

commercial vocabulary to help you
consolidate and build your knowledge.

- A revised and extended index to help you
access information throughout the book
quickly and easily.

The accompanying Workbook provides
supplementary practice material.
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The correspondence and documents used
reflect authentic transactions and supply
information abolrt commercial practice in the
UK. The Handbook also helps you to gain a
better understanding of the sometimes
confusing roles of different commercial
organizations, e.g. merchant banks and
commercial banks, Lloyd's and other insurance
companies, The Baltic Exchange and the
Shipping Conference.

The Oxford Handbook of Commercial
Correspondence has been designedto provide
a comprehensive guide and reference to the
essential writing skills needed inthe
commercial world. Above all, we hope that this
bookwill enable youto improve yourwriting
skills so that you can approach any business
writing task with increased confidence.
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Letters
TAYOUT 1>

The letter opposite is from a private individual
in Denmarkto a company inthe UK.It shows
the basic features of a simple business letter.

Sender's address

In correspondence that does not have a
rErrERHEAD,the sender's address is placed in
the top right-hand corner ofthe page. It is also
acceptable,butless common,to place it inthe
top left-hand corner. Punctuation is rarely used
in addresses these days.

The sLocrrp srylr is the most widely
used, i.e. each line starts directly below the one
above.

In contrast with practice in some other
countries, in the UK it is not usual to write the
sender's name before his or her address.

Date

The date is written directly below the sender's
address, separated from it by a space. In the
case of correspondence with a Ietterhead
>see page rz, it is usually written on the right-
hand side ofthe page.

The month in the date should not be written
in figures as this can be confusing; for example
r.j.03 means n March zoo3 in British English,
where the sequence is day-month-year, but

3 November zoo3 in American English,where
the sequence is month-day-year.

It is acceptable to write the date with or
without the abbreviations -th and -nd,e.g.
z4th October or z4 October,and to transpose
the date and the month,e.g.Odober z4or
z4October.These are matters of personal
preference, but whatever you choose you
should be consistent throughout your
correspondence.

Inside address

The rwsrpn ADDREss is writtenbelowthe
sender's address and on the left-hand side of
the page.

Surname known
If you knowthe name of the person you
are writing to, write it as the first line of the
address. Include eitherthe person's initial/s or
his or her first given name ,e.g. Mr LE. Smith or
Mr lohn Smith, N or Mr Smith.

Counrr sy rrrrE s used in addresses are as
follows:
- Mr (pronounced /rmrsta/) is the usual

courtesy title for a man. The unabbreviated
form Mister should not be used.

- Mrs (pronounced /rmrsrz/, no unabbreviated
form) is usedfor amarriedwoman.

- Miss(pronounced/l mrs/, not an
abbreviation) is used for an unmarried
woman.

- Ms (pronounced /mrzl or /mas/, no
unabbreviated form) is used for both
married and unmarriedwomen.It is
advisable to use this form of address when
you are unsure whetherthe woman you are
vwiting to is married or not, or do not know
which title she prefers.

- Messrs (pronounced ltmesaz/, abbreviation
for French'Messfeurs', which is never used) is
used occasionally for two or more men, e.g.
Messrs P. lones and B.L Parker, but more
commonly forms part of the name of a
company, e.g . Messrs Collier, Clark & Co.ltis
rather old-fashioned.

Other courtesytitles indude aca'demic or
medical titles, e.g. Doctor (Dr ), Profe ssor (Prof.);
military title s, e.g. Captain (Capt.), Major (Maj.),
Colonel (CoI.),General (Gen ); and aristocratic
titles, e.g. Sir, D ame, Lord, Lady. Sir means that
the addressee is a knight, and is always
followed by afirst name, e.g.Sir lohnBrown,
never Sirl. Brown or Sir Brown. It should not be
confused with the saruran roN Dear Sir.

Esq., abbreviationfor Esquire, is seldom used
now. It can only be used instead of Mr, and is
placed after the name. Do not use Esq. and Mr
at the same tlme,e.g.Bruce Hill Esq.,Nor Mr
BruceH\IIEsq.

All these courtesy titles, except Esq., are also
used in salutations >see page 10.



!tffiaddrcss

Its

alEdrcss @ Compuvisionltd
WarwickHouse
WarwickStreet
Forest HiIl
Iondon SE23 lIF

.UK

line @ FortheattentionoftheSalesManager

lruirn @ DearSirorMadam

fffdthe letter @ Please would you send me details of your DVD video systems.
I am particular$ interested in the Omega range.

,Uclose @ Yoursfaithfully

Itrrue @ B. Ka"a,eW
(Ms)B.Kaasen

o

@ 6May2o- I
I
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Note that a full stop is often used at the end
ofthe abbreviation ifit takes the form ofthe
first few letters of the word , e .g. Prof . (Professor) ,
but is not necessary if it takes the form ofthe
first and last letter of the word, e.g. Dr (Doctor).
However, some people preferto write, e.g.Mr.,
Mrs., with a full stop. Again, whatever you
choose to do, you should be consistent
throughout your correspondence.

Jobtitle known
If you do not know the name of the person you
are writing to, but know their job title, you can
use that, e.g. The Sales Manager,The Finance
Dire dor, in the inside address.

Department known
Alternatively, you can address your letter to a
particular department of the company, e.g. Ihe
SaIe s D epartment, The Accounts D ep artment.
>see letter on page 43.

Company known
Finally, if youknow nothing aboutthe
company and do not knowwhich person or
department your letter should go to, you can
simply address the letter to the company itself,
e.g. Compuvision Ltd, Messrs CoIIier, Clark & Co.

Order of inside address
Afterthe name of the person and / or company
receiving the letter, the recommended order
and style of addresses in the UK is as follows:
- Name of house or building
- Number of building and name of street,

road, avenue, etc.
- Name of torr'r-n or city and postcode
- Name of country

IndustrialHouse

34-4t Craig Road
Bolton
at4 8rr
UK

In other European countries, the number of the
building may be placed after the name of the
street.It is also common to substitute the name
of the country with an initial before the district
code number. These two examples are from
Italy and Germany ('Deufs chland') respectively.

Facoltd di Medicina
ViaGentile$z
t-7otoo Bari

Le hr s chule filr B o de nkun d e
Amalienstrasse
p-8oooo Mdnchen4o

It is simplest to follow the above order and
style, though variations are possible: for
example the name of the county, e.g.
Lancashire,may, if known, be included onthe
line below the name of the town or city; the
postcode may be written on a separate line; the
name of the tovun, as well as the country,tnay
be in capital letters >see also page 14.

Attention line

An alternative to including the recipient's
name or job title in the address is to use an
ArrENTroN LrNx >see letteron page 9.

Salutation

Dear Sir opens a letter written to a man whose
name you do not know.

Dear Sirs is used to address a company. (In
American English a letter to a company usually
opens with Gentlemen.)

Dear Madam is used to address a woman,
whether single or married, who;e name you do
notknow.

Dear Sir or Madam (or Dear Sir / Madaml is
used to address a person when you do not
know their name or sex. Notice that Ms Kaasen
in the letter on page 9 uses this form, i.e. she
does not assume that the sales manager of
Compuvision Ltd is a man > see also page 36.

Whenyou knowthe name of the personyou
are writingto,but do not knowthemwell, the
salutation takes the form of Dear followedby a
courtesytitle andthe person's surname. Initials
or first names are not used with courtesy titles,
e.g.Dear Mr Smith,xor Dear Mr I. Smith or
Dear Mr lohn Smith. Business associates who
you knowwell can be addressed using just
their first nam e, e.g. De ar lohn.



A comma afterthe salutation is optional, i.e.
Dear Mr Smith, or D e ar Mr Smif h. (ln American
English a colon is usually used after the
salutation, e.g . Dear Mr Smith:, Gentlemen:).

Body of the letter

The blocked style is the one most often used for
the body ofthe letter. It is usual to leave a line
space between paragraphs.

Complimentary close

If the letterbeginsDear Sir,Dear Sirs,
Dear Madam,or Dear Sir or Madam,lhe
coMplrME NTARy cLo s E should be Yours

faithfully.
If the letter begins with a personal name,

e.g. D e ar Mr lame s, D ear Mrs Robinson, or
Dear Ms Jasmin, it should b e Yours sincerely.

Aletterto someone youknowwell may
close withthe more informalBest wishes.
Note that Americans tend to close even formal
letters with Yours truly orTrulyyours,which
is unusual inthe UKin commercial
correspondence.

Avoid closing with old-fashioned phrases,
e.g. We remain yours faithfully, Re spe ctfully
yours.

A comma afterthe complimentary close is
optional, i.e. Yours faithfully, or Yours faithfuny.

The complimentary close is usuallyplaced
on the left, aligned under the rest of the letter.

5ignature

Always type yolu narne and, if relevant, your
job title, below your handwritten signature.
This is known as the srcwarunr srocx. Even
though you may think your handwriting is
easyto read, letters such as a, e, o,r, and v can
easilybe confused.

It is, to some extent, a matter of choice
whether you sign with your initial/s,
e.g. D. Jenkins, or your full given name,
e.g.David lenkins, and whether you include
your courtesy title in your signature block as
in the letter on page 9. But if you include
neither your given name nor your title, your
correspondent will not be able to identify your
sex and may give you the wrongtitle when he
or she replies.

ID

o

-5iix
o

-ht=
CL
o
3
t=

TITLE STATUS COMPIIMENTARY CLOSE

Mr married or umarried male Yours sincerelv

Mrs married female Yours sincerely

Miss unmarriedfemale Yours sincerely

Ms married or unmarried female Yours sincerely

Sir

medical/academic/military
e. g. DrlProfessor/General

male - name not known Yours faithtully

female -name not knornm Yours faithfully

when unsure whetheryou
are addressing male orfemale

Yours faithfully

these titles do not change whether Yours sincerely
addressing a male or female

Madam

Sir/Madam
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LAYOUT 2 >

Opposite is the company's reply to the letter
from the prospective customer in Denmark.
It shows some more features of atypical
business letter.

Letterhead

The printed letterhead of a company gives a
great deal of information about it.

Type of company
The abbreviationltd after a company's name
indicates that it has r,rru rrr p r,ras r rrry. This
means that the individuals who own the
company, or part of it, i.e. the shareholders, are
only responsible for their holding (i.e. the
capital they have contributed) if the company
goes bankrupt. In other words, it indicates to
people giving the company credit that in
bankruptrythey can only be paidback from
what the company owns, and not from the
personalfunds of its shareholders.

The abbreviationprc (nuat tc LIMrrED
cotte.a.Nv) is usedto showthat a company's
shares can be bought and sold by the public,
unlike the shares of private limitedliability
companies. In the USA the term r.nrc.
(tN co ne onarro) is used.

CompuvisionLtd
SP Wholesalers plc
Hartley-Mason Inc.

The abbreviationaar.a (*) co.indicates that
a company is a partnership between two or
more people. (And is usually vwitten as an
ampersand (&) in English company names.) If
the company is a family co ncern, S on/ s, Br os
(Brothers),or Daughter/s may be added.
Partnerships mayhave limited liability or
unlimited liability.

F. Lynch & Co.Ltd
R.Hughes &Son

Ifneitherltd nor & Co. appear after a
company's name, then it may be a sorr
TRADxR, i.e. a person who owns and runs a
business on their own.

Board of Directors
The name of the chairman (inthe USA,the
president),who runs the concern, may be given,
as well as the names of the directors, who
decide the overall policy of the company.
The managing director (inthe USA, and
increasingly in the UK, termed the chiel
executive oficer or cto),who takes an active
role inthe day-to-day running of the company,
may be mentioned if he or she is not the same
person as the chairman. In the UK, the
chairman runs the Board of Directors while the
Chief Executive Officer runs the company.

Address
In addition to the address of the office from
which the letter is being sent, the letterhead
may also give the address of the head office or
registered office, if different, andthe addresses of
any branches or other offices the company ornms.

Telephone and fax numbers will also be
included and, if relevant, email andwebsite
addresseg. A cable (telegram) address may also
be included. It is important to remember that
although the majority of companies are
connected to the Internet, there are many
countries where fax and cable are still
important ways of transmitting information
or, where banks are concerned, money.

Registered number
This usually appears in small print, sometimes
with the country or city in which the company
is registered.

IntheUK,thevar (varur aooro rax)
number may also be given >see, for example,
the letter on page 56.

References

Rrrrnrrvcrs are often quotedto indicate
what the letter refers to (Your ref .) and the cor-
respondence to refer to when replying (Our ref .).

References may either appear in figures, e.g.
66t/t7,where 66t may ref.er to the number of
the letter and rTto the number of the
department, or in letters, e.g.oslu.n, as inthe
letter on page r3, where os stands for Donald
Sampson, the writer, and rrar for his assistant,
MaryRalmor.



o Comp$vision Ltd Warwick House
Warwick Street
Forest Hi l l
London
sE23lJF

Telephone +44(o)zo 8566 r86r
Facsimile +44(o)zo 8566 r385
E m a i I staff @ comvi s.co. u k
www.comvis.co.u k

Your ref. 6 May 20-

@ Your ref. DS/MR
Date llMay2O-

Ms B.Kaasen
Bredgade 51
DK1260
CopenhagenK
DENMARK

DearMsKaasen,

Thank you for your enquiry.

I enclose our catdogue and price-list for DVD video equipment . You will
findfull details of the Omega range onpages 31-35.

Please contact us if you have any fudher questions or would like to place
an order.

We lookforward to hearing from you.

Yours sincerely,

M*/ Ra/rwr
p.p. Donald Sampson

Sales Manager

Enc.

Chairman John Franksoee.
Dircctors 5.B.Allen lr.sc. N.lgnot R. Lichens B.A
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Note that the Your Ref. in the letter on
page 13 is a date, as Ms Kaasen did not give
any reference in her original letter.

Per pro

The abbreviation p.p. sometimes appears in
signature blocks.It means nza eno,i.e.for and
on behalf of , and is used by administrators or
personal assistants when signing letters on
behalf of their managers.

Job t i t le

When sending a letter or email on behalf of
your company, it is a good idea to include your
job title in the signature block, especially if
your recipient has not dealt with you before.

Enclosures

If there are any documents enclosed with a
letter, although these may be mentioned in the
body of the letter, it is also common to write
Enc. or EncI. below the signature block. If there
are a number of documents, these can be
listed, e.g.:

Enc.
B|II of lading $ copies)
Insurance certificate (t copy)
Certificate of origin A ropy)
B|II of exchange (t copy)

LAYOUT 3 >

The final letter in this section shows some
further features of a business letter.

Pr ivate and conf ident ial

This phrase may be written at the head of a
Ietter and, more important, on the envelope, in
cases where the letter is intended to be read
oniy by the addressee.

There are manyvariations of this phrase,
e.g. C o nfide ntial, Strictly confi.dential,but little
difference in meaning.

5ubjee t t it le

A suslrcr rrrr,r atthe beginning of aletter,
directly after the salutation, provides a further
reference, saves introducing the subject in the
first paragraph, immediately draws attention
to the topic of the letter, and allows the writer
to refer to it throughout.

It is not necessary to begin the subject title
with Re. (w ith r e g ar d t o), e.g. R e. : Ap pli c atio n fo r
the post of web designer.When sending email
messages this may even be confusing as.n.E is
shortfor reply >see page48.

eopie:

When copies are sent to people other than the
named recipient, c. c. (carao.rrr coev) is added,
usually at the end of a letter, before the name/s
ofthe recipienti s ofthe copres.

Sometimes you will not want the named
recipient to know that other people have
received copies. In thls case, B. c. c. (nt tNo
:ARBoN copv), and the name/s of the
recipient/s, are added on the copies themselves,
though not, of course, on the top copy.

These abbreviations are used in email, and
mean exactlythe same thing >see page 21.

ADDRESSING ENVETOPES

Envelope addresses are written in a similar
wayto inside addresses >see pages 8-ro. But in
the case of letters within or for the UK, the
name of the town and the country are written
in capital letters, and the postcode is usually
written on a Iine by itself.

Mr G.Penter

49 MemorialRoad
ORPING?ON

Kent
an6 9ua

MessrsWBrownlow & Co.
6oo Grand Street
LONDON

wtN guz

UK

14



WarWick House
Warwick Street
Forest Hi l l
London
sE231JF

Telephone +44(o)zo 8566 r86r
Facsimile +44(o)zo 8566 r385
Email slaff @comvis.co.u k
www.comvis.co.u k

Your ref.
Your ref. DS/MR

Date 21 September 20-
Ms B. Kaasen
Bredgade 51
DK1260
CopenhagenK
DENMARK

Private and confidential

DearMs Kaasen

Non-palrment of inv oice 322 | L7

It appears from our records that, despite several reminders, the above
invoice remains unpaid. Unless the account is cleared within 14 days from
the date of this letter,we shalltake legal action.

Yours sincerely
t t  -00lUld, JAJ4,W)ru

Donald Sampson
Sales Manager

@ c.c. Messrs Poole & Jackson Ltd, Solicitors

Chairman John Franks oer

Directots S B Allen M-sc- N.lgnot R. Lichens B.A

Comp*rvis{wm Ltd
|D
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@ Subjecttit le
I

@ Copies
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Faxes

I  NTRODUCTION

The word/ax comes fromlfacsimile, which
means an exact copy or reproduction.Iike
email,thewordfax canbeused as a noun,
e.g.I sent aJax or as a verb ,e.g.We willfax

you wh e n we hav e the inJormation.
A fax message is usefui when speed is

important and the recipient does not have
email. It is especiallyusefulfor documents
containing diagrams or drawings. Like email,
a fax can be sent quickly to many different
recipients at the same time. However, again
like email, fax is an open system, i.e.
correspondence can easily be accessed by
outsiders, so it should not be used for
confi dential information.

When sending handwritten fax messages,
use a dark colour and make your writing large
and clear.

As faxes are copies of documents, they
cannot be used when the originals are
required. For example, an original rrrr or
LADTNG gives rrrlr to goods (i.e. you would
own the goods if you had the bill in your
possession), and would not be valid if it were a
faxed copy.

Faxes have been'court tested', and they tend
to be accepted in legal cases, along with letters,
as evidence in certain areas of international
trade. However, an email containing similar
information might not be considered valid
under certain circumstances.

Difierent fax machines offer a wide range
of facilities, including repeat dialling if the
receiver's fax machine is engaged; a
transmission report which gives details of the
time, date, sender, receiver, number of pages,
duration, and result; a verification mark at the
foot ofthe page to confirm the fax was sent;
and a number memory for frequently used
numbers. Check the manual of your fax
machine to find out what functions it can
perform.

It is also possible to send a fax from a
computer.

Preparin g for transmission

Check that you have the correct fax number.
Check that the paper on which your message is
printed or written is suitable. If it is too big, too
small, or in poor condition, photocopy the
message on paper that can be accepted by the
fax machine. Before using the machine, check
that you know how to dial, cancel, clear a paper
jam, and send.

When you send a fax it is a good idea to use a
fax transmission cover form. This will help to
ensure that the fax reaches its i.ntended
recipient safely. Most companies use their own
headed fax transmission form, but you can
easily create one for yourself, e.g.:

BRrrrsH cnvsrtt Ltd.
Glazier House
GreenLane
Derby
DE1 7RT

FAX MESSAGE

To:
From:
Fax no.:
Subject:
Date:
Page/s:

STYTE

Generally, faxes are similar to letters in style,
Ievel of formality, andthe use of conventions .
However, a fax may be shorter and the
Ianguage more direct,like an email, as there
is a time element in the cost of sending them.
As with email messages, beware of using too
informal a tone with customers or suppliers
you do not know well.

r6



F. Lynch & Eo. Ltd

Fnx messuqe
To D. Causio, Satex S.p.A.

From L.Crane

Faxno. (06)481,5473

Subject Replacement of damaged order no.7UI8

Date 19 October 20-

Pagels 1

This is an urgent request for a consignment to replace the above order,
which was damaged during delivery. We informed you about this in our
letter of 15 September.

Please airfreight the following items:

Cat.No. O_uantrty
R30 50
R20 70
N26 100

The damaged consignment will be retumed when we receive the
replacement.

?eh/ Aa*t"o
Peter Crane
ChiefBuyer

Head Offce
Nesson House
NewellStreet
Birmingham
833EL

Telephone: +44 @lzt 46 657r
Fax:+44(o)21 458592
Email: pcrane@lynch.co.u k
www.lynch.com

Advice of damaged
consignment

This fax is from Lynch
& Cqwho received a
damaged coHsrcNMENT
andweretold bytheir
supplier, 5atex 5.p.A., to
return it >see page ro6.
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frrponr to
lmportr/r cnqulry

This isafaxfrom
British Crystal to their
rc e rrs,5.A. lmporters,
in SaudiArabia >see
correspondence on
pagesrT4-176.

This fax is quite
formal in style as the
companies have just
started their business
relationship. Notice
how Mr Oliver'sells'
the producttothe
importers. rSee also
Bdtish Crystal'sfaxed
enquiryto Universal
Airways and the letter
replyon pagesD4-r95.

CTAZIER HOUSE.GREEN tANE .DERBY DEl lRT

TETEPHoNE: +44 @)133z 45790.FAcsrMrLE: +44 (o)r332 5r977
Email: oliverh@crysta l.com . www.britishcrystal.com

FAX MESSAGE

To S.A.Importers

Faxno. (966) 1 34981

Date 16 August 2G-

From H.Oliver,MarketingManajer

Subject French Empire designs

Page/s 5,includingthisone

Thank you for your enquiry about our French Empire range of drinking
glasses. There is a revival ofinterest in this period, so we are not surprised
that these products have become popular with your customers.

I am sendingwiththisfaxpp.l-4 of our catalogue with CIF Riyadhprices,
as you saidyouwould lil<e an immediate previewof this range.Iwou-ld
appreciate your comments on the designs with regard to yow market.

I look forward to hearing from you.

H. Olin?l
H.Oliver(Mr)
Marketing Manager

r8



To JohnMalcovitch,ChiefEngineer

From Tosin Omosade, United Drilling Inc. Managing Director

Fax 273-890-0740

Topic Drilling Heads

No.ofpages 1-5

Fax

Block D.5urulere lndustr ial Road
Ogba. lkeja.Lagos

&&$Ewm&mrru
ffixpXm**ffi&Awx3
ffimxvnpffiryruW

Telephone (+44) t 4836o829 /4/ 5
Facsimile (44) t 4837 oot

Fax accompanying
an order

With this fax, an
importer is sending
an off icial order and
specif icat ions for the
dr i l ls  he requires.  He
saysthatacoNFrRMED
LETTER oF cne orr  wi l l
be opened once he has
the suppl ier 's
COMMERCIAL INVOICE.

Notice that the fax is
copied to his company's
accountant, and also the
chief engineer.
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c.c. KwameAdeole (Accountant)
Vidal Lamont (Chief Engineer)

Pages2-4 ofthis fax are specifications for the exploration drilling heads
that we discussed on your visit here in October. Could you please supply

, these heads as soon as possible?

I am also sending our official Order No NI f2O-1046.I shall make
arrangements to open a confirmed letter of credit with the Nigerian
International Bank as soon as you have sent me your invoice and details of
shipment.

I look forward to hearing from you.

Tosin0runsa"dp
TosinOmosade (Mr)
Managing Director

r9



JI
G
E
o

!
tr
G
5oxe
o

o

Emails

INTRODUCTION

Email (shortf.or eleetronic mcil) is a means of
sending messages between computers.

To send and receive email you need access to
the Internet. An Internet Service Provider (r s n)
will provide you with connection software,
which is often free. This will give you Internet
access, storage for incoming mail, and the
capqbilityto read your messages. Finally, you
need email software, generally already
installed in modern computers, so that you can
write, send, receive, and read messages.

Adva ntager

There are numerous advantages to email.It is
personal and easy to use. It can be used both
within and between companies, and is an
effective wayto communicate quickly and
easily with people all over the world. It is
especially useful for short messages and for
everyday correspondence, e.g. setting up a
meeting, passing on information, and making
or replying to a request.

You can pick upyour email messages,
even when you are travelling, via a laptop or
palmtop. With compatible systems,you can
access text and graphic documents, and
spreadsheets. And whatever you send or
receive can be quickly and easily filed.

Disadvantages

The disadvantages of email include technical
problems which may result inthe unexpected
non-delivery of messages, or attachments
arriving in unreadable form. A non-technical
disadvantage is that, paradoxically, the ease
with which messages can be sent results in
Iarge amounts of 'junk' and unnecessary
communication, which waste time.

As with faxes, a major drawback is the lack
of privacy and security. Do not use email to
communicate confidential information. It is
sometimes said that an email message is like
a postcard - anyone can read what you have
written. However, digital signing and
encryption (coding data, so that it can only be

read by authorized users), which both work
along similar lines, make email more secure.

Emai land other formr of

correrpondence

There are several areas ofbusiness
communication where more traditional forms
of correspondence are still the most suitable.
For example, personal and sensitive
correspondence such as messages of
congratulation, condolence, or complaint are
usually best done by letter. Confirmation of
contracts, memos which are confldential and
must be signedto acknowledge receipt, and
any correspondence which may be needed for
legal or insurance purposes should not
normally be sent by email. You might find a job

on the Internet, but most companies would
still expect your application to consist of a
completed form with a covering letter.

Emai laddreres

Typical email addresses Iook like this:

dfranks@intchem.co.no
corneyg@kingsway.ac.uk

The first part of the email address is usuallythe
surname and initial of the person you are
contacting, or the name if itjs a department, or
a shortened version ofit. The second part,
which appears immediately after the @ (at), is
the name of the rsn or organization, or again
an abbreviation of it. Usually, the last part of
the address includes the domain name suffixes
referring to the type of organization (e.g.'.co'

for'company','.ac' ('academic') for a university)
and to the country from which the message
was sent (e.g.'.no'for Norway,'.uk'for the
UnitedKingdom).

Other examples of domain name suffixes
referring to types of organization include:

.biz business

.gov government ofice

.org non-profit-making organization
(e.9. a charity)

.pro profession (e.g.medicine,Iaw)



If the name of a country in its main language
differs significantlyfrom its name in English,
this is reflected in its domain name suffx, e.g :

.de Deutschland(Germany)

.es Espafia (Spain)

.za Zuid Afrika (South Africa)

LAYOUT '

Below is a typical email message.

i1 ' . , tL l I t  I  l r ) l l l l  l l l I l l

The header gives essential information about
the message.In addition to the basic details
shown in the sampie, it may include:

c.c.
This stands for carbon copies, which means
much the same as it does on a letter
r.see page 14. Here you insert the email
addresses of anyone you want to send copies
of the message to.

b.c.c.
This stands for blind carbon copies, which, as
in a letter, you should use if you do not want
the main recipient to know who has received
copres > see Page 14.

Attachments
Icons of anyarrAcHMENrs wil l appearhere.

The amount of header information, and the
order in which it appears, will vary according
to the software being used, so do not worry if
the messages you send and receive do not look
exactly like the one in the example.

\1 '  ' , '  r r ' , '1,1 ' t

The presentation of the text in an email is
usually less formal than in a letter. In this
example Ms Kaasen has used the formal
DearSir / Madam,but she could simplyhave
headed her m essage For the attention of the
Sales Manager. Rather than ending with
Yoursfaithfully, she uses the less formal
I lookforward to hearing Jromyou.

\ , ' r r - r t11i ,

This is like the signature block in a letter,
although it usually includes more details, e.g.
the sender's company or private address, and
telephone and fax numbers. You can program
your email software to add your signature
automaticaliy to the end of outgoing
messages.

o
ID

iixo
!,
I
cl
o
3
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I  Header informat ion

', I Message text

Subject:

f )  Dear Sir /  Madam

Please would you send me details of your quad sound systems, advertised in the
Apriledition of 'Sound Monthly'?

I am particularly interested in the Omega range.

I look fonvard to hearing from you.

O Beatrix Kaasen (Ms)
Bredgade 51
DK 1 260
Copenhagen K
Tel / Fax: (+45)741583
Email: kaasenb@intertel.net,dk

r I  Signature block
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STYtE

Email is a relatively recent development, and
because it is perceived as a quick and informal
means of communication, people are often
unclear about the style and conventions they
should use in business situations.

As a general rule, although email
correspondence may tend towards informality,
it shouldfollowthe same principles as any
other form of business correspondence.

Here are some basic tips about style:
- In general, email messages follow the style

and conventions used in letters or faxes. For
example,you canuse salutations such as
Dear Mr Pinto or DearTom,and
complimentary closes such as Yours sincerely
or Bestwishes. However, if you knowthe
recipient well, or if you are exchanging a
series of messages with one person, you may
dispense with the salutation and
complimentary close.

- Do not confuse personal messages with
business messages.In a business message,
the same rules of writing apply as for a
Ietter: write clearly, carefuIly, and
courteously; consider audience, purpose,
clarity, consistency, conciseness, and tone.

- Use correct grammar, spelling,
capitalization, and punctuation, as you
would in any other form of correspondence.

- Do not write words in capital letters in an
email message. This can be seen as the
equivalent ofshouting andtherefore have a
negative effect. If you want to stress a word,
put asterisks on each side of 1t, e.g.* urgent*.

- Keep your email messages short and to the
point. People often receive a Iot of emails at
work, so conciseness is especiallyimportant.

- In general, limit yourself to one topic per
message. This helps to keep the message
brief and makes it easier for the recipient
to answer, f,le, and retrieve it later.

- Check your email message for mistakes
before you send it, just as you would check
a letter or a fax message.

E rrr . r  i  |  . r  bbrcvr.r t iorrr

TLAs (three-letter acronyms)
In order to keep email messages short, people
sometimes use abbreviations for common
expressions, just as they do in text messaging.
These are known as TLAs (three-letter
acronyms), although some of them are more
than three letters long. Here is a list of some
of the most commonlyused TLAs:

AFAIK asfaraslknow
BFN byefornow
Brw bytheway
coB close ofbusiness
FYr for your information
row inotherwords
NRN no reply necessary
oroH ontheotherhand

Use TLAs with great care, and onlywhen
you have estabiished a friendly, informal
relationship with your correspondent. They
should not be be used in letters and faxes.

Emoticons
Emoticons (a combination of the words
emotion andicon), also know as smileys,are
often used in informal email correspondence.
They express emotions which may not be
evident from the words alone, e.g.:

-) 
a smile

-( 
afrown

;)  awink

On the whole. it is better not to use them in
business messages, as they may be considered
unprofessional, especially ifyou do not know
the recipient weII or are not sure that he or she
will understand them.
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Asking for an
estimate

Here is an example of
an emai l  askingforan
Esrt MATE to ref i t  a
store.There are three
attachments. Notice
that the ema i l  is q u i te
short.  l t  is acceptable,
as here, to omit the
salutat ion and the
complimentary close
when the sender and
recipient have been in
touch with each other
previously.

ro... I- I

Plan of oremises list Architect'sdrawinos

r,Vith reference to our phone conversation this morning, I would l ike one of your

representatives to visit our store at 443 Halton Road, London, SE4 3TN, to give an estimate
for a complete refit. Please could you contact me to arrange an appointment?

As I mentioned on the phone, it is essential that work is completed before the end of
February 20-, and this would be stated in the contract.

I attach the plans and specifications.

Jean Landmpn (Ms)
Assistant to K. Bellon, Managing Director
Superbuys Ltd, Superbuy House
Wolverton Road, London SW16 7DN
Tel.: 020 8327 1651
Fax: 020 8327 1935
j. landman@superbuys.com

Actions

Peter Lane

Refit of Halton Road store

2t
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arrangements for
an estimate

Peter Lane repl ies to
Jean Landman, copying
the message to the
surveyor,John Pelham.
Notice that this message
fulf  ls the requirements
for correspondence
deal ing wi th an enquiry,
i .e. the reply is sent as
soon as possible and
covers the points
ment ioned in the
enquiry.The style is
qui te informal but st i l l
pol i te and businessl ike.

The letters RE: appear
before the subject t i t le
in the header
information. Th is
indicates that Peter La ne
has selected the'reply'
opt ion.The or ig inal
message appears below
his reply.

Dear Ms Landman

Our surveyor, John Pelham, is available to inspect the premises and discuss your exact
requirements. Could you please contact John on jpelham@wemshop.com, or on his mobile
(71292 89541), to arrange a convenient t ime for him to visit the store?

From your attached specifications, I estimate the work could be completed within the time
you give, and we would be wil l ing to sign a contract to this effect.

Peter Lane
Director, Wembley Shopfitters Ltd
Wycombe Road, Wembley, Middlesex HAg 6DA
Teleohone: 020 8903 2323
Fax:020 8903 2349
Email: plane@wemshop.com

- Original message -
From: Jean Landman

To: Peter Lane
Subject: Refit of Halton Road store

Dr:al  L4t  N-;  i r  re

V\ i  ih relerence [u c)Ln plrorre conve;tsert iotr t fns rr ] i ) r  r r i ! t ,  lwrrrr i r . l  l ihe one oi  t ,o,rr

rr i r rcsdr- l td lves[DVrsrtouIsturc;r t  214- i l - la l i l r r  ] - i i i : i i i  t . . , r r r jotr  i , .L-4i i  i l ! ,Lc,giv*arI

i :sI i r i la i lu t r , r r  a i  cOi l tp lete rel i t  Pteerse ct iLr l t . i  y l rLr  i . r , r r t l l tc l  iTtc io alr [ i ] i l1{Jr l  ( i r - r  . r1;p0i i l l r i tcr t t '?

, / ! r . ;  I  r i rL i iL i . ; led orr  i i re 6.r l ronc.  i i  r : ;  esserr l i ; t l  l l r . r t  woi i l r  js  i r ( ) l r i l lc . ted beiore i i re erLl  t r l

I  r i . l l  Lt . l t , ,  , ,4 - .  at  rc l  L i l iS;  l ,VOft lCl  l t t . :  r , t : .at l r ld l r t  t i l , . j  ( l { . } l  i l / t r r - 'L

I  er l tacfr  l l rer  p l l r r rs : rnr . i  speci f icaLronl ;

Je.an L ai l ( i i ' i r :1 i  i  (  l \ /  s)

A.. i . r . r r r i  l . . r  l {  l lo l l r rn i \ r i ' - r r . , l r r . r  l r r r :n lnr 1

Refit of Halton Road store
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RE: Sato lnc

Dear Mr Rubain

> Please find answers to your queries below.

How long has the company been in business?
> The company has traded for 24years under its current name.

How many showrooms does it have?
> lt has a chain of 30 showrooms throughout the country.

What is its turnover every year?
> lts registered turnover this year was $410 mill ion.

Will i ts products compete with mine?
> lt specializes in foreign cars - yours wil l be unique to your country.

How is it regarded in Japan?
> lt has an excellent reputation.

I hooe this information is useful.

Kyoko Mamura (Ms)
Assistant to Trade lnformation Officer
Sakuragi Bldg, Minami Aoyama, Minato-ku, Tokyo 109
Tel: (+61; 3 4507 6851
Fax: (+31; 3 4507 8890
Email: mamurak@tcha.com.jp

l l l l : l i i

Asking for
informatIon

A company has emai led
their localcHAMBER oF
coM M E RcE to ask for
some information about
their prospective
Dr srRr BUToRs,Sato Inc.
In this reply,the answers
given bythe chamberof
commerce have been
inserted at the relevant
points in the or ig inal
message.They are
preceded by the'>'
symbol.
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Mr Cl i f fof  Homemakers
is a furnitu re
manufacturer and
suppl ies Mr Hughes's
shop with a wide range
of goods. In th is
example,  Mr Hughes
wants two new products
ON APPROVAT.

Why does Mr Hughes
want the goods on
approval?

What does Mr
Hughes think might
be required to get
goods on approval?

Actions Hetp

Order No 81463

Dear Mr Cliff

A lot of customers have been asking about your bookcase and coffeetable assembly kits
(above cat. nos). We would like to test the market and have 6 sets of each kit on approval
before placing a firm order. I can supply trade references if necessary.

I attach a provisional order (No. 81463) in anticipation of your agreement. There is no hurry,
so you can send these with your next delivery to Swansea.

Many thanks

Robert Hughes
R. Hughes & Son Ltd
Tel:01792 58441
Fax:01792 59472
Emai l :  r .hughes@huson.com

What sort  of  order , r  ls th is an urgent
has been sent, and request?
how has i t  been sent?

Cat. Nos KT3 and KT14 on approval

z6



*--ltrlx Reply to request
for goods on
approval
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Dear Mr Hughes

Thank you for your enquiry about our assembly kits. We'd be pleased to send you 6 of each
on approval. They should be with you by noon on Monday.

There's no need to supply references. The provisional order (81463) you sent is sufficient,
but please return any unsold kits in two months.

Let us know if we can be of any further help.

Richard Cliff
Director, Homemakers Ltd
54-59 Riverside. Cardiff CF1 1JW
Direct line: +44 (0)29 20 49723
Fax'. +44 (0)29 20 49937
Email : rcliff@homemakers.com
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1 Does MrCli f fagree
to send the goods on
approval?

2 What sort of
references are
required?

3 What should Mr
Hughes do with any
unsold kits?

4 What phrase does
Mr Cliff use to offer
more helo?
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Points to remember

Letters

Many of these points applyto faxes and emails
as well.

1 The layout and presentation ofyour letter
are important as they give the recipient the
flrst impression of your company's
efficiency.

2 Write both the sender's and the recipient's
address in as much detaii as possible and in
the correct order.

3 Make sure you use the recipient's correct
title in the address and salutation. If in doubt
as to whether a woman is single or married,
use Ms.

4 Do not write the month of the date in
f.gures.

5 Choose the correct salutation and
complimentary close:
Dear Sir / Madam with Yoursfaithfully
Dear Mr / Ms Smith with Yours sincerely

6 Make sure your references are correct.

7 Make sure your signature block tells your
reader what he or she needs to know about
you.

Faxes

1 Fax is an open system, so it should not be
used for confldential correspondence.

2 Write clearlywhen sending handwritten
messages,

3 Faxes are copies, and cannot be used when
original documents are required.

4 Prepare your transmission carefully before
you send it.

5 In general, the language of faxes is much like
that of letters, although faxes can be briefer
and more direct,like email messages.

Emai ls

1 Email is very fast and effective, but there are
areas where it is preferable to use letters, e.g.
personal, confldential, or legal
rortcqnnnr]cnnp

2 Email addresses usually give the name of the
person or department, then the @ (at)
symbol, followed bythe name of the
company or institution, and flnally the
domain names, which indicate the type of
organization and the country from which
the message was sent.

3 The language of emails can be quite
informal, but if you do not know the
recipient well, it is better to keep to the usual
writing conventions. You can become more
informal as you establish a working
relationship.

4 It is possible to use special abbreviations, e.g.
tres and emoticons, but do not confuse your
recipient by using abbreviations he or she
may not know or understand.

z8
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LENGTH

Too long
Too short
The r ight  length
oRDER AND SEqUENCE
Unclear sequence
Clear sequence
PLANNING

First  paragraph
Middle paragraphs
Finalparagraph
STYLE AND LANCUACE

Simpl ic i ty
Cou rtesy
ldioms and col loquial  language
CLARITY

Abbreviat ions and in i t ia ls
Numbers
Preposi t ions
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Points to remember

ng
=
rr+o
;5
l+
SJ
=

CL
UI
t+q
I

o



o

!
tr
|!

c
q,

c
o

I

tE NGTH

All correspondence should be long enough to
explain exactly what the sender needs to say
and the receiver needs to know. You must
decide how much information you put in the
Ietter: you may give too much *see the letter
on this page, in which case your letter will be
too long, or too little ' see the letter on page 3r,
in which case it will be too short. Your style and
the kind oflanguage you use can also affect
the length.

The following three letters are written by
different people in reply to the same enquiry
from a Mr Arrand about their companv's
products.

l . ) ( - )  l i i j l f .

There are a number of things wrong with this
letter. Though it tries to advertise the products,
and the company itself, it is too wordy. There is
no need to explain that stores are buying in
stock for Christmas - Mr Arrand is aware of
this. Rather than drawing attention to certain
items he might be interested in, the letter only
explains what he can already see, that there is
a wide selection of watches in the catalogue
covering the full range of market prices. In
addition, the writer goes on unnecessarily to
explain which countries the company sells to,
to give its history, and to quote its rather
unimpressive motto.

DearMrArrand

Thank you very much for your enquiry of 5 November which we
receivedtoday.We often receive enquiries from large stores and
always welcome them, particularly at this time of the year when
we knowthat you will be buying in stockfor Christmas.

We have enclosed our winter catalogue and are sure you will be
extremely impressed by our wide range of watches. You will see
that they include ranges for men, women, and children, with prices
that should suit all your customers, from watches costing only a
few pounds to those in the luxury bracket priced at several
hundred pounds. But whatever price bracket you are interested in,
we guarantee all our products fortwo years.

Enclosed you wiII also find our price list giving full details of prices
to London (incluslve of cost, insurance, and freight) and explaining
our discounts, which we think you will find very generous and
which we hope you will take full advantage of.

We are always availabie to offer you further information about
our products and can promise you personal attention whenever
you require it. This service is given to all our customers throughout
the world, and as you probably know we deal with countries from
the Far East to Europe and Latin America, This fact alone bears out
our reputation, which has been established for more than a
hundred years and has made our motto 'Time for everyone'-
familiarworldwide.

Once again, may we thank you for your enquiry and say that we
look forward to hearing from you in the near future?

Yours sincerely

2
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-ac short

lhere are a number of problems with this

-etter:

I It should have begunDear Mr Arrand and
ended fours sincerely asthe writerknew Mr
Arrand's name from his letter of enquiry.

2 Neitherthe date northe reference number
ofthe enquiry are quoted.

3 Ideally, a catalogue should be enclosed with
a replyto an enquiryabout a company's
products or indication of a website if the
companyhas one.

4 When a catalogue is sent, attention should be
drawn to items which might be of particular
interest to the enquirer. New products should
also be pointed out.

5 A price list should be included if prices are
not given in the catalogue. Any discounts
shouldbe quoted and, if possible, delivery
dates.

The r ight  length

Here is a more suitable letter. It is neither too
short nor too long. It provides all the relevant
information Mr Arrand might need, and draws
his attentionto some speciflc products which
may be of interest to him.
. See page 33 for the plan forthis letter.

Dear Sir

Thank you foryour enquiry. We have a wide selection of watches
which we are sure you will like. We will be sending a catalogue
soon.

Yours faithfully

Dear Mr Arrand

Thank you for your enquiry of 5 November.

We enclose our winter catalogue, and a price list giving details of
CIF london prices, discounts, and delivery dates.

Though you will see we offer a wide selection of watches, may we
draw your attention to pp.23-28,and pp. 31-36, where there are
styles we think might suit the market you describe? On page 25 you
will flnd our latest designs in pendant watches, which are already
sellingwell.

All our products are fully guaranteed, and backed by our worldwide
reputation.

If you need any further information, please contact us. We look
forward to hearing from you soon.

Yours sincerely
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oRDER AND SEqUENCE

As well as containing the right amount of
information,yourletter should also make all
the necessary points in a logical sequence,
with each idea or piece of information linking
up with the previous one in a pattern that can
be followed. Do not make a statement, switch
to other subjects, then refer back to the point
you made a few sentences or paragraphs
before, as inthe example.

U r ,1411*tq '  s0qrJF 11(g

This Ietter is difficult to understand because
there is no clear sequence or logical order.

e letr  !ef lut . r rcr ,

Here is a better version of the same letter. in
which the ideas and information are in a
logical order.

Dear Sir / Madam

We are interested in your security systems We would like to know
more about the prices and discounts you offer.

A business associate of ours, DMS (Wholesalers) Ltd, mentioned
your name to us and showed us a catalogue. They were impressed
with the security system you installed for them, so we are writing
to you about it. Do you give guarantees with the installations ?

In your catalogue we saw the Secure 15 which looks as though it
might suit our purposes. DMS had the Secure 18 installed, but as we
mentioned, they are wholesalers, while we are a chain of stores. We
would like something that can prevent robbery and shoplifting, so
the Secure 15 might suit us.

How long would it take to install a system that would serve all
departments? Could you send an inspector or adviser to see us soon?

If you can offer competitive prices and guarantees we would put
your system in all our outlets, but initiallywe would only install
the system in our main branch.

We would like to make a decision on this soon, so we would
appreciate an early reply.

Yours faithfully

DearMrJarry

We are a chain of retail stores and are looking for an efficient
securi\r system. You were recommended to us by ow associates,
DMS (Wholesalers) Ltd, for whom you recently installed the Secure
18 alarm system.

We need a system which would give us comprehensive protection
against robbery and shoplifting throughout all departments, and
the Secure 15 featured in your current catalogue would appear to
suit us. However, it would be helpful if one of your representatives
could visit us so that we can discuss details of the available systems.

Initially we would test the system we select in our main branch,
and, ifit proves satisfactory install it throughout our other
branches. Our choice would, of course, be influenced by a
competitive quotation and full guarantees for maintenance and
serVIce.

Please reply as soon as possible as we would like to make a decision
withinthe next few months.

Yours sincerely

2
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PtAN N I  NG

The way to make sure you include the right
amount of information, and inthe right order,
is by planning. Ask yourself what the purpose
of the letter is, and what response you would
Iike to receive. Note down everything you want
to include before you start writing, then read
your notes to checkthat you have included all
the necessary information, that it is relevant,
and that you have put it in the right order.
Here, for example, is the plan for the letter on
page 31.

rtpara. Acknowledgeenquiry
znd para. Enclose catalogue, price list

3rdpara. Draw attentiontowatches
suitable Jor Arrand, and latest
designs

4th para. Mention guarantees and
reputation

5th para. Encourage Jurther contact

Firc't Xra ragna6"rh

The opening sentence or paragraph is
important as it sets the tone of the letter and
creates a flrst impression. Generally speaking,
you would thank your correspondent for their
Ietter (if replying to an enquiry), if necessary
introduce yourself and your company, state the
subject ofthe letter, and set out its purpose.
Here are two examples of opening paragraphs.
- Thankyouforyour enquiry dated 8IuIy in

whichyou asked us about our range of
cosmetics. As you probably knowfrom our
advertising,we appealto awide age group

Jrom the teenage market through to more
mature women, and our products are retailed
in leading stores throughout the world.

- Thank youfor your letter of tg August, which I
received today. We can certainly supply you
with the industrialJloor coverings you asked
about. Enclosed you willfind a catalogue
illustrating ourwide range of products
currently used infactories and ofices
throughout the world

lMidd[e Baragnapefrs

The main part of your letter will concern the
points that need to be made, answers you wish
to give, or questions you want to ask. As this
depends on the type of letter that you are
writing, these topics will be dealt with in later
units.ln the middle paragraphs, planning is
most important to make sure your points are
made clearly, fuily, and in a logical sequence.

Ff imnIparagraph

At the end of your letter, if it is a reply and you
have not done so at the beginning, you should
thank your correspondent for writing. If
appropriate, encourage further enquiries or
correspondence, mentioning that you look
forward to hearing from him or her soon. You
may want to restate, briefly, one or two of the
most important points you made in the main
part of your letter. Here are some examples of
final paragraphs.
- Once again thank youfor writing to us, Please

contact us if you would Iike any further
information.To summarize: aII prices are
quoted crc Yokohama, deliverywouldbe six
weeks from receipt of order, and payment
should be made by bank draft I look forward
to hearing fromyou soon.

- Ihope I have covered aII the questions you
asked,but please contact me if there are any
other details you require. If you would like to
place an order, may I suggest that you do so
before the end of this month so that it can be
met in good timefor the start of the summer
season? I hope to hearfrom you in the near

future.
- We are confident that you have made the

right choice as this line is a leading seller.If
there is any advice orfurther informationyou
need, we would be happy to supply it, and look

forward to hearing from you.
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STYLE AND LANGUAGE

Sinnpl ic i ty

Commercial correspondence oft en sulTers
from an old-fashioned, pompous style of
English which complicates the message and
gives readers the feeling that they are reading
something written in an unfamiliar language.
In this letter, all the writer is trying to do is
explain why he delayed paying his account
but, because ofthe style, it is too long and is
difficult to understand.

Here is a simpler version of the letter. Mr
Aldine will be satisfied with it because it tells
him - simpiy and clearly - what he wants to
know. First, his customer uses his name.
Second, he has apologized. Third, Mr Aldine
knows his was not the only account that was
not paidwhen due, and knows why. Finally, he
has his cheque

Lot/r l r ' \ \ '

Your style should not, however, be so simple
that it becomes rude. Here is an example of a
letter that is too short and simple.

Dear Sir / Madam

I beg to acknowledge receipt ofyour letter ofthe 15th inst. in
connection with our not clearing our account, which was
outstanding as ofthe end ofJune.

Please accept our profuse apologies. We were unabie to settle
this matter due to the sudden demise of Mr Noel, our Accountant,
and as a result were unaware of those accounts which were to be
cleared. We now, however, have managed to trace all our
commitments and take pleasure in enclosing our remittance
for L2,12O,which we trust will rectify matters.

We hope that this unforeseen incident did not in any way
inconvenience you, nor lead you to believe that our not clearing
our balance onthe due date was an intention on our part to delav
payment.

We remain, yours, etc . . .

DearMrAldine

I am replying to your letter of 15 July asking us to clear our June
balance.

I apologize for not settling the account sooner, but due to the
unfortunate death of Mr Noel, our Accountant, there have been
delays in settling all of our outstanding balances.

Please fnd enclosed our chequefor L2,720, and accept our apoiogies
for any inconvenience.

Yours sincerely

DearMrRohn

I've already written to you concerning your debt of f 1,994. This
should have been cleared three months ago. You seem unwilling to
co-operate in paying us We'll sue you if you do not clear your debt
within the next ten days.

Yours. etc.

2
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-i the version of the same letter, notice the
s$istic devices that are used to make it more
:olite: complex sentences, joined by
:onjunctions, rather than short sentences
e.g. ... the balance of [,t,t94, which has been

cutstanding... rather than ...your debt of
tt,99q.This should have been cleared. . .); the
use of full ratherthan abbreviated forms

,e g.I shall have to consider. . . rather than
We'II sue ...);and the use of passive forms
and indirect language that avoids sounding
aggressive (e.g. ...for the account to be settled . ..
rather than .. . i f you do not cle ar your debt ...).

d i  onns and col loquial  language

It is important to try to get the right 'tone'

in your letter. This means that, generally
speaking, you should aim for a neutral tone,
avoiding pompous language on the one hand
and language which is too informal or
colloquial on the other.

You may setthe wrong tone byusing
the wrong vocabulary or idioms, or using
short forms inappropriately. Here are a few
examples, together with a preferred
alternative.

INAPPROPRIATE PREFERRED

FORM ALTERNATIVE

you've probably you are probably
guessed aware

you'l l get your the loanwillbe repaid
moneyback

prices are at rock prices areverylow
bottom

priceshavegone priceshaveincreased
throughthe roof rapldly

On the whole, it is better to avoid using
colloquial language or slang. Apart from the
danger of being misunderstood if your
correspondent's first language is not Engiish,
he or she may think you are being too familiar.

DearMr Rohn

I refer to our previous letter sent on 10 October in which you
were asked to clear the balance of f 1,994 on your account, which
has been outstanding since July. As there has been no reply,I
shall have to consider handing over the matter to our solicitors.

However, I am reluctant to do this and am offering a further ten
days for the account to be settled.

Yours sincerelv
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CLARITY

Your correspondent must be able to
understand what you have written. Confusion
in correspondence often arises through a lack
ofthought and care, andthere are a number of
ways in which this can happen.

Abhreviations and init ials

Abbreviations can be useful because they are
quick to write and easy to read. But both
correspondents need to know what the
abbreviations stand for.

The abbreviations crr and ros, for example,
are INcorERMs which mean, respectively,
Cost, Insurance, and Freight and Free On Board.
But can you be sure that your correspondent
knows thatp&pmeans postage and packing?

Some international organizations, e.g. rvaro
(North Atlantic Treaty Organization), are
known in all countries by the same set of
initials, but many are not, e.g. ru (European
Union) and urv (United Nations). National
organizations, e.g. in the UK, c n r
(Confederation of British Industry) and luc
(Trades Union Congress), are unlikelyto be
familiar to correspondents in other countries.

A range of abbreviations are used in email
correspondence >see page zz, but many of
them are not widelyknown.If you are not
absolutely certain that an abbreviation or set
of initials will be easily recognized, it is best
not to use it.

hlumbers

We saw on page 8 that the use of figures
instead of words for dates can create problems.

Numerical expressions can also cause
confusion. For example, the decimal point in
British and American usage is a full stop, but a
comma is used in most continental European
countries, so that a British or American person
would write 4.255 where a French person
wouid write 4,255 (which to a British or
American person would meanfour thousand
tw o hundred and fifty -fiv e).

If there is the possibility of confusion,write

the expression in both flgures and words, e.g.
fto, 57 5.9 o (ten thousand five hundr e d and
seventy-five pounds, ninety pence).

Preposit ions

Special care should be taken when using
prepositions. There is a big difference between
The price has been increased to t45o.oo,
The price has been increasedby t45o.oo,and
The price has been increasedfrom t45o.oo.

ACCU RACY

Spel l ing

Careless mistakes in a letter can give readers a
bad impression. Spelling, punctuation, and
grammar should all be checked carefully. Many
people have come to rely on the spellchecker in
their computers to ensure that there are no
spelling mistakes. But a word spelt incorrectly
mayform a completely different word, e.g.
Please give it some though (the writer means
thought); I saw it their (the writer means fhere).
A spell checkerwould miss these mistakes.
There is no substitute for carefully reading, or
proofreading a letter that you have written.

Ti t ler .  nanref"  ; lnd addresses

Use the correct title in the address and
salutation. Spell your correspondent's name
correctly (nothing creates a worse impression
than a misspelled name), and write their
address accurately.

If you do not knowyour correspondent, do
not assume that they are one sex or the other,
i.e. useDearSir / Madam ratherthanDear Sir or
Dear Madam.If you know a correspondent's
name but not their sex, use Mr / Ms,e.g.Dear Mr
/ Ms Barron.

References

When replying to a letter, fax, or email, quote
all references accurately so that it is immediately
clear to your reader what you are writing
about.

2
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Prices, measurements, etc.

Special care should be taken when quoting
prices or giving specifications such as
measurements or weights. Quoting these
incorrectly can cause serious
misunderstandings.

Enclosures and attachments

Always check that you have actually enclosed
the documents you have mentioned in your
Ietter, or attached them to your email
> see page 14. Check, too, that you have
enclosed or attached the right documents.If,
for example, the document you are enclosing is
invoice nll23r, make sure you do not enclose
invoice Yr,/2r3.

When ordering, make sure you quote the
order number correctly, especially in
international trade where mistakes can be
very expensive in both time and money.

Points to remember
1 Include the right amount of information.If

you are responding to an enquiry make sure
you have answered all the writer's questions.

2 Plan before you start writing. Make sure you
say everything you want to say, and in a
logical sequence.

3 Use a simple but polite style of ianguage.

4 Make sure that everything you write is clear
and easyto understand. Do not use
colloquial language or abbreviations that
your reader may not understand. Write
numbers in words as well as figures.

5 Accuracy is important. Pay special attention
to details such as titles and names, and
references and prices, and remember to
check enclosures or attachments.

6 Check what you have written when you
have finished. Make sure everything is as it
should be.
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39 Opening
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MAKING ENqUIRIES

A simple enquiry can be made by email,
fax, or cable. The contents of an enquiry will
depend on three things: howwellyou know
the suppiier, whetherthe suppiier is based in
your country or abroad, and the type of goods
or services you are enquiring about, There is
a difference between asking a computer
company about the cost of installing a
complex computer network and asking a
publisher about the price of a book.

f i [ ' rFi l l  l ]  j :

Teil your supplier what sort of organization
you are.
-We are a co-operative wholesale society based

in Zurich.
-Our company is a subsidiary of Universal

Business Machines and we specialize in . . .
-We are one of the main producers of industrial

chemicals in Germany, andwe are interested
\n. . .

How did you hear about the company you are
contacting? it might be useful to point out that
you know their associates, or that they were
recommended to you by a consulate or trade
association.
-We were given your name by the Hoteliers'

Association in Paris.
-Youwere recommendedto us by Mr JohnKing,

of Lawsom & Davies, Merchant Bankers.
-We were advised by Spett. Marco Gennovisa of

Milan that you are interested in supplying . . .
-The British Consulate in Madrid has told us

that you are looking for an agent in Spain to
represent you.

It is possible to use other references.
-We were impressed by the selection of

gardening tools displayed on your stand at
this year's Hamburg Gardening Exhibition.

-Our associates inthe packaging industry
speak highly of your Zeta packing machines,
and we would like to have more information
about them. Could you send us . . .

,Asl l i inrg for  catalogucsi  pr ice ldsts,  etc.

It is not necessary to give a lot of information
about yourselfwhen asking for carArocux s,
price lists, etc. This can be done by letter, fax,
or email, but remember to give your postal
address. It is also helpful to point out briefly
any particular items you are interested in.
-Could you please send your current catalogue

and price listJor exhibition stands? We are
particularly interested in stands suitable for
displaying furniture.

-We have heard about your latest equipment
inlaser surgery andwouldlike more details.
Please send us any informationyou can
supply, marking the letter'For the Attention of
Professor Kazuhiro', Tokyo General Hospital,
Kinuta- S etag ay aku, Toky o, I ap an.

-I am planning to come and study in London
next autumn andwouldbe grateful if you
could send me a prospectus and details of
yourfees. I am particularly interested in
courses in computing.

-Please would you send me an up-to-date
price listfor your building materials.

,Askfimg fon cietafi[sr

When asking for goods or servlces you should
be specific and state exactly what you want.
If replying to an advertisement, you should
mentionthe journal or newspaper andits date,
and quote any B ox NUMB E R or department
number given,e g.BoxNo. j4t;Dept 4/t28. And
if ordering from, or referring to, a catalogue,
BRocHURx, or pRospEcrus, always quote the
reference, e g. Cat. no. at4g; Item no. 351t Course
et 362.
-I am replying to your advertisement inthe

Iune edition of 'Tailor and Cutter'.I would like
to know more about the steam presses which
you are offering at cost price.

-I wiII be attending the auction to be held at
Turner House on t6 February, and am
particularly interested in the job lot listed as
Item No.35t.

EI
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-Could you please give me more information
about course Bt j6z,which appears inthe
IanguageJearning section of your summer
prospectus?

-I would appreciate more details about the
' U niv ersity C ommunications Syst e m' which
you are currently advertising on y our website -

Asking for sampleso patterns,
and demonstrations

You might want to see what a material or
item looks like before placing an order. Most
suppliers are willing to provide samples or
patterns so that you can make a selection.
However, fewwould send a complex piece of
machinery for you to look at. Instead, you
would probably be invited to visit a showroom,
or the supplier would offer to send a
representative. In any case, if it is practical, ask
to see an example of the article you want to buy.
-IAlhen replying, could you please enclose a

pattern card?
-We would also appreciate it if you could send

some samples of the material so that we can
examine the texture and quality.

-Before selling toys we prefer to test themfor
safety. Could you thereJore send us at least
two examples of the'Sprite'range?

-I would like to discuss the problem of
maintenance before deciding which model to
install in myfactory. Therefore I would be
grateful ifyou could arrangefor one ofyour
representativesto call on me withinthe next
twoweeks

-Where can I see a demonstration of this
system?

Surggest ing term5, methods of
payment, and discounts

Companies sometimes state prices and
conditions in their advertisements or literature
and may not like prospective customers
making additional demands. However, even if
conditions are quoted, you can mention that
you usually expect certain concessions and

politely suggest that, if your terms were met,
you would be more likelyto place an order.
-We usually deal on a jo% trade discount

basis with an additional quantitlt discount

for orders over 4ooo units.
-As a rule, our suppliers allow us to settle by

monthly statement and we can offer the usual
refe r e nces if ne ce s s ary.

-We would also like to point out that we
usually settle our accounts on a o /e, basis
with payment by 3o-day bill of exchange.

-Couldyoulet usknow if you allow cash
discounts?

-As we intend to place a substantial order, we
would like to know what quantity discounts
youallow.

Asking for goods o{ ' !  erpprued, l ,
( } r  ( , t r  sale or return

Sometimes retailers and wholesalers want to
see how a lIIrtr will sell before placing a flrm
order with a supplier. Two ways of doing this
are by getting goods on approval or on a sALE
oR RETURN basis.In either case the supplier
would have to know the customer well. or
would want TRADE RE FE RENcE s. The supplier
would also place a time limit on when the
goods must be returned or paid for.
-The leaflet advertising your latest hobby

magazines interested us, and we would like to
stock a selection of them. However, we would
only consider placing an order if it was on the
usual basis of sale or return. Ifthis is
acceptable,we will sendyou afirm order.

-In the catalogue we received from you last
week, we saw that you are introducing a new
Iin e in sy ntheti c fur s. lMile w e ap p r e c I at e th at
incre as ing pre s sure fr om wildlife pr ot e ction
societies is reducing the demandfor realfurs,
we are not sure how our customers would
react to synthetic alternatives. However, we
would like to try a selection of designs.Would
it be possiblefor you to supply us with a range
on an approval basis to see iJ we can encourage
a demand? Three months would probably be
enoughto establish a market if there is one.

3
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E srrmern s are quotations to complete a
job, e.g. putting a new roofon a factory or
lnstall ing machinery. TTwDERS are similar
quotations, but in written form. They are often
used when the job is a large one, e g. building a
complete factory. When the work is for a
government, or is a large undertaking, there
are often newspaper advertisements inviting
tenders.
_ ADVERTISEMXNT:

The lrish Tourist Organization invites tenders

from building contractors to erect seating for
t o, o o o pe ople fo r the Dublin Summe r
Festival Tenders shouldbe inby t March zo-,
and wiII be assessed on price and suitability of
construction plans.

-  ADVERTISEMXNT:

The Zena Chemical Company invites tenders

from private contractorsfor the disposal of
chemical waste. Only those licensed to deal
with toxic substances should apply. Further
details from . ..

A company may write crRcurAR rnrtt n s to
several suppliers, inviting offers to complete a
construction job, or to do repairs or decorating.
-We are a large chain of theatres, and would

be interested in receiving estimatesfrom
upholsterers to re-cover the seats in our
two main theatres in Manchester.

-We are writing to a number of building
contractors to invite estimatesfor the
conversion of Northborough Airfield into a
sports and leisure centre. The work will include
erecting buildings and providing facilities
such as ski slopes and parachute jumps.

The deadlinefor completion is the end of
December zo-. If you can provide a
competit ive estimate please contact us at ...

-As you may be aware from recent press
reports,we have taken over International
Motors plc and are inthe process of
automating their Hamburg factory. We are
writing to several engineering designers,
including yourselves,who we think may be
interested in converting the plant to afully
automated production unit. Enclosed you wil l

find the specifi.cations. We would welcome
inspection of the site by your surveyors,with a
view to supplying an estimate for the
reconstruction.

Usually a simple 'thank you' is sufficient to
ciose an enquiry. However, you could menti.on
that a prompt reply would be appreciated, or
that certain terms or guarantees would be
necessary
-We hope to hearfromyou in the nearfuture. 

3
-We would be grateJulfor an early reply.
-Finally, we would like to point out that

delivery before Christmas is essential, and
hope that you can offer us that guarantee.

-If you can agree to the concessions we have
askedJor,we wil l place a substantial order.

-Prompt delivery would be necessary as we
have a rapid turnover. We would therefore
need your assurance that you could meet all
delivery dates

You can also indicate further business or other
lines you would be interested in. If a supplier
thinks that you may become a reguiar
customer, they will be more inclined to quote
competitive terms and offer concessions.
-If the product is satisfactory, we will place

further orders with you in the future.
-If the prices quoted are competitive and the

quality up to standard,we will order on a
regular basis

-P rov ide d y ou c an offe r fav our able quot atio ns
and guarantee delivery within four weeks

from receipt oJ order,we wiII place regular
orders withyou.
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Note that the reference
tornnoE pnrcrs inthis
letter tel ls the
manufacturerthat he is
deal ingwith a RETATLER
or wholesaler, not a
private individual.

lf these examples
were sent as email
messages, it would be
acceptable to remove
the salutation and
cha nge the
complimentary close
f rom You rs Ja ithfu I ly to
the less formal Tha nki ng
you in advance.

Dear Sir / Madam

Please would you send me your Spring catalogue and price list, quoting CIF
prices, Le Havre?

Yours faithfully

F. Rnnl
F.Raval (M.)

Dear Sir / Madam

I would like some information about your courses in English for Business
Executives, beginning in July.

Please send me a prospectus, details of your fees, and information about
accommodation in London for the period July to December. If possible, I
would like to stay with an English family.

Yours faithfully

Y. Iwaru.ni
Ylwanami(Ms)

Dear Sir / Madam

Could you please send me details of your tubeless tyres rivhich are being
advertised in garages aroundthe country?

I would appreciate a prompt reply quoting trade prices.

Yours faithtully

Erian Wyn'ut
BrianWvmer

UI

o

-gc
E
ox

EI

Ihqr€ lhret thott

enqurrret (o.rld lrc rr'nl

by l? l t t r .  | . | r .  or  em.r, l

42



251 rue des Raimonieres
F-86ooo Poitiers Cedex

Tdlephone {+13, : 9968ro3r
T6f6copie (+1 1) 2 j41o2163
Emarl ir ge..rrC@;:lrsc (o f r

Ref. PG/AI

12May2O-

The Sales Department
R.G. Electronics AG
Havmart 601
D-50000 Koln 1

DearSir/Madam

We are a large music store in the centre of Poitiers and would like to know
more about the re-vwitable and recordable CDs you advertise in this
month's edition of 'Lectron'.

Could you tell us if the CDs are leading brand names, or made by small
independent companies, and whether they would be suitable for domestic
recording? We would appreciate it if you could sendus some samples.If
they are of the standard we require, we will place a substartial order. We
would also like to know if you offer any trade discounts.

Yoursfaithtully

P. Qirad.
P. Gerard (M.)
Manager

Replyto an
advcrtisemcnt

ln this letterthe
customer is replying to
an advertisementfor
cos in a trade journal.
The advertiser gave little
information, so the
writer asks for details.
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Why does M. G6rard
say We are a large
musicstore?

How did he hear
about the cos?

What requirements
does he suggest must
be met before he will
place an order?

What concession
does he askfor?

lf he had begun the
letter DearMr-,
what would the
complimentary close
be?

Which words in the
letter have a similar
meaning to the
following?
r most important
b typeofproduct
< large
d reduced price
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Enquirryftom a
buyhryagumt
Companies often
have agents in other
countries who sell or
buy products forthem
>see pages r59+7o.In
this email the agent ls
acting on behalfofher
PRrNcrPArs inCanada.
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John Merton

Ourref.180/MB

Dear Mr Merton

You were recommended to us by your trade association and I am writing on behalf of
our principals in Canada, who are interested in importing chinawarefrom England.

Could you send us your latest catalogue and price list, quoting your most competitive
prices?

Our principals are a large chain store in North America and will probably place substantial
orders if the qualig and prices of your products are suitiable.

Many thanks.

Linda Lowe
Director
Sanders & Lowe Ltd
Planter House, Princes Street
London ECI 7DQ
Tel.: +44 (0)207 87457
Fax: +44 (0)207 87458
Email: Llowe@sanlo.co.uk
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Enqulryftom
rntelhrto
rfionfn
rnrnufrctuu
This email is from the
Chief Buyerfor a chain
of shops in Birmingham
to an ltalian knitwear
ma n ufacturer. The buyer
explains how he got
to know about the
manufacturerl and
suggests that a quantity
discount and acceptance
of his method of
payment would
persuade him to place
an order. He is stating
his terms in his enquiry
because he feels that
asaBULKeuvrnhe
can demand certain
conditions. Butyou
will see from the reply
> page 58 that, although
the ltalian manufacturer
wants the order, he does
not l iketheterms,and
suggests conditions that
are more suitableto
him.
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Dear Sir/ Madam

We are a chain of retailers based in Birmingham and are looking for a manufacturerwho
can supply us with a wide range of sweaters for the men's leisurewear market. We were
impressed by the new designs displayed on your stand at the Hamburg Menswear
Exhibition last month.

As we usually place large orders, we would expect a quantity discount in addition to a
20o/olrade discount off net list prices. Our terms of payment are normally 30-day bill of
exchange, D/$.

lf these conditions interest you, and you can meet orders of over 500 garments at one
time, please send us your current catalogue and price list.

We hope to hearfrom you soon.

Peter Crane
Chief Buyer
E Lynch & Co. Ltd
Nesson House, NewellStreet, Birmingham 83 3EL
Telephone: +44 (0)21 236 657 1
Fax: +44 (0)21 236 8592
Email: pcrane@lynch.co.uk
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I What expression
does Peter Crane use
to indicate that Lynch
& Co. is a large
company?

What market
are Lynch & Co.
interested in?

Where did Lynch &
Co. get to know about
Satex?

I What kinds of
discount are they
asking for?

I Howwould payment
be made?

5 How manysweaters
arethey l ikelyto
order?

I  Whichwordsinthe
letter have a similar
meaning to the
following?
r selection
b presented
c fixed price
d item of cloth'ing
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Points to remember
1 Give details of your own company as well as

asking for information from your
prospective supplier.

2 Be specific and state exactlywhatyouwant.
If possible, quote box numbers, catalogue
references, etc. to help your supplier identify
the product/s.

3 Ask for a sample if you are uncertain about a
product.

4 Suggest terms and discounts, but be
preparedforthe supplierto make a counter-
offer.

5 Close with an expression such as I look

forward to hearing from you and / or indicate
the possibility ofsubstantial orders or
furtherbusiness.

3
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48 REPLYTNc ro ENo_urRrEs

48 Opening

48 Conf i rming that you can help

48'Sel l ing'your product

48 Suggest ing al ternat ives

49 Referr ing the customer to another place

49 Sending catalogues, pr ice l is ts,  prospectuses,
ano samples

49 Arranging demonstrat ions and vis i ts

50 Closing

50 CtVtNC O_UOTATtONS

50 Prices

51 Transport  and insurance costs
51 Discounts
51 Methods of payment

53 Quoting del ivery date
53 Fixed terms and negot iable terms
53 Civing an est imate
54
54
54
55
56
57
58
59
6o Points to remember
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REPTYING TO ENO-UIRIES

Opening

In an email reply, the rr: abbreviation in
the subject line automatically shows that you
are replying to a message. Therefore it is not
usually necessaryto use a salutation.
>See pages zo-z7for more on email.

However, letters are different. Mention your
prospective customer's name, e.g. if the
customer signs his letterMr B. Green,begin
Dear Mr Green,xo'r Dear Sir.

Thank the writer for his or her enquiry.
Mentionthe date of his orherletter and quote
any other references.
- Thank you for your enquiry of 6 June zo-

in which you asked about ...
- Iwouldlike tothankyouforyour enquiry of

to May zo-, and am pleased to tellyou that
we would be able to supply you with the ...

- We were pleased to learnfrom your letter of
to December that you are impressed with our
selection of . ..

- Thank you for your letter, N t t6gt, which we
receivedthis morning.

Confirming that you can help

Ietthe enquirerknownearthe start of your
reply ifyou have the product or can provide the
service he or she is asking about. It is irritating
to read a long letter only to find that the
supplier cannot help.
- We have awide seledion oJ sweaters that wiII

appealto the market you specified.
- Ourfactory would have no problem in

producing the 6,ooo units you askedfor in
your enqutry.

- We can supply ftom stock and wiII have no
trouble inmeeting your delivery date.

- I am pleased to say that we wiII be able to
supply the transportfacilities you require.

- We can ofer door-to-door delivery services.

'Sel l ing'your product

Encourage or persuade your prospective
customer to do business with you. A simple
answer that you have the goods in stock is not
enough. Your customer might have made ten
other enquiries, so remember it is not only in
sales letters that you need to persuade.
Mention one or two selling points of your
product, including any guarantees, special
offers. and discounts.
- IAlhen you have had the opportunity to see

the samplesfor yourself, we feel sure youwill
agree that they are oJ the highest qudlity;
and to see a wide selection online, go to
www.bettaware.co.uk.

- Once you have seen the Delta 8oo in
operation we know youwill be impressed by
its trouble -fre e performance.

- We can assure you that the Alpha 2ooo is one
of the most outstanding machines onthe
market, and our confidence in it is supported
by our fiv e -y e ar g uarant e e.

5uggestin g alternatives

Ifyou do not have what the enquirer has asked
for, but have an alternative, offer that. But do
not criticize the product he or she originally
asked for.
- .. . and while this engine has aII the qualities oJ

the model you askedfor, the 'Powerdrive' has
the added advantage offewer moving parts,
so reducing maintenance costs.It also saves
on oi l  as i t  . . .

- The model has now been improved.Its steel
casing has been replaced by strong plastic,
which makesthe machine muchlighter and
easiertohandle.

- Of course, Ieather is an excellent upholstery
material,but escalating costs have persuaded
many of our customerstolookfor an
alternative whtch is more competitive in
price. Tareton Plastics have produced a high-
quality substitute,'Letherine', which has the
texture, strength, and appearance ofleather,
but at less than a quarter of the cost. We feel
confident that the s amples enclose d wiII
convtnce you...
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Referring the customer to
another place

You may not be able to handle the order or
answerthe enquiry. If this is the case, tell the
enquirer and, if possible, refer them to another
company which can help them.
- I regret to say that we no longer produce the

type of stapler you refer to as there is no
longer sutficient demandfor it.I am sorry we
cannot help you.

- The book you mention is not published by
us, but by Gr e e nhill E duc ation Ltd. Their
address is ...

- We no longer manufacture pure cotton shirts
as their retail prices tend only to attract the
upper end of the market. AII our garments are
now polycotton, which is stronger, needs little
ironing, and allows variations in pattern,
which you can see on our website at
www.elegance.co.uk. However, if you are only
interested in pure cotton garments,we advise
you to contact Louis Fashions Ltd at . ..

Even if you can handle the enquiryyou may
still have to refer the enquirer elsewhere.
- We manuJacture the produd you require, but

we only de aI with wholes alers, not retailers.
Therefore,I suggestyou contact our agent,R.
L. Deprd SA, rue Montpellier 28, Paris, . ..

- Our agents inltaly are IntalS.p.A,ViaAlberto
Po e rio 7 9, Rome, E mail : <s ale s @ intal.co.it>.
They carry thefull range of our products.

Sending catalogues. price l ists,
prosPectuses, and samples

Rememberto enclose current catalogues and
price lists withyour reply. If you are attaching
catalogues, price lists, etc. to an email message,
make sure you compress them to save your
recipient's time when they download the
material. If prices are subject to change, let
your customer know.It is bad policy suddenly
to send a letter telling a customer that prices
have been increased by ten per cent after you
have quoted a firm price. And ifyou are
sending samples uworn sEeARATE covEn,let

your customer know when they are likely
to arrive.
- Pleasefi.nd enclosed our current catalogue

and price list quoting c r r prices Kobe. The
units you referredto in your letter are

Jeatured on pp. 3t-34 under catalogue
numbers y32-y37. When ordering could you
please quote these numbers? The samples you
askedfor willfollow under separate cover.

- We enclose our booklet on the Omega zooo
and are sure you wiII agree that it is one of the

finest machines of its kind. It can be adapted
to your specifications (see the section
'Structural changes'on page tz).

- We enclose our summer catalogue, which
unfortunately is only published in English.
However,we have included a German
translationfor the relevant pages (4t-4j and
hope this will prove helpful.

- . .. and we have enclosed our price list, but
should point out that prices are subject to
change as the marketfor raw materials is
very unstable at present.

Arran ging demonstrat ions anel  v is i ts

Certain products, e.g. heavy equipment,
machinery and computer installations, may
need demonstrating. In these cases the
supplier will either send a representative or
adviser, or suggest that the customer visits
their showroom.
- We have enclosedfull details of the Laren

welder, but a demonstration would be
necessary to show you its fuII capabilities. We
therefore suggest thatyouvisit our centre in
Birmingham,where the equipment is set up,
so that you can see the machine in action-

- As the enclosed booklet cannot really show
the eficienry oJ this system, we would be
happy to arrangefor our representative to
visit you and give a demonstration.If you are
interested in a visit, please fiII in the enclosed
pre-paid card and return it to us.

- The enclosed catalogue wiII give you an idea
of the type of sound equipment we produce,
but may we suggest that you also visit our
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agent's showrooms in Rotterdamwhere you
can see a wide range of units? The address is . . .
- Before installing the equipment,we would

Iike to send MrTony Grifith,our Chief
Engineer, to look over your plant and prepare
a report on the installation, taking your
particular requirements into account. We
suggest you contact us to arrange a
convenient date.

Closing

Always thank the customer for contacting you.
Ifyou have not done so at the beginning ofthe
letter or email, you can do so at the end. You
should also encourage further enquiries.
- Once again we would like to thank youfor

writing. We would welcome any further
questions you might have.

- Please contact us again ifyou have any
questions,using the above telephone number
or email address.

- I am sorry we do not have the model you
askedfor, but can assure you that the
alternative I have suggested wiII meet your
re quir ements. PIe ase re me mb e r that we ofrer
a fuII thr ee -y e ar g uarante e.

- We hope to hearfromyou again soon, and
co.n assure you that your order wiII be dealt
withpromptly.

GIVING O-UOTATIONS

In your reply to an enquiry you may want to
give your prospective customer a o_uorATroN.
Below is a guide to the subjects you should
cover.

Prices

\Mhen a manufacturer, wholesaler, or retailer
quotes a price, they may or may not include
other costs such as transport, insurance, and
pURcHASE rax (e.g.var (Varur Aooro Tax)
in the UK). Prices which include these extra
costs are known as cRoss pRIcE s ; those which
exclude them are knoum as N ET pRIcE s.

- The net price of this article is f,too.oo, to
which vtr must be added at t7.5%, making a
gross price of tn7.5o.

- We can quote you a gross price, inclusive of
delivery charges, of fi47.5o per rco items.
These goods are exemptfromvAr.

A quotation is not necessarily legally binding,
i.e. the company does not have to sell you the
goods at the price quoted in the reply to an
enquiry. However, when prices are unstable,
the supplier will say in their quotation that
their prices are subjed to change .If the
company makes afirm ofrer,ilmeans they will
hold the goods for a certain time until you
or der, e.g. fi r m 4 d ay s. Again, this is not Ie gally
binding, but suppliers generally keep to firm
offers to protect their reputation.
- The prices quoted above are provisional, since

we may be compelled by the increasing cost of
raw materials to raise them.I wiII informyou
immediately if this happens.

- We can offer you a price of t 5,zoo.oo per
engine,firm zt days, after which the price wiII
be subject to an increase of 5%.

Whenever possible you should quote prices in
your customer's currency, allowing for
exchange fluctuations.
- The price oJ this model is Y z,8oo,ooo at

today's rate of exchange.
- We can quoteyou a price of €3oo per rco

units, though I regret that, because of

Jluctuating exchange rates,we can only hold
this price for four weeks from today's date.

- The net price of $5jo.oo per unit is extremely
competitive.
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Tnansport and insuranee eosts

There are a number of abbreviations that
indicate which price is being quoted to the
customer. These are established by the
Isrr  nrvarrorrrar CHnMsrn or Comann ncn
(ICC) and are called Ir. lcornnus. They are
revised regularly, and additionalterms may
be added, e.g. the phrase crr Naples Incoterms
zooo landed means that a consignment is
covered under an Incoterm c r r (cost,

insurance, and freight) set in the year 2ooo,
up to the time it is landed in Naples.

The main Incoterms are in four groups,
which are named after the flrst letter in the
term.

Group C
The seller covers only the costs listed to get the
goods to a named destination, e.g. freight and
import duties,but not insurance.
Group D
The seller carries all the costs and risks to get
the goods to a named destination.
Group E
The buyer pays all costs once the goods have
left the seller's premises.
Group F
The seller delivers the goods to a carrier who is
appointed bythe buyer.

Incoterms are quoted in correspondence in
the following way: t3o,ooo crn Hong Kong (i.e.
the price includes all delivery costs to Hong
Kong, except for insurance); $35,ooo roa
Rotterdam (i.e. the price includes delivery costs
to when the goods are on board ship at
Rotterdam). Abbreviations for Incoterms may
also be written inlower case,e.g.cfr orfob.

Two otherterms which should be noted, but
which are used mainly in the UK, are:
- Cannracr yuo (c / e),i.e. charges wil l be

paid by the sender, e.g. We wiII send
replacementsfor the damaged goods c/e.

- Cannracr FoRWARD (c/r), i.e.charges wil l
be paid by the receiver, e.g . As you are
responsible for the damage, we wiII send
replacements c/r.

Diseounts

Manufacturers and wholesalers sometimes
allow a discount (i.e. a deduction) on the net
or gross price. These are ofdifferent kinds, e.g.
a trade discount to sellers in similar trades; a
quantity discount for orders over a certain
amount; a cash discount if payment is made
within a certaintime; a LoyArry DrscouNr
when companies have a long association.
- We allow a j% cash discountfor payment

within one month.
- The net price of this model is ftTo.oo,Iess rc%

discountfor quantities up to rco and ry%
discountfor quantiti.es over 1oo.

- We do not normally give discounts to private
customers, but because of your long
associationwith our companywe can ofrer
you tz% offthe retail price.

- The prices quoted are crn Yokohama,but are
subject to a zo% trade discount ofr net price.
We can offer afurther to% discount off net
pricesfor orders of more than z,ooo units.

Mef hods of p.rvrnent

When quoting terms, you may require, or
suggest, any of several methods of payment,
e.g, Ietter of credit or bill of exchange.
> For more on this subject, see pages 78-79,
and47-157.
- On receipt of a cheque for the amount quoted,

we will send the article by registered mail.
- Paymentfor initial orders should be made by

sight draJt, payable at Den Norske
Creditbank, Kirkegaten n, OsIo t, cash against
documents.

- We are willing to consider open account

facilities ifyou can provide the necessary
bank reference.
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INCOTERM ABBREVIATION EXPLANATION
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Group C
Cost and FReight

Cost, Insurance,
and Freight

Carriage Paid To

4 Carriage and
Insurance Paid

Group D
Delivered at Frontier

Delivered Ex-Ship

Delivered Ex-O_uay

Delivered Duty Paid

Delivered Duty Unpaid

Group E
EX-Works

Group F
Free CArrier

Free Alongside Ship

Free On Board

CFR

CIF

CPT

CIP

uAr

DES

DEO

DDP

DDU

EXW

The selier pays all delivery costs to a named
destination, except for insurance.

The same as crn, exceptthe seller also pays
the cost of insurance.

The seller pays all delivery costs to a named
destination.The buyer pays any additional
costs afterthe goods have been deliveredto a
nominated carrier.

The seller pays transport and insurance costs
to a named destination, but not import duty.

The seller pays all delivery costs to the buyer's
frontier,but not import duty.

The seller pays all delivery costs on board ship,
but does not clear the goods for import at the
named port of destination.

The seller pays all delivery costs to a port
named by the buyer, but does not clear the
goods for import at the named port.

The seller pays all delivery costs, including
import duty, to a named destination in the
importing country.

The same as DDp, except that the seller does not
pay import duty.

The buyer pays all delivery costs once the goods
have left the seller's factory or warehouse.

FCA

FAS

The seller pays all delivery costs to the buyer's
carrier, and clears the goods for export.

The seller pays all delivery costs to the port. The
buyer pays for loading the goods on to the ship
and all other costs.

The seller pays all delivery costs to when the
goods are onboard ship at a namedport.The
buyer pays all other costs.
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Quoting delivery date

If the enquiry specifles a delivery date,
confirm that it can be met, or if not, suggest an
alternative date. Do not make a promise that
you cannot keep as it will give you a bad
reputation. If a delivery time is a condition of
ordering, the customer could reject the goods
or sue you ifyou break the contract.
- . .. and we are pleased to say that we can

deliver by November L so you will have stock

for the Christmas sales period.
- As there are regular sailings from Liverpool to

New York, we are sure that the consignment
will reach you weII within the time you
specified.

- We have the materials in stock and wiII ship
them immediately we receive your order.

- As there is a heavy demandforfans at this
time of year,please allow atleast sixweeksfor
delivery.

- We would not be able to deliver within two
weeks of receipt of order, as we would need
time to prepare the materials. However, we
could guarantee delivery withinfour weeks.

Fixed terms and negotiable terms

You can quote terms in two ways: state
your price and discounts with no room for
negotiation, or suggest the customer could
discuss them. In the two examples below, the
writers make firm quotes, indicating that
methods of payment and discounts are fixed.
- Alllist prices are quoted rot Southampton

and are subject to a z5% trade discount with
payment by letter of credit.

- The prices quoted are nxw,butwe can
arrangefreight and insurance (crc Hong
Kong ) if require d. However, unless otherwis e
stated, payment should be made by jo-day
biII of exchange, documents against
acceptance.

In the next two examples, the use of the
adverbs normally andusually softenthe tone
of the statements to indicate that, although
the company prefers certain terms, these can

be discussed. In the f,nal example the supplier
softens the tone further by asking the
customer to conflrm whether or not the
arrangement is satisfactory.
- We usually offer an B% trade discount on

r o s prices, and would prefer payment by
irrevocable letter of credit.

- Normally we allow a 4% trade discount
offnet prices with payment on a documents
against payment basis. Please let us know if
this arrangement is satisfactory.

Giving an estimate

Companies which are asked to give an
estimate for a particular job may include
the estimate in tabulated form in a letter
> see page 59. More often, however, they will
send their offcial estimate form with a
nnrrar in n la++av

- As you know, our representative has visited
yourfactory to discuss your proposed
extension, and I now have pleasure in
enclosing our oficial estimate.

- The enclosed estimate covers labour and
parts and carries a six-month guarantee on
allwork comaleted.
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Reply to a requert

f  or  a catalogue

and pr ice l is t

' See page 4z for
the request.

Reply to a request
for a prorpectur

. See page 4z for

the request.

DearMrRaval

Thank you for your enquiry of 31 January. We enclose our Spring Catalogue
and current price list quoting CIF prices Le Havre.

We would like to draw your attention to the trade and quantity discounts
we are offering in our Special Purchases section on pp. 19-26, which may be
ofparticular interest to you.

Please contact us if we canbe of anyfurtherhelp.

Yours sincerely

' :

TimHoad

DearMs Iwanami

Please find enclosed our prospectus covering courses from July to
December. Details of fees and accommodation in London for that period are
covered in the booklet 'Living in London'which accompanies the
prospectus.

At present we still have places available for students taking the English for
Business Executives course beginning in July, but would ask you to book as
soon as possible so that we can reserye a place for you and arrange
accommodation with an English family.

We are sure you will enjoy your stay here and look forward to seeing you.

Yours sincerely
I ,

M.Preston (Ms)

DearMrWymer

Thank you very much for your enquiry. I enclose a catalogue giving detailed
information about our heavy goods vehicle tyres, including the impressive
results we have achieved in rigorous factory and track tests. Please note
especiallythe items on safety and fuel economy-the main selling points of
this product.

With regard to trade discounts, we can offer 25% off listprices to bona flde
retailers and wholesalers, with quantity discounts for orders over f,20,000.00.

We would be pleased to supply any further information you require.

Yours sincerely

.  . , r1

DarrenTreadwell

Reply to.r  requert
for  general
infornrat ion

' See page 4z for
the request.
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What references does
HerrGerlach quote?

Why are the cos
being sold cheaply?

Does he offer any
discounts on the
advertised goods?

What other material
has he sent to Disc
5.A.?

Catalogues and
samPles

M. Gdrard wrote to R.G.
Electronics to enquire
about c os >see page 43.
He implied that his store
was a large one,that he
was only interested in
high-quality products,
and that he might place
a substa ntia I order.This
is the reply.

Can Disc S.A. order
whenever they want
to?

m.ffi. Electronics AG flHl?,1",
Telefon (+49) zzt3z 4z 98
Telefax (+49) zzt 83 6t z5

ilil:,?::f:"'rge'co 
de

Your Ref: PG/AL

14Mav20-
l1. Geraro
Manager
Disc S.A.
251 rue des Raimonidres
F-86000 Poitiers C6dex

uear ]vI. ueraro

Thank you for your enquiry of 12 May in which you asked about the CDs
we advertisedinthis month's edition of 'Lectron'.

I can confirm that they are of high quality, and suitable for domestic
recording. They are'Kolby'products, a brand name you will certainly
recognize, and the reason their prices are so competitive is that they are
part of a consignment of bankrupt stockthatwas offeredto us.

Because of theirlowprice, andthe small profit margin, we will not be
offering any trade discounts on this consignment. But we sell a wide range
of electronic and computer products and have enclosed a price list giving
you details oftrade, quantity, and cash discounts.

We have sent, by separate post, samples of the advertised CDs and other
brands we stock, and would urge you to place an order as soon as possible as
there has been a huge response to our advertisement. Thank you for your
interest.

Yours sincerely

R. Qer|ar-h,
(Herr) R. Gerlach
Sales Director

Enc. price-list
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'Selling'the
product

This is a reply to the
buying agent who
emailed Glaston
Potteries > see page 44
on behalfofher
principals in Canada.
As the agent made
no reference to any
particular l ine of
chinaware she was
interested in,and did
not mention terms,
this reply takes the
form of a sales letter.

How does Mr Merton
draw attention to his
company's many
prod ucts?

How does he imply
that his company has
an international
reputation?

3 Whattermsfor
deliverydo Glaston
Potteries quote?

4 Howdoes he
encourage further
enquiries?

Regrstered No 716481
vAr ReBrstered No r33 53. i3r  cB

Which words in the
letter have a similar
meaning to the
following?
r range
b select
c time when order

received

=- GLASTON
Cay' :a1i  r .u,r  r r  *o 'o l .e V POTTE RlEi  r rp

Telephone +44 (o)r  282 . i .5r  l l

Facsimi le +44 io j tz8,-  63rE;

Emai l  I  mettor@g'astc: .co rr  <

wWVv Hla5iCn CC'- ' -

10 June 20-
MsL.Lowe
Sanders & Lowe Ltd
Planter House
Princes Street
London ECl 7DO_

DearMs Lowe

We were pleased to receive your enquiry today, and are enclosing the
catalogue and price list you asked for.

You will see that we can offer a wide selection of dinner and tea services
ranging from the rugged'Greystone'earthenware breakfast sets to the
delicate 'Ming'bone china dinner service. You can choose from more than
fifty designs, which include the elegance of 'Wedgwood', the delicate
pattem of 'Willow', and the richness of 'Brownstone'glaze.

We would very much like to add your clients to our worldwide list of
customers, and could promise them an excellent product with a fust-class
service. We would be glad to accept orders for any number of pieces, and can
mix sets if required.

You will see that ow prices are quoted CIF to Eastern Canadian seaboard
ports and we are offering a special 10% discount off all net prices, with
delivery within three weeks from receipt of order.

If there is any further information you need, please contact us, or go to our
website at the address above. Once again thank you for your enquiry.

Yours sincerely

J. Muton
J.Merton (Mr)
Sales Manager
Enc.
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Offering an
alternative

Awholesaler is out of
stock ofthe adapters
that her customer has
asked for, so she offers a
substi tute. However,the
new product has notyet
been tested and she
knows nothing about i ts
performa nce or safety.
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Dear Sr Monteiro

Thank you for your email. I regret to say that we are out of stock of K153 and K'l57 units, and
co not expect another delivery unti l later this month.

' lVe are currently testing a consignment from Taiwan, but these do not have a Belgian
Standards Institute stamp of approval and we would l ike to complete our tests before putting
:hem on the market. We wil l contact you again as soon as our testing is completed, or when
:he units you requested are available, whichever date is the earlier.

Diane Charcot (Mme)
r, t3 lager

I  iSCharcotS.A.R.L.
: =:e du 20 ao0t 79, 8-4000, Lidge

: : i+32) 49-240886
-: ecopie: (+32) 49-16592
= -all: d.charcot@dscharcot.co.be
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i  What is Mme
Charcot 's problem?

2 How does she show 3 ls Mme Charcot
hercustomerthatshe rely ingonher
is concerned about customerto contact
safety? heragain?
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Pedro Monteiro

Enquiry (K153, K157 units)
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Quotat ion of
tcrmr

Th is is a reply to the
general  enquiry in which
Mr Crane, Chief Buyer at
F. Lynch & Co, asked for
certain concessions
> see Pate 45. Notice
how Sig. Ca usio of Satex
does not turn down his
requests but makes a
counter-offer.

Does Sig. Causio
agree to al l  Mr
Crane's requests
concernrnS
discou nts?

What sort of payment
does he ask for?

What does he
suggest about the
method of payment
in the future?

Satex S.p.A-
Vr.1 ( i i  [ ] ieI . r t  FaEa o"r t , t r t .  r , . ' l r i  I

lercto, . r ic , r  +39 1o)6 7699ro
trel ' : t . r . r , : - i  39 (o,)6 6i3i5, ;7;

Em,rr ! ;  rausrod@satex (o.r I

v.,.r rr Vs. rif.: 6 Feb. 20-
'rs nf D/1439

21February 20-

Mr Peter Crane
ChiefBuyer
F. Iynch & Co. Ltd
Nesson House
Newell Street
Birmingham83 3EL
UK

Dear Mr Crane

We were pleased to receive your enquiry and to hear that you liked our
range of sweaters. We can conflrm that there would certainly be no trouble
in supplying you from our wide selection of garments.

We can offer you a quantity discount, which would be 5% off net prices for
orders over f 2,000, but the usual allowance for a trade discount in Italy is
159/o,andwe always deal on payment by sight draft, cash against
documents. However, we would be prepared to review this once we have
established a flrm trading association with you.

Enclosed you will find our summer catalogue and price list quoting prices
crr London. We are sure youwill find a ready sale for our products in
England, as have other retailers throughout Europe and America, and we
hope very much that we can reach agreement on the terms quoted.
Thank you for your interest. We look forward to hearing from you soon.

Yours sincerely

E. C;::ut... ' t)

D. Causio (Sig.)
Sales Director

Encs.

What is enclosed
with the letter?

How does 5ig. Causio
indicate that his
company deals
internationa l ly?

Which words in the
letter have a similar
meaning to the
following?
, bi l l  paid on

presentation
r reconsider
, l ink or connection
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We."nbicy Shopfitters Ltd.
Ie erhone +di  ,c l - .c E9o3 z3z;
;a, i  +4t  (o)zo 89o3:323
!ma,r :  p,ane@tveirsncp com

22}une20-

t2000.00

t1,550.00

f59,760.00

t1,008.00

An estimate

This example i l l  ustrates
an estimate sent in
tabulated form in the
body of a letter. lt refers
back to the exchange of
email messages
) see Pages 23-24, when
Wembley Shopfitters
said they would send
their surveyorto provide
an estimate forthis job.
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Mr K. Bellon
Superbuys Ltd
SuperbuyHouse
WolvertonRoad
London SW16 7DN 4
DearMrBellon

Estimate for refitting Superbuys'Halton Road Branch

Our Surveyor, lohn Pelham, visited the above premises on Wednesday
16 lune, and our costing department have nowworked outthe following
estimate for fixtures and fittings. This includes materials and labour.

Fitting 200m of 'Contact'shelving in main shop
and store room @ f 35.00 per metre

Erecting r5 steel stands plus shelves 23m x 6m
@ f,110.00 each

laying 3, 3 20 sq.m.'Durafl oor' flooring @ f,i8.00
persq.m.

Rewiring; fixing power points, boxes, etc.36'Everglow'
lightfittings @ f,28.00 each.
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Subtotal f 69,418.00

plus VAT @ 17.5% tr2,748-7s

TOTAT f 81.566.15

We feel sure you will agree that this is a very competitive estimate, bearing
in mind that we use top-quality materials backed by a one-year guarantee.
We can also conflrm that the job will be completed before the end of
February provided that no unforeseen circumstances arise.

If you have any further questions, please contact our Senior Supenrisor,
Mr Terry Mills, on the above number, ext. zr.
We look forwardto hearing fromyou soon.

Yours sincerely

?. Lan"e.
P.Lane (Mr)
Director

What is the subject of
this letter?

ls the figure f 69,4t8 a
net or a gross tota l?

Whydoes Mr Lane
consider this a
comoetitive offer?

4 What might prevent
thejobfrom being
completed in
February?

5 What isMrMi l ls 's job
tit le?

?eg .c ' r . tor t  45' f : t

"  
t  ; " t92E

Which words in the
letter have a similar
meaning to the
following?
r bui ldings
b calculated
c supported
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Points to remember
1 In salutations, use the customer's name

ratherthanDear Sir / Madam.

2 Let the customer know early in the letter
whether or not you can help them.

3 Male sure that you have supplied all the
information you think will help your
customer including, if relevant, catalogues
and price lists.

4 Than-kthe customerfor contacting you, and
encourage fu rther enquiries.

5 When giving a customer a quotation, in
addition to the price quote transport and
insurance costs, any discounts, method of
payment, and delivery date.

6 Do not promise a delivery datethat you
cannotkeep.

4
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6z Opening
6z Payment
6z Discou nts
6z Delivery
6z Methods of delivery
63 Packing
63 Closing

f i  AcKNowlEDGTNc AN oRDER

63 ADVTcE oF DEsPATcH

64
65
66
67
68
69
7o
71 DELAYS tN DELTVERY

71 REFUSTNC AN ORDER

71 Out of stock
j2 Bad reputat ion
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PLACING AN ORDER Discorrrr ts

Orders are usually written on a company's Confirm the agreed discounts.
official order form > see page 65 for an example - We would like to thank youfor the 3o%
which has a date and a reference number that trade discount and to% quantity discount
should be quoted in any correspondence you allowed us.
referring to the order. If the order is - Finally,we would like to confi.rm that the
telephoned, it should be confirmed in writing, z5% trade discount is quite satisfactory.
and an order form should always be - . . . and we wiII certainly take advantage of
accompaniedbyeitheracoMpLlMENrs sLrp thecashdiscountsyouofreredforprompt
oracovxRlNcLErrER.Acoveringletteris settlement.
preferable as it allows you the opportunity to - Although we anticipated a higher trade
make any necessary points and confirm the discount than ry%, we wiII place an initial
terms that have beenagreed. order andhopethatthe discount canbe

The guide below is for an outline of a reviewed in the nearfuture.
covering letter. You may not want to make all
the points listed, but look throughthe guide to Deliver v
see what couldbe mentioned.

Confirm the delivery dates.

Operr i ng - It is essentialthatthe goods are delivered
before the beginning of November, in time for

Make it clear that there is an order the Christmas sales period.
accompanying the letter. - Delivery before z8 February is afirm
- Pleasefind enclosed our Order No. a45ztfor z5 condition of this order, and we reserve the

'Clearsound'transistor receivers. right to refuse goods delivered after that time.
- The enclosed order (No. nt54) is Jor 5o packets - Please conf.rm that you can complete the

of e4 copier paper. work before the end of March, as the opentng
- Thank youforyour reply of 4 May regarding of the store is plannedfor early April.

our email about the mobile phones. Enclosed
you willfind our oficial order (No. a 56t) for ... Mpthorlr of d e I ivt,r v

- I would like to place a trial orderfor the
'Letherine'materialwe dtscussed at the trade Many companies use ronwARDrNG AcE NTS
show last month. Please find enclosed . . . D see page r99 who are specialists in packing

and handling the documentation to s n r p

p.r y rrr r. . t goods. Nevertheless, to ensure prompt and safe
delivery it is a good idea to advise the company

ConfirmtherxRMS oF pAyMENr. onhowyouwantthegoodspackedandsent.
- As agreedyouwill draw on us at 3o days,D/A, This means that if the consignment arrives

with the documents being sent to our bank, Iate, or in a damaged state, your letter is
The National Mercantile Bank ... evidence of the instructions you gave.

- We would like to confirm that payment is to - ... and please remember that only airfreight
be made by irrevocable letter oJ credit,which wiII ensure prompt delivery.
wehave already appliedtothe bankfor. - Please sendthe goodsby expressJreightaswe

- Once we have received your advice, we wiII need them urgently.
send a bank draft to . . . - We advise delivery by road to avoid constant

- ... and we agreedthat payments would be handling of thisfragile consignment.
made against quarterly statements .. . - Could you please ship by scheduledfreighter

to avoid any unnecessary delays?

6z



Packing ADvrcE oF DEsPATcH 3q
Advise your supplier how you want the goods When the supplier has made up the order and 

5

packed. Note, in the first example, that crates arranged shipment, the customer is informed
are often marked with a sign - a diamond, a by means of an advice note. This may be a form
target,a square, alion, etc.-that canbe 'see page To,letter,fax,oremail.
recognizedbythe supplier and customer. Although an advice note canbe sent byfax
- Each piece of crockery is to be individually or email, the customer may need to present

wrapped in thick paper, packed in straw, and original documents (e.g. rwvorc n, bill of
shippedinwoodencratesmarkedOand lading,rmsunANcE cERrrFrcarr)tocollect
numbered t to 6. the consignment. Of course these cannot be

- The carpets should be wrapped, and the faxed or sent by email.
packaging reinforced atbothendstoavoid - Your order,No.o/t54/r,is already onboard 

5
wear. the SS Mitsu Maru, sailing from Kobe on t6

- The machines must be weII greasedwith all May and arriving Tilbury,London, on n June.
movable parts secured before being loaded The shipping documents have been
into crates,which should be clearly marked forwarded to your bank in Londonfor
with your castle logofor easy identification. colledion.

- We are pleased to advise you that the watches

Cf osing 
youordered-No.88t5t/24-wil lbe onfl ight
s,a,t65 leaving Zurich at n.oo,9 August,

- We hope that this wiII be the first of many arriving Manchester ry.oo. Please find
orders we place withyou. enclosed air waybill oc t5t6t/ j and copies of

- We wiII placefurther orders if this one is invoice,an3fi,whichyouwill needfor
completedto our satisfadion. collection.

- If our sales targets are met, we shall be - Your order, No. vt /t5t/c, is being sent express
placing further orders in the nearfuture. rail-freight and can be collected after o9.oo

- I lookJorwardto receiving your advice / tomorrow. Enclosed is consignment note No.
shipment / acknowledgement / confirmation. n6V5j,which shouldbe presented on

collection.You should contact us immediatelv

AcKNowLEDGING AN oRDER i fanyproblemsarise'Thankyouforyour
order, and we hope we can be of further

As soon as a supplierreceives an order,it service inthefuture.
should be acknowledged. This can be done by
Ietter, or by email for speed ' see page 66. The
following examples can be used in both emails
and letters.
- Thank youforyour order No. g8e whichwe

receivedtoday.We are now dealing withit
and you may exp e ct delivery within the next
threeweeks.

- Your order No. 67tz/t is now being processed
and should be ready for despatch by the end
of this week.

- We are pleased to inform you that we have
alr e ady made up your orde r, N o. 9 9 ot / t / 5, for
5oo bed-Iinen packets, and are now making
arr ang eme nts for ship me nt to Rotte rdam,

6t
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Placing an order:
cwering lcttcr

F. Lynch & Co. have
decided to place an
order with Satex 5.p.A.
>see previous
corespondence on
pages 45 and 58 and are
sending a covering letter
with the order form.

On whose terms are
F. Lynch & Co. paying?

lf a ny of the sweaters
they have ordered are
out of stock,would
they accept
alternatives?

, F. Lynch & Eo. Ltd
Head Ofhcc

Nesson House

Newel lStreet

B;.minghan!

8J 3EL

Telephone, +44 @)zt 216 657t

Fax: +44 (o)21 236 8592

Lm,rr l  p<rane@lynch co,uk

r./'.vw lynch Conl

Your ref D/7439

Our ref: Order DR4316

9 March 20-
Satex S.p.A
Via di Pietra Papa
00146 Roma
ITAIY

Attn. Sig. D. Causio

Dear Sig. Causio

Please find enclosed our official order, No. DR4316.

For this order, we accept the 15% trade discount you offered, and the terms
of payment (sight draft, CAD), but hope you are willing to reviewthese
terms if we decide to order again.

Would you please send the shipping documents and your sight draft to
Northminster Bank (City Branch), Deal Street, Birmingham 83 1SQ.

If you do not have any of the items we have ordered currently in stock,
please do not send alternatives.

We would appreciate deliverywithinthe next sixweeks, andlook forward
to your acknowledgement.

Yours sincerely

Peter Cranp
Peter Crane
ChiefBuyer

Enc. Order No. DR4316

How soon do they
want the sweaters?
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F, Lynch & Eo. Ltd
Head Office
Nesson House
NewellStreet
Birmingham
833Er

OrdcrfiCIfilN

This is F. Lynch & Co.l
orderform.

o
CL
o

Telephone: +44 @lzt 46 657l
Fax: +44 (o)zr 236 8592
Email:  pcrane@lynch.co.uk
www lynch com

Orderno. DR4315

Aut'horized

?eter (ta*tp

Satex S.p.A
Via di Pietra Papa
00146 Roma
ITATY

Quantlty

50

Item dexrlption

V-neck: 30 red + 20 blue

Roll neck 15 black + 15 blue

Crewneck:15 green + 15 beige

Crew neck: pattern

Note: Subjectto 5% quantity
discount

Which reference
identif ies the
sweaters?

What sort of
discounts have been
agreed?

Cat. No.

R432

Nr54

N157

R 541

Bywhen should the
order be del ivered?

lf F. Lynch & Co. have
fu rther correspondence
with Satex on this
order,what reference
would they use?

mx
0,
3
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30

30

40

Prkc (ClF tondon)

f30.80 each

f20.40 each

f23.00 each

f,25.60 each

comm€nts L5% Trade Disc. allowed. Pytnt. C/D Del.6weeks

Dete 9 March 20-

I  Intheemai l  on
page45,MrCrane
suggested that he
might place ordersfor
over 5oo sweaters,
but this order is for
onlyr5o.Whydoyou
think it is relatively
smal l?
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Adnowlcdging
en ordcr

Satex will now prepare
tlrCrane's order, but in
the meantime they
enrail him to let him
lnow that the order has
been received.

=
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Dear Mr Crane

Thank you for the above ordel which we are now making up. We have all the items in stock
and will advise you about shipment in the next few days.

Daniele Causio
Sales Director
Satex S.p.A.
Via di Pietra Papa, 00146 Roma
Telefono: +39 06 76991 0
Telefax: +39 06 681 5473
Email: causiod@satex.co. it

6



Advice of despatch

This email message
confirms that Satex have
sent the order.When Mr
Crane receives the email,
the Northminster Bank
wi l l  issueaorsrr
aurHonrrv,  which
allows them to debit
F. Lynch & Co.'s account.
The shipping documents
willthen be sent to
F. Lynch & Co., so that the
goods can be collected,
Remember,this was a
crr transaction where
the supplier paid cost,
insurance, and freight,
and on a documents
against payment basis.
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Your Order DR 4316

Dear Mr Crane

't{e are pleased to tell you that the above order has been shipped on the SS Marconissa and
sfrould reach you in the next 10 days.

ilrleanwhile, our bank has forwarded the relevant documents and sight draft for t3,092.80,
uhich includes the agreed trade and quantity discounts, to the Northminster Bank (City
Branch) Birmingham.

\4/e are sure you will be very satisfied with the consignment and look fonrvard to your next
order.

Best wishes I
Daniele Causio
Sales Director
Satex S.p.A.
Via di Pietra Papa,00'146 Roma
Telefono: +39 06 769910
Telefax: +39 06 6815473
Email: causiod@satex.co.it

6t
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Placing an order

This emai land the next
one follow on from
previous correspondence
>see pates 44 and 56.
There are three oarties
involved: the
manufacturers, Glaston
Potteries;the buying
agents, Sanders & Lowe;
and their principals in
Canada, MacKenzie Bros.
Here, Ms Lowe is writing
on behalfof her
pr incipals and
forwardi ng thei r order.
Notice the instructions
she gives and notice that
she has already phoned
Glaston Potteries to
agree terms of payment,
which were not
mentioned in their letter
on page 56.

What instructions
have been given
about packing?

What method of
payment has been
arranged?

3 Why should there
be no problem for
Glaston Potteries to
deliver within four
weeks?

4 Willsubstitutes be
acceptable if Glaston
Potteries are out of
stock of any items?

5 Sanders&Lowehave
completed theirjob,
which wastofind a
supplier. So who must
Glaston Potteries
writeto now?

6 Whichwordsinthe
emai l  have a s imi lar
meaning to the
fol lowing?
a cupS,saucers,

plates, etc.
b large,wooden

boxes

easi ly damaged
or broken
stated
completed

1432

5
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John Merton

Dear Mr Merton

Please find attached an order (R1432) from our principals, MacKenzie Bros Ltd,
1-5 Whale Drive, Dawson, Ontario, Canada.

They have asked us to instruct you that the 60 sets of crockery ordered should be packed

in 6 crates, 10 sets per crate, with each piece individually wrapped, and the crates marked
clearly with their name, the words 'fragile' and 'crock ', and numbered 1-6.

They have agreed to pay by letter of credit, which we discussed on the phone last week, and
they would like delivery before the end of this month, which should be no problem as there are
regular sailings from Liverpool.

lf the colours they have chosen are not in stock, they will accept an alternative provided the
designs are those stipulated on the order.

Please send any further correspondence relating to shipment or payment direct to MacKenzie
Bros, and let us have a copy of the commercial invoice when it is made up.

Many thanks
Linda Lowe
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Advice of despatch

Glaston Potteries have
made upthe MacKenzie
order and now advise
them ofdespatch.
MacKenzie Bros wil l
already have opened a
letter of credit >see
page r55 at their bank,
The Canadian Union
Trust Bank, in favour of
Glaston Potteries.The
Canadian bankwi l l  now
wait unti lthey have
confirmation of
shipment from their
agents in England,
Burnley City Bank, and
will then transfer the
money so that Glaston
Potteries can be paid.

oe
o
5

Dear Mr MacKenzie

-he above order has now been completed and sent to Liverpool Docks, where it is awaiting
@ding on to the SS Manitoba, which sails for Dawson, Canada on 16 July arriving 30 July.
,$lhen we have the necessary documents we will transfer them to Burnley City Bank, your

mnk's agents here, and they will forward them to the Canadian Union Trust Bank.

'rrfe have taken particular care to see that the goods have been packed as per your
nnstructions: the six crates have been marked with your name, and numbered 1-6. Each crate
measures 6ft x 4ft x 3ft and weighs 5 cwt.

lrllb managed to get all items from stock with the exception of Cat. No. G'l 6, which is only
arrailable in red, but we included it in the consignment as it was of the design you asked for.

llf you need any further information, please contact us. Thank you very much for your order.

We look forward to hearing from you again soon.

John Merton
Sales Manager
Gl otteries Ltd
Cl Burnley BB101RQ
rer +44 (0)128246125
Fax'. +44 (0)128263182
Email : j . merton@glaston.co.uk

tnxq,
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Howwil l the
consignment be sent?

When is it due to
arrive in Canada?

3 What wil l happen to
the documents once
Glaston Potteries
receive them?

4 What did Glaston
Potteries do about
the item they could
not supply?

5 Which words in the
emai l  have a s imi lar
meaning to the
fol lowing?
a essential
b forwarded
c in accordance with
d apart from
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DELAYS IN DETIVERY

If goods are held up either before or after
they are sent, you must keep your customer
informed. State what has happened, how it
happened, and what you are doing to put
things right In these cases the speed of email
is very useful. If email is not available, then fax
or cable should be used as the sooner your
customer is informed, the sooner they can take
action. It is a good idea to keep copies of any
messages you send about delays.
- I was surprised and sorry to hear that your

consignment (Order No. n45) had not
reached you. On enquiry Ifound that it had
been delayed by a local dispute on the cargo
vessel SS Hamburg on which it had been
Ioaded.I am now trying to get the goods
transferred to the SS Samoa, which is
scheduled to sail for Yokohama before the end
of next week. I shall keep you informed.

- I amwriting totellyouthat unfortunately
there will be a three-week delay in delivery.
This is due to a fire at our Greenford works
which destroyed most oJthe machinery.Your
order has been transferred to our Slough

factory and wiII be processed there as soon as
possible. I apologize for this delay, which is
due to circumstances beyond our control.

- We regret to inform you that there will be a
delay in getting your consignment to you
This is due to the cut in supplies from Gara,
where, as you may be aware, civil war broke
out last week. We have contacted a possible
supplier in Lagos and he wiII let us know if he
can help us. If you wish to cancel your order,
please let us know as soon as possible.
How ev e r, I think y ou will f n d most
manufacturers are experiencing the same
dtficulties at present.

REFUSING AN ORDER

There are a number of reasons for a company
to refuse an order, and some of the most
common are given below. Whatever your
reason, you must be polite:the words reject
andrefusehave a very negative tone, therefore
it is better to use decline or turn down instead.

You may be out of stock ofthe product ordered,
or you may no longer make it. Note that, in
either case,you have an opportunityto sell an
alternative product see page 48, but
remember not to criticize the product you can
no longer supply.
- We are sorry to say that we are completely out

of stock of this item and itwil lbe sixweeks
before we get our next delivery, but please
contact us then.

- We no longer manufacture this product as
demand over the pastfew years has declined.

- Thank youfor your order for heavy-duty
industrial overalls. Unfortunately we have
run out ofthe strengthened denim style you
askedfor. As you particularly specifed this
material, we wil l not offer a substitute, but
will inform you immediately we receive
delivery oJ a new consignment.This wil lbe
within the next two months.

- We received your order for ACN dynamos
today, but regret that due to a strike at the
ACN factory we are unable tofulfl it at
present. We are aware that other models will
not suit your requirements, but hope that the
dispute wiII be settled soon and that we wil l
be able to supply you. We will keep you
informed of developments.

o
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8ad reputat ion

The customer may have a bad reputation
for settling their accounts or, in the case of a
retailer of, say, electrical or mechanical
products, may have offered a poor after-sales
service which could in turn affect a
manufacturer's or supplier's reputation. In
these cases, it is betterto indicate terms on
which you would be prepared to accept the
order, or, as in the last two examples below,
find a diplomatic way of saying'no'.
- We would only be prepared to supply on a

cash basis.
- We only supply on payment against pro

forma invoice.
- As there is heavy demand at present, we have

veryfew of these products in stock and are
serving on a rota basis.It is extremely unlikely
that we wiII be able to deliver within the next

fourmonths.
- As our plant is closing for the summer

vacation we would not be able to process your
orderfor the date you have given.Therefore,
regretfully,we have to decline it.

- I am sorry to say that we must turn down
your order as we haveJull order books at
present and cannot give a definite dateJor
delivery.

Unfavourable ternrs

The supplier may not like the terms the
customer has asked for, either for delivery:
- Delivery cannot possibly be guaranteed

wtthinthe time given in your letter.
- Two months must be allowedfor delivery as

we are dependent on our suppliersfor raw
materials.

or discount:
- Itwould be uneconomicalfor us to ofrer our

produds at the discounts you suggest as we
work on afast turnover and low profit margins.

- The usual trade discount is t5o/o in this
country which is 5% Iower than the figure
mentioned in your letter.

- The discount you askedJor isfar more than
we ofer any of our customers.

or payment:
- We only accept payment by letter of credit.
- We never offer quarterly terms on initial

orders, even to customers who can provide
references. However,we might consider this
sort oJ credit once we have established a
trading relationship.

- Our company relies on quick sales,low profi.ts,
and afast turnover, and therefore we cannot
offer Io ng -te rm credit facilities.

Sire of  order

The quantity required might be too large:
- We are a small company and could not

possibly handle an orderfor zo,ooo units.
- Unfortunately, our factory does not have

facilities to turn out 3o,ooo units a week.

The quantity required might be too small:
- We only supply ordersfor ballpoint pens by

the gross, and therefore suggest you try a
wholesaler rather than a manufadurer.

- The shirts we manufacture are sold by the
dozen in one colour. I regret that we never seII
individual garments.

- Ourfactory only sells material in 3o-metre
rolls which cannot be cut uo.

5
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Delay in delivery o
CL
oPanton Manufactur ing Ltd

Panton Works I  Hounslow Midciesex ]  rw6 zao*

rE LE PH o N r  +44 @)zo 8353 crz5

FAc s I  M I  rE +44 @)zo 8353 6783

e t"rarr  d panton@panman co.uk

FENTtrN

8 October 20-
MrH.Majid
Majid Enterprises
Grant Road
Bombay
INDIA

DearMrMajid

I am writing to you concerning your order, No. CU 1154/d, which you placed
four weeks ago. At that time we had expected to be able to complete the
order well within the delivery date which we gave you of 18 June, but since
then we have heard that our main supplier of chrome has gone bankrupt.

trt will be necessary to flnd an alternative supplier who can fulf.I all the
outstanding contracts we have to complete. As you will appreciate this will
take some time. but we are confi.dent that we should be able to deliver
consignments to our customers by the middle of next month.

The units themselves have been assembled and only need completing.
We regret this unfortunate situation over which we had no control, and
apologize for the inconvenience caused. We will understand if you wish to
cancel the order, but stress that we are confident that we will be able to
complete delivery by the middle of next month.

Please let us know your decision as soon as possible. Thank you for your
consideration.

Yours sincerely

D. Pantow
D. Panton
Managing Director

Reg,s ' ie r i : '  ' lo Erg and

266.c
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Why have Panton
Manufacturing not
completed the order?

How do they intend
to overcome the
problem?

When dothey now
expect the order to be
completed?

Can Majid Enterprises
cancel the order if
they want to?

What is the'decision'
referred to in the last
paragraph?

Which words in the
letter have a similar
meaning to the
following?

with reference to
unable to pay one's
debts
certa in
put together
trouble
understanding
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Refur ing an order

Why does MrYork
refuse the order?

I  Howdoes he
general ize his
refusal?

I What is the
implication of in this
instance in the last
sentence?

:]ETJ-XJ
! - l  seno lg g lX h G tur0 F I  l f loot ions.  f l
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Ariat  - i  10 -  o B r  u E==-==

ro...  I_I Eric van Gellen

Attn: Eric Van Gellen

Thank you for your order, No. HU 14449, which we received today. Unfortunately, we cannot
offer the 35% trade discount you asked for. 25o/o is our maximum discount, even on large
orders, as our prices are extremely competitive. Therefore, in this instance, I regret that we
have to turn down your order.

Denis York
SP Wholesalers plc

King's Lynn, Norfolk
PE3O 4SW
Tel; +44 (0)1 553 60841
Fax: +44 (0) I 553 60923
Email: d.york@spw.co.uk
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Order HU 14449
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Proforma
I  NVOICES AN D STATEM ENTS

lnvoices
Proforma invoices
Statements ofaccount
SETTLEMENT OF ACCOUNTS

Methods of payment:trade within the UK
Methods of payment trade outside the U K
Advice of payment
Acknowledgement of payment
Invoice I
Invoice 2
Strtement of lccounl
Advice of payment I
Advice of payment 2
DELAYED PAYMENT

Asking for more time to pay
Replying to requests for more time
REqUESTS FOR PAYMENT

First request
Second request
Third request (fi nal demand)
Requcrt for more time
Agteeing to mo.e lame
Requert for rn ertenrion
Ofler of a compromite
tirlt requerl
Rcply to 6rrt requcrl
Sccond requelt
Rcply to rc(ond requerl
Third rcquert (llnal demand)
Points to remember
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INVOICE5 AN D STATEMENTS

INvorcrs are one of the main documents
used in trading. They are not only requests for
payment but also records of transactions
which give the buyer and seller information
about what has been bought or sold, the terms
ofthe sale, and details ofthe transaction. An
invoice may be accompanied by a short
covering letter or email offering additional
information the customer might need.
- Please fnd enclosed our Invoice No. ary5tfor

tlzg.+l The plugs you ordered have already
been despatched to you, c/r, and you should
re ce iv e them within the next few day s

- The enclosedinvoice (No. ou67)for t74 6o is

for z 'Layeazee' chairs at t 54o.oo each less y%
trade discount. We look forward to receiving
your remittance and wiII then send the chairs
c/F.

- Our Invoice, N o. r n y 5n 6 Jor €6,7 8 o. oo net is
attached We look forward to receiving your
cheque,from whichyou may deduct 3% cash
discount if payment is made within seven
days.

A pno ronua rNVorcE is one with the words
proformalyped or stamped on it, and is used:
- If the customer has to pre-pay (i.e. pay for

goods before receiving them), they pay
against the pro forma

- If the customer wants to make sure a
quotation will not be changed, the pro-
forma will say exactlywhat and howthey
will be charged

- If goods are sent on approval, on sale or
return, or on consignment to an agent who
will sell them on behalf of the principal

- As a customs document

A covering letter may accompany a pro forma
InvoIce.
- The enclosed Pro forma No. tt64for f.8,25j.76

is for your Order No. ct534, which is now

packed and awaiting despatch. As soon as we
receive your cheque we will send the goods
which should then reach you within aJew
days.

- We are sending the enclosed proforma (No
n gt9t) for f,j,96o gross,for the consignment
oJ chairs you ordered on approval. We would
appreciate it iJ you could return any unsold
chairs by the end of May as agreed.

- Pro forma invoice, No. pt77t5, is for your order,
No 652 u74, in confirmation of our quotation.
The total of f, t5,j5t includes cost, insurance,
andfreight.

Rather than requiring immediate payment of
invoices, suppliers may offer credit see pages
rt8-r35 in the form of open account facilities
for an agreed period of time, usually a month
but sometimes a quarter (three months). At the
end of  the per iod a sTATEMENT oF AccouNT
is sent to the customer, giving details of all the
transactions between the buyer and selier for
that period. The statement includes the
BALANcE onthe account,which is brought
forward from the previous period and listed as
ACCOUNT RENDERED. INVOiCCS ANd PTSIT

NorEs see pagerr are added,while
payments and cnrplr NorES see page rrl
are deducted.

Statements of account rarely have letters
with them unless there is a particular point
that the supplier wants to make, e.g. that the
account is ovE RDUE, or that some special
concession is available for prompt payment,
but a compliments slip may be attached

Note the expression ns a'r (e.g. as at jt
March),which means up to this date.
- I enclose your statement as at 3t luly. May I

remind you that your |une statement is still
outstanding, and ask you to settle as soon as
possible?

- Pleasef nd enclosedyour statement oJ
account as at jt May this year. If the balance
of ft6t is cleared within the next seven days,
you can deduct a 3% cash discount.

!
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SETTTEMENT OF ACCOUNTS

Methodr of  paynrent: t rade within

the UK

Here is a list of methods of payment which can
be used in trade within the UK.

Bank draft
In the case of a sarvr pnarr,the customer
buys a cheque from the bank for the amount
he or she wants to pay and sends it to the
supplier. Banks usually require two of their
directors'signatures on drafts, and make a
small charge.

Bank transfer
A saNx TRANsTER is when a bank moves
money by order from one account to another.

Bil l ofexchange
In slrl oF EXCHANGT (n /r ) transactions the
supplier draws a bill on the customer. The bill
states that the customer will pay the supplier
an amount within a stated time, e.g. thirty
days. The bill is sent direct to the customer or
paid through a bank. If the bill is a srcnr
pnerr, the customer will pay immediately (i.e.
on'sight'or presentation). If the bill is arERM
DRAFr the customer signs (accepts)the bill
before the goods are sent and pays later.

' See pages 47-154for more on bill of exchange
transactions.

Cheque
The customer must have a CURRE NT
AccouNT, or certain types of savrncs
eccourvr, to pay by cheque > see pages r38-r39.
Cheques can take three working days to clear
through the commercial banks, and can be
open, to pay cash, or closed (crossed), to be paid
into an account.

Credit transfer
Inthe case of  cREDrr rRANSrERS,the
customer fills out a bank crno slip and hands
it in to a bank with a cheque. The bank then
transfers the money to the supplier.

Debit / credit card payment
Dnnrr and cnEDrr cARD payments can be made
either direct on the phone, or on the Internet.

letter ofcredit
Alrrrrn or cREDrr ( l f  c)  isadocument
issued by a bank on a customer's request,
ordering an amount of money to be paid to a
supplier. Payments by letter of credit can be
made within the UK, but this method is
more common in overseas transactions
>see Page 79.

Cash on delivery
CesH olu DELTvERy (coo) is a service ofiered
bythe Post Office.Theywill deliver goods and
accept payment onbehalf of the supplier.

Post Office Giro
The Post Office Giro system allows a customer
to send a payment to a supplier, whetherthey
have a Post Office Giro account or not.

Postal order
Posrar oRDERs can be bought fromthe Post
Office, usually to pay small amounts, and sent
to the supplier direct. They can either be
cRossED,in which case the money can only be
paid into the supplier's account, or Ieft open for
the supplier to cash.

Methodr of  payment;  t rade outr ide

the UK

Bank transfer
The customer orders a bank to transfer money
to the supplier's account. If telegraphed, this is
known as a rE LEGRAeHTc TRANsFER (rr). The
Society for Worldwide Interbank Financial
Communications (swlrr) offers a twenty-
four-hour international bank transfer service.
Businesses in EuropeanUnion (ru) countries
often use the swrFr system. Payments are
subject to r u directives, e.g. transfers have to
be made within six days.

Bil l ofexchange
The procedure is the same as that for trade in
the UK, but shipping documents usually
accompany bills when the bank acts as an
intermediarv in international transactions.

6
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Cheque
It is possible to pay an overseas supplier by
cheque, but it takes a long time before they
get their money. In a transaction between
businesses in Germany and the UK, for
example, the supplier could wait up to three
weeks for payment.

Documentary credit
When a letter of credit is accompanied by
shipping documents it is called a
DocuMx NTAnY cnr prr .  The money is
credited to the supplier's account as soon as
confirmation of shipment is made.

See pages t55-'166for more on documentary
credit transactions

International bank draft
An rNrrnrerroNAr BANK DRArr is a cheque
which a bank draws on itself and sells to the
customer, who then sends it to their supplier.
The supplier's bank should usuallyhave either
an account or an agreement with the
customer's bank

Internationa I money order
INrnnrr lar IoNAL MoNEy oRDERS ( l tvros) can
be bought at most banks inthe UK and are
paid for in sterling or dollars. The bank fllls out
the order for the customer then, for a small
charge, hands the IMo over, and the buyer
sends it to the supplier. Iuos can be either
cashed or credited to the supplier's account.

lnternational Post Office Giro
Payment by International Post Office Giro can
be made when either the customer or supplier,
or both, do not have bank accounts. An order
for the amount to be paid is fllled out at a Post
Office, which forwards it to the Giro Centre The
Giro Centre will send the amount to a Post
Office in the supplier's country, where the
supplier will receive a postal cheque. They can
then either cash it, or pay it into a bank
account Giros are charged at a flat rate.

Promissory note
A pnours s oRy Norx is, strictly speaking, not
a method of payment but simply a written
promise from a customer to a supplier that the

former will pay the amount stated, either on
demand or after a certain date In effect, a
promissory note is an rov (I owe you).

Correspondence advising payment,
particularly in the UK, tends to be short and
routlne.
- We have pleesure in enclosing our postal

order / cheque / bank draftJor f- in
payment of your statement Invoice No. -
dated . . .

- I have instructed my bank today to transfer
ft,t6t.oo to your account in payment oJ your

31May statement.
- We have drawn a cheque for fz67.oo in

payment of your Invoice No. tzjt dated z
August This can be paid into your account or
cashed at any Post Ofi.ce.

Correspondence confirming payment in trade
transactions outside the UK maybe more
complicated if you want to make specific
points.
- Thank youfor your prompt delivery. Please

find enclosed our draJtfor t4841 drawn on
Eastland City Bank, Sommeryille. Could you
ple as e acknowle dg e re c e ipt?

- We wouldlike to informyouthatwe have
arrangedfor a credit transfer through our
b ank, the Hamme rg sb ank, B e r g e n, Jor t 3,t z o
in payment of Invoice No. nt64t. Could you
conrtrm the transfer has been made as soon
as the correspondent bank advises you?

- We have pleasure in enclosing our bank drafi

for f,5,t4t.5j as payment on Proforma Invoice
No. 55t2. Please advise us when the goods will
be shipped and are likely to reach Barcelona.

- You will be pleased to hear that we have
accepted your bill and now have the
documents. We shall collect the consignment
as soon as it arrives in Bonn and pay your bil l
onthe date agreed.

- Our bank informs us that they now have the
shipping documents, and wiII be transferring
the proceeds of our letter of credit to your
account.
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Acknowled gement of payment

Correspondence acknowledging payment also
tends to be short.
- Thankyoufor your draft / credittransferfor

f- in payment of our statement / invoice
No.- dated...

- Our bank advised us today that your transfer
oJ fg,76t.oo was credited to our account.
Thank y ou for p aying so pr omptly, and we
hope to hearfromyou again soon.

- We received your Giro slip today informing us
that you had paid tt,tz6.oo into our account
in settlement of invoice No. r,4t. Thank you

for letting us know, and we lookforward to
hearingfromyou again in the nearfuture.

- Thank youfor sending your draftfor invoice
No. tt87t so promptly. We feel sure you wiII be
pleased with the consignment and look

forward to receiving your next order.
- We received advice from our bank this

morning that your transfer for invoice N o.
ntt64thas been creditedto our account.We
would like to thank you, and would be pleased
to help if you needfurther information, or
would like to place another order.

- Our bank informed us today that you
accepted our biII (No. sz zz5l andthe
documents have been transferred to you.We
are sure you wiII be pleased with the
consignment.

- The Nippon Bank in Tokushima have told us
that the proceeds ofyour letter of credit have
been credited to our account. Thank youfor
your custom, and we hope you wiII be in touch
wtth us again. We have pleasure in enclosing
our new summer catalogue.

6
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rotnvorce
35 Hil l  Street
Seacroft
Leeds
LS14 1ND

Telephone +44 (o)u3 64or8r
Facsimile +44 (o)ttl 6 $7 8z
Email accounts@drelec.co.uk

Total

t26.OO

L4.55

t4.oo

[34.55

Registered London No. n5662
vAr Reg. No.154 6622 19

Invoice 1

This is a relat ively simple
invoice. Note the
addit ion forValue Added
Tax (var) and PosrAG E
AND PACKTNG (P&P).

The letters rgor at the
bottom mean ERRoR5
AND OMISSIONS

ExcEPTED; in other
' words, if there is a

mistake on the invoice,
the supplier has the
right to correct it by
askingfor more money
orgivinga refund.

!
!l
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Invoice No.

To

Your order No.

Date

G&RHffiectrFse*Ltd

81951

P. Gwent & Co.Ltd
43 Ring Road
Leeds LS16 2BN

L57/5

1May20-

Number

40

Description

RVA 250 volt plugs @ 55p. each

AddvATl7.5%

Addp&p

E&OE
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lnvoiee 2

This invoice is rather
more comolicated. l t  is
from Claston Potteries
to their  Canadian
customers, MacKenzie
Bros. l t  would be sent
with copies and shipping
documents toThe
Canadian Union Trust
Bank via the Burnley
Bank.who are
MacKenzie's agents in
the UK.These
documents prove that a
shioment has been
made from Claston
Potteries to MacKenzie
Bros so that the
Canadian bank can now
releasethe moneythat
MacKenzie Bros said
they would pay in their
letter of credit .There wil l
a lso be addi t ional
charges that MacKenzie
Bros wi l l  paytheir  bank
for handl ing the
transaction.

It  might be helpfulto
refer back to enquiry,
reply, order, and advice
r see Pa8es 44,56,68,
and 59.

You wil l  seefrom the
i nvoice that c r r cha rges
have been deducted
from the gross price.This
is because under UK law
the customer must be
told exactly what they
are payingfor.And in
this case cr r  has also
been deducted sothat
the ro% special discount
can be taken offthe net

Pnce.

Which reference
would MacKenzie
Bros use when
referr ing to this
invoice?

6
Invoice No. 1096/A3

MacKenzie Bros Ltd
1-5 Whale Drive
Dawson
Ontario
CANADA

Your order No. R1432

Quant i ty Descr ipt ion Cat.  No

35 Earthenware
10 Wedgwood
15 Bone/Tea
10 Staffordshire Red

CIF
Less Cost & Freight
Liverpool-Dawson

Less Insurance

10% discount off net price

1)
.9
0

.=
o
CL
E
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ut

zo7.zv

2,368.80

E&OE

What does the 4
sign @ mean in the
ca lcu lat ions?

What is the net total
ofthe invoice?

What charges have
been taken offthe
gross price?

,  , - '  ,  \ l . i . lh l i j l

: i  .1. ,  l t , l , )  l jSl , l l ro l i

How have Glaston
Potteries indicated
they have the right to
correct the invoice if
there is a mistake?

c,ayre,rlIBun,ey BBio,F,., T$ ;:?Tt?lrr rro
i . -  Fir l , . - r , r { i  I  I  (o)1132 4() t r r ,
[ " r i  r : r  l -  '  l r r )  r f f  r  fyr l f l  i

[ . ]  -  
'  

' r ' l  ' . , iC: t t  ct l  Ltk

11July 20-

ieaeir

Rt94
wl6l
T2l
s73

3,271.00

3U.00
292.O0

2,632.00 Less Disc

Total

@ 55.00 set 1,925.00
@ 47.50 set 475.00
@ 23.00 set 345.00
@ 5260 set 526.00

3,271.00

8z



Tib Street
Maidenhead

Berkshire

s L6 5D2
UK

3i May 20-

Credit

f

Balance

L

270.00

530.00

582.00

482.OO

7,202.OO

1,122.00

522.00

100.00

80.00

600.00

Statement of
account

This statement is an
account ofthe
transactions that took
place over the month of
May between Seymore
Furniture and their
customer. C,R. M€ndez.
You wil l see that a debit
note (o/tt 3rr) and a
credit note (c/r.r C5r7)
are Iisted as well as the
i nvoices they corrected.
There are also two
paymentswhich are
listed here as cash,
although the word
chequecan also be used
in this context.

!
t

-3o
5

Furniture Ltd
Telephone: +44 (o)r528 26755
Fax:+44@)t628 26756
Email :  accou nts@seymore.co.u k
Registered No. r85r439r London
var No z3r 6188 3r

C.R. Mendez SA

Avda del Ej6rcito 83

E-48015 Bilbao

6

Date

20-

lMay

2May

8May

12May

14May

20May

25 May

I tem

f

Account Rendered

Inv.18992

D/N 311

Cash

Inv.18995

c/N c517

Cash

Debit

+

260.00

52.00

720.OO

ln
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How much did C.R.
M€ndez owe at the
beginning ofthe
month?

How much wasthe
error in theirfavour?

E. & O. E. Cash Disc.3% if  paid within 7 days

What did they pay
dur ingthe month?

What was the tota I
amount of their
purchases during
May?

5 Howwil l theirrJune
statement ooen?

6 ls there an allowance
for payment within a
certain time?
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Advice of
pJym0nt I

This letter continues
previous correspondence
r 
'ee 

page zt! (enquiry),
page 58 (reply and
quotation), pages 54-55
(order), and pages 66-67
(the email messages
acknowledging the
order and advising
despatch). The customer,
Mr Crane of F. Lynch & Co.,
uses this confirmation of
payment to ask for the
terms of payment to be
revised >seealsopage
rr8. lf you look back to
page 58,you wil l see that
Satex S.p.A. said they
would reviewtheterms
after a while. Notice
howthe letter begins
with confirmation of
payment, then states the
present arrangement,
and f inal ly makes the
next order subject to
Mr Causio accepting the
newterms.The Ietter is
firm, but sti l l  polite.
Forthis kind of
corresoondence a letter
is more appropriate than
an email message.

F, Lyneh R" EE" ttd
' - rc Of i rce

' ja-r-)On FloLtSr.

1,,1 \i i le I Sireet

F r ,  i : i  rngh a m

,r  I  l i ;

ierepl .cne: +44loJzt  z1'o 6r,1 ' .

Fax +44 (o):r  236 859:

E - . ra i r .  ocrane@lyncir  co uk
Yir\ \^ . i  jynCl i  acf f r

' /a ' i r r  :  a

!,) ), OrderI4463

16 lune 20-
Satex S.p.A.
Via di Pietra Papa
00146 Roma
ITALY

Attn Mr D. Causio

Dear Mr Causio

Thank you for being so prompt in sending the documents for our last order,
No. 14463. We have accepted the sight bill, and the bank should send you an
advice shortly.

We have been dealing with you on a cash against documents basis for over
a year and would like to change to payment by 4o-day bill of exchange,
documents a gainst acceptance.

When we flrst contacted you last February you told us that you would be
prepared to reconsider terms of payment once we had established a trading
association. We think that sufficient time has elapsed for us to be allowed
the terms we have asked for. If you need references, we will be glad to
supplythem.

As we are planning to send another order within the month, could you
please confirm that you agree to these new terms of payment?

Yours sincerely

Pe,ter {t'a.t',a,
Peter Crane
ChiefBuyer
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Advice of
payment 2

This emai l  a lso
continues previous
correspondence
>see page 44 (enquiry)
page 56 (reply), page 58
(order), page 69 (advice
of despatch), and page
8z (invoice). MacKenzie
Bros use the email both
to confirm payment and
to make a complaint
about the packing
>see also pages roo-rt6,
Note that MacKenzie
Bros wil l accept either
replacements forthe
broken crockery or a
credit note. Claston
Potterieswillclaim on
their insurance company
forthe breakages,
although they might not
get compensation as
they have been
negligent in their
packing.

!
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blb have instructed our bank to arrange for a letter of credit for €6,158.92 to be paid against

tour pro forma invoice No. G1 '152iS. The proceeds will be credited to you as soon as
Canadian Trust receive the documents.

We usually ask you to wrap each piece of crockery individually and pack no more than ten
sets into a cratp to allow for easy and safe handling. This was not done with our last
consignment and as a consequence there were breakages (see attached list). We would like
either replacements to be included in our next shipment, or your credit note.

Richard MacKenzie
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DELAYED PAYMENT

This is an area of correspondence where you
must use your own judgement about how
confidential the information is. Would an open
system like email or fax be satisfactory, or
should you send a letter? These situations can
be sensitive.

If you are writing to a supplier to explain
why you have not cleared an account,
remember that they are mainly interested in
whenthe account will be paid. So, while you
must state why you have not paid, you must
also explain when and how you intend to pay.

Begin the letter with your creditor's name
(this should always be done once
correspondence has been established, but it is
essential in this case: if you owe someone
money, you should know and use their name).
Refer to the account and apologize in clear,
objective language (i.e do not use over-
elaborate language like P/e ase forgive me for
not settling my indebtedness toyou). Notice the
verbs clear and settle (an account) are used
rather thanpay.
- I am sorry that I was not able to clear my luly

accounl
- We regret we were unable to send a cheque to

settle our account for the last quarter.

Explain why you cannot clear the account, but
do not be dramatic
- The dock strike which has been going onfor

the past sixweeks has made it impossible to
ship our products, and as our customers have
not been able to pay us, we have not been able
to clear our own suppliers'accounts yet.

- A warehouse flood destroyed the majority of
the Zenith goo components.We are waiting

for our insurance company to settle our claim
so that we can renew our stock and pay our
suppliers.

- We were not able to settle the account
because of the bankruptcy oJ one of our main
customers- The debt was considerable and its
loss has made it dtfi.cultfor us to pay our
suppliers

Notice in the last example above that there
is no reference to the bankrupt customer's
name, nor how much they owed. It would be
unethical to give this sort of information.
Also notice how the debtor generalizes the
situation, explaining that other suppliers
have not been paidyet.

You may be able to pay some money
oN Ac couNr, i.e. to pay part of what you owe.
This shows a willingness to clear the debt, and
will gain your creditor's confidence
- We will try to settle your invoice within the

nextfour weeks. Meanwhile the enclosed
chequeJor f,z,soo oo is part payment on
account.

If you cannot offer a part payment, give as
precise a date of payment as you can.
- Once the strike is over.which should be within

the nextfew days, we will be able to clear the
balance.

- As soon as the insurance company sends us
compensation, we will settle the account. We
expect this to be within the next two weeks

There are three possible ways in which you
might reply to a request from a customer for
more time to settle an account: you may agree
to their request, refuse it, or suggest a
compromlse

Ifyou agree to the request, a short letter is
all that is needed.
- Thankyoufor your letter concerning the

outst andin g b alance on y our account.
I sympathize withthe problemyou have
had in clearing the balance and amwill ing
to extendthe creditfor another six weeks.
Would you please confrm that the credit
wil l be settled then?

- I was sorry to hear about the dtficulties
you have been experiencing in getting
components to complete orders, and realize
that without sales it is difi.cult to settle
outst andi n g accounts. The r efo r e y our account
has been extended another month, but I
will have to insist on payment by the end
of July

6
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If you refuse the request, you will need to
explain, politely, why you are refuslng.
- Thank you for your letter explaining why

you cannot clear your lanuary statementfor
f,2,t67.54.1 appreciate your dfficulty, but we
ourselves have to pay our own suppliers and
therefore must insist on paymentwithinthe
next ten days. We look forward to receiving
your remittance.

- With reference to your letter of 6 August in
whi ch y ou e xplaine d why th e out st andtn g
invoice, No. vn 88ryo c, has not been cleared,
we understand the problems you have been

facing in the current recession. However, it
was because of the present economic climate
that we allowed you a two-month period to
settle, and while we would like to ofrer you
more time to clear the balance, our own

fnancial position makes this impossible
Therefore, we must ask you to settle the
account w ithin the ne xt fortnight.

An offer of a compromise (for example
paying part of the money) will also need an
explanation.
- Thank youfor writing to let us know why

the May account is still outstanding.
Unfortunately, we cannot extend the credit
any longer as we allowed a considerable
d is count for pr o mpt p ay me nt. N ev e rthele s s,
in view of the dificulties you have been
having with your two major customers, we
are prepared to compromise and suggest
that you clear half the outstanding balance
immediately by sending a chequefor
f,4,87t.oo, and clear the remainder by the
end of next month. We look forward to your
r emittance and conf.r mation that the
balance of the account will be cleared in IuIy.

- I was sorry to hear about the strike which has
held up production inyour plantfor the past

few weeks and understand why you need
more time to clear your account.
Nevertheless, when we allowed open account
terms, we emphasized this was on condition
balances were cleared promptly on due dates
as creditfacilities put a strain on our own
cashJlow situation However,because of your
previous custom with us we are quite willing

to allowyouto clear half the balance, [5,t89,
by sending us a sight draft, see enclosed B / n
No.898tot, and clear the outstanding amount
by accepting the enclosed draft a / r No.
898to8, drawn at 3o days We lookJorward to
receiving your acceptance and confrmation.

REOUESTS FOR PAYMENT

Never immediately assume your customers
have no intention ofpaying their account ifthe 6
balance is overdue. There may be a number of
reasons for this: they may not have received
your statement; they may have sent a cheque
which has been lost; or they may have just
overlooked the account. Therefore, a first
request should take the form of a polite
enquiry Tryto make the letter impersonal.
You can do this by using the definite article,
e.g.the outstanding balance insteadof your
outstanding balance;using the passive voice,
e.g. to be cleared instead of which you must
cle ar ; and modifying imperative s, e .g. should
instead of must. The first example will give you
an idea ofthis style.
- We are writing concerning the outstanding

October accountfor $qt 6j (copy enclosed),
which should have been cleared last month.
Please could you contact us and let us know
why the balance has not been paid?

- We think you may have overlooked invoice
No.5a rytofor f,j5t 95 $ee copy) whichwas
due last month. Could you please let us have a
cheque to clear the amount as soon as
possible? If payment has already been sent,
please disregard this letter.

If a customer intends to pay, they usually
answer a flrst request immediately, offering an
apology for having overlooked the account, or
an explanation. But if they acknowledge your
request but still do not pay, or do not answer at
all, then you can make a second request. As
with flrst requests, you should include copies
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Agreeingto more
time

This is a reply to the
previous letter. Herr
Schubert accepts the
request and asks for
payment as soon as
possible.

DVB Industr ies GmbH

- - -== ==_:
-= --: : -

Correnstrasse z5o
D-4oooo M0nster

Tel: (+49) z5t-866t3
Fax:(+49) z5l-goz7r
Email:  schubd@dvb.co.de

20January20-

MsD.vanBasten
Director
D.vanBastenS.A.
Heidelberglaan2
Postbus 80.115
NL-3508 TC
Utrecht

DearMsvanBasten

Thank you foryour letter of 15 January regarding oru November statement
and December invoice No.7713.

We were sorryto hear aboutthe difficulties youhavehad, andunderstand
the situation. However, we would appreciate it if you could clear the
account as soon as possible, as we ourselves have suppliers to pay.

We look forvvard to hearing from you soon.

Yours sincerely

-

6
L
o

I,

3
4
E
|!x
ul

Diptu Schnbut
Dieter Schubert
Director
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Request for an
ertension

ln this letterthe
customer asks for his
bi l l  ofexchangeto be
extended for another
sixty days.

!
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5L. Franksen plc F' l  t ' l re of  \ ta les Road

5lreffield

s94Ex

Tef ephcrne, 44 1o\7 4z z 4789
lax +44 lo) 742 z5tca

Emai l f  ranksenl(  i '  r . rk co rr f

19 May20-

MrD.Bishkin
ZenithS.A.
Haldenstrasse 118
3000 Bern 22
SWITZERTAND

DearMrBishkln

I regret to inform you that I will not be able to meet my bill, No. B/E 7714, for
35,498.00SF due on 6 June.

My government has put an embargo on all machine exports to Zurimba,
and consequently we have found ourselves in temporary diffi.culties as we
hadthree major cash consignments forthat country. However,I am at
present discussing saies of these consignments withtwo large Brazilian
importers, and am certain that they will take the goods.

Could you allow me a further 60 days to clear my account, and draw a new
bill on me,with interest of, say,6% addedforthe extension of time?

I would be most grateful if you could help me in this matter.

Yours sincerely

6
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3
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Leo FranJ:r,vt
Leo Franksen
Director

What expression
does Mr Franksen use
instead of payl

Whatis an embargo?

How does Mr
Franksen intend to
get the moneyfor the
cargo he cannot sell
to Zur imba?

What solution does
he suggest to the
problem?

Which words in the
letter have a similar
meaning to the
following?

a not permanent
b large
c a quantityofgoods
d prepare (e.g. a bil l

of exchange /
cheque)
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In th is case Mr Bishkin,
the suppl ier ,  has the
legal r ight to present the
bi l l to his bankfor
payment,then i f  i t  is not
paid,cal la lawyerto
pnore sr the bi l l , i .e.
orevent Mr Franksen
otsnonountruc i t
(denying that i t  was
presented for payment).

The costs ofthis
procedure are paid by
the customer. However,
the customer in this case
has not saidthey will not
pay, but cannot pay at
oresent. l f  Mr Bishkin
forced Mr Franksen to
pay,the result might be
bankruptcy, and al l  Mr
Bishkin would get is a
percentage of his
customer's debts l ike the
other creditors.This
could be as small  as f ive
per cent of the tota I
debt.5o he does not
want to force the bi l l  on
Mr Franksen yet. On the
other hand. he has
waited long enough for
his money,and cannot
be expected to wait
another sixty days, even
with the interest
offered.In his replyto Mr
Franksen he offers a
comprom tse.

ls  Mr Bishkin
sympatheticto Mr
Franksen's problem?

Why does he say he
cannot wait a further
sixty days for
payment?

6

Zerr i t l r  S.A.

23May20-

Mr L. Franksen
L. Franksen plc
Prince of Wales Road
Sheffield 59 4EX
UK

Dear Mr Franksen

BiIl No. B/E 7714

I was sorry to learn about the embargo your government has placed on
exports to Zurimba and of the problems this has created. However, the
above bill already allows credit for 40 days, and although I appreciate your
offer of an additional 6% interest on the outstanding 35,498.00SF, it is
impossible for me to ailow a further 6o days' credit as i myseif have
commitments.

I think the following solution might help us both.

You need not add interest on the present amount, but I have enclosed a new
dr aft (B / E 7 7 3t) f or 17,7 49.0 OSF, which is half the out standin g b alance, and
will allow you 4o days to pay it. But I expect you to pay the remaining
t7,7 49.ooSF by banker's draft .

Please confirm your acceptance by signing the enclosed bill and sending it
to me with your draft by return of post.

I hope that your negotiations with the Brazilian importers have a positive
outcome and trust that this setback wiII soon be resolved.

Yours sincerely

N.Bishkin (Mr)
Director

Enc. BiIl B/E 7731

Does he want the six
per cent interest
added on?

What compromise
does he suggest?

Howwil lhe know
that Mr Franksen has
accepted his offer?
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Flnt requot F
-3o=

54-y9 f lvrrl&, (rrdlfl <rr uw
Ti l?phon? ++l  (o)29 20 {97r!
Ja r :  +44 (olr9 :o 49937
Imai l :  rc l i f fFhomGmJlcr l  (om

logir terrd No (r |5151

20 November 20-

R. Hughes & Son Ltd
2lMeadRoad
Swansea
West Glamorgan 3ST 1DR

DearRobert

I am writing conceming our invoice No. H931for L919.63, a copy of which is
enclosed. It appears that this invoice has not yet been settled.

I see from our records that since we began trading you have cleared your
accounts regular$ on the due dates. That is why I wondered if any problems
have arisen which I might be able to help you with? Please let me know if I
can be of assistance.

Yours sincerely

Rirllud,
Richard Cliff
Director
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f.plytofi?rt
nqurt
You wil lseefrom Mr
Hughes'replyto Mr
Cliffs letterthat the
invoice had been paid,
not bycheque,which
was Mr Hughes'usual
method ofpayment, but
by cred it tra nsfer. lf Mr
Clifihad looked at his
bank statement, he
would have seen that
the money had been
credited. However, as Mr
Hughes changed his
method of payment, he
should have informed
his supplier as banks do
not always advise credit
transfers.This is a good
example of whyyou
should not assume that
a customer has failed to
payan account.
Rememberthat this
type ofcorrespondence
is best handled by letter,
not emailorfax.
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lR. llughes
& $olt l,Jd
n tcrd lpad, Swrnrar
Strt G,lamorgaNl lrr lor
teh#.tone : + 44 (o h t9t fil r
for:9*ansea +4+ (oh7gz 591::
f,nrorl r hughcr@hugon co ul

24th November 20-

MrR.Cliff
HomemalcersLtd
54-59 Riverside
Cardiff CFrlJW

DearRichard

I was surprised to receive your letter of 20 November in which you said you
had not received payment for invoice No. H931.

I instructed my bant, The Welsh Co-operative Bank, Swansea, to credit yow
account in Barnley's Bank, Cardiff, with the f 919.63 on 2nd November.

As mybark statement showedthe moneyhadbeendebitedto my account,
I assumed that it had been credited to your account as well. It is possible
that your bank has not advised you yet. Could you please check this with
Bamley's, andif there are anyproblems let me know, sothatl canmake
enquiries here?

Yours sincerely

Wbe* u"/*
Robert Hughes

vrt io rg r)fr 3O
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J.cond r.qu6t

This is an example of a
second request for
payment, butyou wil l
see that, even though
this is a second letter,
5r Costello sti l l  avoids an
unfriendlytone.
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30 August 20-

6t3t02

Sig. D. Giordianino
OmegaS.p.A.
ViaAgnello 2153
20121Milano
Italy

Dear Sig. Giordianino

With reference to my letter of 10 August, I enclose copy invoices which
made up your lune statement, the balance of which still remains
outstanding.

Having dealt with you for some time, we are concemed that we have
neither received your remittance nor any explanation as to why the balance
of €6,000.00 has not been cleared. Please wouldyou either replywith an
explanation or send us a cheque to clear the account within the next seven
days?

Yours sincerely

R. Cortelln
R. Costello (Sr)
Credit Controller
Encl.
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E Reply to second
o--.
E requesr
Ga Here is Sig. Giordianino's

replyto 5r Costello's
letter.

Omega 5.p.A.
Viale Mortidio 5t269 l-torz5 Torino

Te I efo n o (+3$-r - 598t 46t
Telefax (4$-l-62835r
E m a i I gior di and@o me ga.co.it
www.omega.it

vs.rif. 613/O2
Ns.ri f .  SG/DA

Date l September 20-

Sr R. Costello
Credit Controller
Ingenieros Industriales SA
Barrio de Ibaeta s/n
E-20009 San Sebastian

Dear Sr Costello

First let me apologize for not having cleared our June statement or replying
to your letter of 10 August. However, I am surprised that you did not receive
our circular letter informing all our suppliers that we were moving from
Milan to Turin. I have checked our post book. and find that a letter was sent
to you on June 30.

As you will see from the copy enclosed, we warned suppliers that there
might be some delay in clearing accounts and replying to correspondence
as the move would involve employing new staff who needed time to get
usedto our accounts andfiling systems.

You will be pleased to hear that we have now settled into our new offces
and will have a fully trained staff bythe end of next month. Mdanwhile, I
am enclosing a cheque for €2Q000 on account, and will send a full
settlement of your June statement within the next few days.

Could you please note our new address for future reference?

Yours sincerelv

D. Qi"oril"a"tu*t"o
D. Giordianino (Sig.)
Accountant

Enc. Bank Draft No.427322for €20.000

6

o
g
g
a
E
|Ex

t{

p I Why hadn't Omega 2 What has Sig. 3 What has he asked

€ clearedtheirJune Ciordianinodone SrCostel lotodoto
I statement? aboutthe ensurethat letters
{t outstanding account, get to him?

and what wil l he do in
the nearfuture?
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Delta Computers Ltd
Bradfield Estate
Bradfield Road
Well ingborough
Northam ptonshire
rur84xe

Telephone + 44 @\ 99 t6 4l /  zl  j  /  4
Fax+44 (o)r933 zoor6
Email mi I  la r j@delta.com
www.delta com

9 December 20-

Third requcrt
(final dcmand)
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t.:a TYGA/C

P. Theopolis SA
561 3rd September Street
GR-I04 32
Athens

Dear Mr Theopolis

Account No. TYG 99014

We wrote to you on two occasions, 21 October and 14 November, concerning
the above account, which now has an outstanding balance of t3,54I.46 and
is made up of the copyinvoices enclosed.

We have waited three months for either a reply to explain why the balance
t has not been cleared, or a remittance, but have received neither.

We are reluctant to take legal action to recover the amount, but you leave us
no alternative. Unless we receive your remittance within the next ten days,
we wiII instruct our solicitors to start proceedings.

Yours sincerely

-  
, . t l l

J. Mulal
J.Millar(Mrs)
ChiefAccountant

Enc. invoice copies

qe6 England r8l1713

var 24r9 62u4

6
tnx
!,

3
E.
o
o
*o

What is enclosed
with the letter?

How long has the
balance remained
unpaid?

Do Delta Comouters
plan to take legal
action?

4 What phrase is used
which has a s imi lar
meaning to ta ke legal
action?
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Points to remember
1 Invoices are records of transactions as well

as requests for payment. An invoice may be
accompanied by a short covering letter or
email.

2 Pro forma invoices are used in the case of
pre-payment, when they are needed for
documentation, or to inform the customer
ofthe price.

3 Statements of account are sent monthly or
quarterly, and include details of all
transactions within the period.

4 There are various methods of payment
available through banks and the Post Office.

5 Letters advising and acknowledging
payment tend to be short and routine, but
they may be used to propose new terms of
payment orto make complaints.

6 If you are asking for more time to pay, you
should apologize for not having cleared the
account on the due date, explain why you
have not paid, and when and how you
intend to clear the balance. Remember, your
creditors are more interested in when they
will get their money than in good excuses.

7 Three steps are usually taken by a supplier to
recover a debt. The first is to write a polite
letter which accepts that there may be a
good reasonwhy the account has not yet
been cleared. The second is a more insistent
request which refers to the letter you have
already sent, and encloses copies ofinvoices
and statements. You can. in the second
request, state that you expect payment or a
reply within a reasonabl.e time. A final
demand must be handled with restraint.
Review what has happened, explain the
balance has been outstanding for a long
period, and if necessary threaten legal action
if the account is not paid within a specified
period.

6
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1OO UNJUSTIFIED COMPLAINTS

lOO MAKING GENERAL COMPTAINTS

1oo Opening
1oo The language of complaints
lor Explainingtheproblem
1o1 Suggesting a solution
101 REPTYING TO LETTERS OF COMPLAINT

101 Opening
rol  Askingfort imetoinvest igatethecomplaint
1o2 Explainingthemistake
1o2 Solv ingthe problem
toz Rejecting a complaint
1o2 Closing

t xAM pLEs 1o3 Compl l int  about wrong del ivery
1o4 Reply to complaint  aboul  wrong del ivery
1o5 Conrplaint  about damage

1g)5 Reply to complarnt about damage
1o7 Complaint  about bad workmanship
108 Reply to complaint  about bad workmanship
t09 Conrplaintabotr tnon-delrvery
t1o Reply to (omplaint a bout wrong delivery
1' I1 ACCOUNTING ERRORS AND ADJUSTMENTS

1r1 Debit notes
111 Credit notes

r .xAMpLEs 112 Dcbl tnote
113 C redit note

114 Conrplaint  about lccountrng errors
115 Reply to complaint about accounting errors
116 Points to remember
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U NJUSTI FI  ED COMPTAI NTs

Before you complain, make absolutely sure
your facts are right.

If you have to respond to an unjustified
complaint, be polite and remember that
anyone can make a mistake. Below are two
examples of unjustified complaints, andthe
replies to them. Notice how restrained the
replies are

- Dear Sir
I strongly object to the extra charge of [9.oo
which you have added to my statement.
When I sent my cheque for t z 5 6.o o last w e ek,
I thought it cleared this balance. Now Ifind . ..

- Dear MrAxeby
We received your letter today complaining of
an extra charge of fg.oo on your May
statement I think if you check the statement
you wil lfnd that the amount due was
f,z65.oo not [,256.oo which accounts for the
f9.oo drfference.Ihave enclosed a copy of the
statement and .. .

- Dear Sir
I could not believe it when I read that your
prices have now been increased by f3o.oo.To
have to pay t55.oo for an article that was
f,z5.oo only afew months ago is outrageous!
The government isfghting inJlation. .

- Dear Mr Richardson
Thank youfor your letter. I checked the item
you reJerred to, the Scriva Pen, catalogue No
c14 on our price-Iist. The price of the pen has
been increasedfrom tz5.oo to fjo.oo, not by
f,jo.oo, and Ithinkyouwill agree thatfor a

fountain penthis is not anunreasonable
increase considering thatthe cost ofour
materials has doubled inthe pastfew
months.

MAKING GENERAT COMPTAINTS

When sending a complaint, you will need to
decide whether it is appropriate to use fax or
email, where privacy cannot be guaranteed, or
to write a letter. Some complaints, e.g. a
mistake in a small payment or in the number

ofgoods despatched, can be faxed or emailed,
but a letter should be used for larger or more
serious complaints.

Do not delay. Complain as soon as you realize a
mistake has been made; delayweakens your
case and can complicate the matter as details
may be forgotten. There is no need to open by
apologizing for the need to complain (We
regretto informyou...,1am sorry tohave to
write to you about . . ) as this also weakens your
case. Simply begin:
- We would l ike to informyou...
- I am writ ing to complain about .. .
- I am writing with reference to Order No. e jz,

which we received yesterday.

Emotional terms like disg uste d, inJuriat e d, or
amazedhave no place in business. You can
express dissatisfaction by saying:
- Ihis is the third time this mistake has

occurred and we are far from satisf.ed with
the service you ofer.

- Unless you canfulfiI our orders eficiently in
the future we wiII have to consider changing
to another supplier.

- Please ensure that this sort of problem does
not arise again.

Do not be rude or personal. In most cases
correspondence between companies takes
place between employees in various
departments. Nothing is gained by being rude
to the individual you are writing to You may
antagonize someone who has probably had
nothing to do with the error and, rather than
getting it corrected, he or she could become
defensive and diftcult to deal with. Therefore,
do not use sentences like:
- You must correct your mistake as soon as

possible.
- You made an error onthe statement.
- You don't understandthe terms of discount.

We told you to deduct discount from net
prices, not ctt prices.



Use the passive and impersonal structures
mentioned earlier see page 87.
- The mistake must be corrected as soon as

possible.
- There appears to be an error on the statement.
- There seems to be some rhisunderstanding

regarding terms of discount. Discount is
deductedfrom net prices, not ctr prices.

Do not use words like/ault $tourfault,our
fault) or blame $rou are toblame) -these
expressions are rude and childish. Do not write:
- It is not ourfault It is probably thefault of

your despatch department.

Instead, write:
- The mistake could not have originated here,

and must be connected with the despatch of
the goods.

Never blame your own staff, and flnally, while
writing the complaint remember that your
supplier will almost certainlywant to help you
and correct the mistake. Suppliers are not in
business to irritate or confuse their customers
but to offer them a service.

If youthink you knowhowthe mistake was
made, you may politely point this out to your
supplier. Sometimes, when a mistake occurs
several times, you may be abie to work out why
it is happening more quickly than the
company you are dealing with.
- Could you teII your despatch department to

take special care when addressing
consignments? My name and address are
C. I. Schwartz, Bergstr. rct Koln. But there is a
C. Schwartz, Bergstr uo Koln who also deals in
electricalfttings.

- Could you ask your accounts department to
check my code carefully infuture? My
account number is 246-642, but they have
been sending me statements coded 642-246.

- I think the reason that wrong sizes have been
sent to me is because I am ordering in metric
sizes, andyouare sending me sizes measured
inJeet and inches I would appreciate your
Iookina into this.

If you think you know how the mistake can be
corrected, let your supplier know
- If I send you a debit note for €984.oo and

deduct itfrom my next statement, that
should put the matter right. The best solution
would be Jor me to return the wrong articles,
charging you P&P.

- Rather than send a credit note you could send
six replacements, which would probably be
easier than adjusting our accounts.

REPTYING TO TETTERS OF COMPTAINT

Acknowledge that you have receivedthe
complaint, and thank your customer for
infnvmina rrnrr

- Thank youJor your letter of 6 August
informing us that ..

- We would like to thank youfor informing us
of our accounting error in your letter of7 lune.

- We are replying to your letter of rc March in
which vou told us that ...

Sometimes you cannot deal with a complaint
immediately, as the matter needs to be looked
into Do not leave your customer waiting but
tell them what you are doing straight away. In
this case, an email or fax message is
appropriate as the customer then knows
immediately that you have received the
complaint and are doing something about it.
- While we cannot give you an explanation at

present, we are looking into the problem and
will contact you again shortly.

- As we are sending out orders promptly,I think
these delays may be occurring during transit.
I shall get in touch with the haulage
contractors.

- Would you please return samples of the items
you are dissatisfied with, and I will send them
to ourfactory in Dfisseldorffor tests.

a1
o
3
E.
q,

=
o,=
CL
9J

-*c

:t
o
J

7



tr
!,

E
t

TI
o

!
tr
a!

.=
lE

CL

Eo
IJ

7

If the complaint is justifled, explain how the
mistake occurred but do not blame your stafi.
You employed them, so you are responsible for
their actions.
- The mistake was due to afault in one of our

machines, which has now been corrected.
- There appears to have been some confusion in

our addressing system, but this has been
sorted out.

- It is unusualfor this type oJ error to arise, but
the oroblem has now been dealt with

Having acknowledged your responsibility and
explained what went wrong, you should put
matters right as soon as possible, and tell your
customer that you are doing so.
- We have now checked our accounts andfnd

that we have been sending you the wrong
statement due to a confusion in names and
addresses.The database has been adjusted
and there shouldbe no more dificulties
Please contact us again if a similar situation
arises, and thank you againfor pointing out
the error.

- The paintwork on the body of the cars became
discoloured because of a chemical imbalance
in the paint used in spraying the vehicles. We
have already contacted our own suppliers and
are waiting Jor their reply. Meanwhile we are
taking these models out of production and
calling in all those that have been supplied.

- Thefabric you complained about has now
been withdrawn. The fault was in the weave oJ
the cloth,whichwas due to a programming
error inthe weaving machines.This has now
been corrected and replacementfabric will be
sent to you.

if you think the complaint is unjustified, you
can be f,rm but polite ln your answer. But even
if you deny responsibility, you should always
try to give an explanation of the problem.

- We have closely compared the articles you
returned with our samples and can see no
difference between them Therefore, in this
case we are not willing either to substitute the
articles or to ofer a credit.

- Ourfactory has now inspected the unit you
returned last week, and they inform us that
the circuits were overloaded We can repair
the machine, but it wiII be necessary to charge
you as incorrect use ofthe unit is not covered
by our guarantee.

It is useful when closing your letter to mention
that the mistake, error, or fault is an exception,
and it either rarely or never happens. You
should also, of course, apologize for the
inconvenience your customer experienced.
- In closing we would like to apologize for the

inconvenience, and also point out that this
type of fault rarely occurs in the Omega zooo.

- Finally, may we say that this was an
exceptional mistake and is unlikely to occur
again. Please accept our apologies Jor the
tnconvenlence.

- Replacements for the faulty articles are on
their way to you, and you should receive them
tomorrow. We are sure that you will be
satisfied with them and there will be no
repetition of the faults. Thank you for your
patience inthis matter, and we lookforward
to hearingfrom you again.



Complaint about
wrong delivery

The reply to this email
message >pagero4,wil l
explain why complaints
should be carefully
written and Mr Hughes
should not assume that
Mr Cliff is responsible for
the mistake.The
companies concerned
here have dealt regularly
with one another, so an
emai l  message is qui te
appropriate, as this is
not particularly
confidential.
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Dear Richard

I received a consignment of dressing tables, Cat. No. DT154, to the above order yesterday.
Howeve6 the delivery consisted of six heavy mahogany-finished dressing tables instead of
the light pine-finished units I asked for.

As I have firm orders for the design I asked fo[ | would be grateful if you could send my
consignment as soon as possible, and collect the wrongly delivered goods. Thank you in
advance.

Robert Hughes

to3
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Notice the contractions
l'll andthere\,and the
informal style in this
message. However, it is
still polite and efhcient
in tone.In this case it is
important thatthe
mistake, regardless of
whose fault it is, is
corrected as soon as
possible. And notice that
the invoice - an
importantdocument in
this transaction - is sent
with the next delivery
and the catalogue is sent
by separate post, neither
ofthem as attachments
totheemail message.

Why did Mr Hughes
receive a wrong
delivery?

WhatwillMr Clif ido
about it?

t WhyisMrCliffnot
going to send a credit
note?

I HowwillMrCliffhelp
Mr Hughes not to
make the same
mistake again?

t Whichwordsinthe
email have a similar
meaningtothe
following?
r investigated
b told
c collect
d lost

t :

Robert Hughes

Re: Wrong delivery (order No.1695)

Dear Robert

Thank you for yesterday's email concerning the above wrong delivery.

I have looked into it and find that our current winter catalogue lists the dressing tables you
wanted under DT189. I think you must have used last summer's catalogue.

I have instructed one of our drivers to deliver the pine-finished dressing tables tomorrow and
pick up the other consignment.

Rather than sending you a credit note, l'll cancel invoice No. D4451 and include anothe[
No. D4487, with the delivery.

There's also a winter catalogue on its way to you, by post, in case you have mislaid the current
one.

Richard Cliff

t04



F. Lynch & Eo. Ltd
Head Offire

Nesson House

Newel iStreet

Btt  nr  tnglrs ry1

BJ JEI.

Telephone: +44 (rolzt  'z t6 657l

Faxt+44(o)2r 23685t12

Emai l :  pcrane@lynch co.uk

www lynch com

your ref:

Our ref: OrderNo.L4478
Date: 15 August 20-

Satex S.p.A.
Via di Pietra Papa
00146 Roma
ITAIY

Attn. Sig. Daniele Causio

Dear Sig. Causio

Our OrderNo.14478

I am writing to you to complain about the shipment of sweaters we
received yesterday against the above order.

The boxes in which the sweaters were packed were damaged, and looked as
if they had been broken open in transit. From your invoice No.18871 we
estimate that thirty garments have been stolen, to the value of f 550.00.
Because of the rummaging in the boxes, quite a few other garments were
crushed or stained and cannot be sold as new articles in our shops.

As the sale was on a CIF basis and the forwarding companywere your
agents, we suggest you contact them with regard to compensation.

You will find a list of the damaged and missing articles enclosed, and the
consignment wiII be put to one side untilwe receive your instructions.

Yours sincerely

Peter A'a*w
Peter Crane
ChiefBuyer
Encl.

Complaint about
damage

You have already seen a
complaint about
breakages in
MacKenzie 's emai l to
Claston Potteries

' page 85.This letter also
deals with damage.
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Howdid the damage
occur?

Whycan't manyof
the garments be
sold ?

Why does Mr Crane
suggest that Mr
Causio has to deal
with comoensation?

What is enclosed
with the letter?

What does MrCrane
intend to do with the
damaged
consignment?

Which words in the
letter have a similar
meaning to the
following?
a dur ing

transportation
b assess
c get in touch with
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Reply to <omplaint
about damage

Because Satex sells
goods to their retailers
on a crF basis,and in th is
case there was no
special instruct ion to
send the goods in a
part icular way, they wil l
have to find out what
happened and whether
they can get
compensation.
Sig. Causio could have
asked MrCraneto keep
the undamaged
garments and return
those which could not
be sold. However, he
wants the shipping
companyto inspectthe
whole consignment in
case they do not accept
that the damage was
caused bythieves.

Satex S.p.A.
Vla dl  i r retr , l  Fapa, oor4o l t r r rn.r

Teieiono: +39 (o)6 7t i99to
Telefax: +39 (o)5 68r5473

E r'rra l | : c e usiod @satc;r.co.it

t s.rif.: Order 14478
,'r r rl " Ns. rif.: D/1162

24August 20-

Mr L. Crane
ChiefBuyer
F. Lynch & Co. Ltd
Nesson House
Newell Street
Birmingham83 3Et
UNITEDKINGDOM

Dear Mr Crane

Thank you for informing us about the damage to our consignment (Inv. No.
18871).

From our previous transactions you will realize that this sort of problem is
quite unusual. Nevertheless, we are sorry about the inconvenience it has
caused you.

Please would you retum the whole consignment to us, postage and packing
forward, and we will ask the shipping company to inspect the damage so
that they can arrange compensation.It is unlikelythat our insurance
company needs to be troubled with this case.

If youwant us to send you another shipment as peryour order No.14478,
please let us know. We have the garments in stock and it would be no
trouble to send them within the next fortnight.

I
Yours sincerely

i ' , ' i la l ' . r ,  r  . i .  I  r  t r '

Daniele Causio
Sales Director

ro5



5uperbuys Ltd
Superbuy House
Wolverton Road
London
sw16 7DN

Telephone +44 (o)zo 832 7 rt i5r
Farumrle +44 (o)zo 8327 r935
E ma i I  k bel lon@su perbuys.com
www.superDuys com

Date. TthJuly 20-

Mr P. Lane
Wembley Shopfitters ltd
WycombeRoad
Wembley
MiddlesexHA9 6DA

DearMrLane

'Superbuys', 443 Halton Road, London SE4 3TN

I am writing to you with reference to the above premises which you refltted
Iast February.

In the past few weeks a number of faults have appeared in the electrical
circuits and the flooring which have been particularly dangerous to our
customers.

With regard to the electrical faults, we have found that spotlights have
either failed to work, or flicker while they are on, and replacing the bulbs
has not corrected the fault.

The flooring which you laid shows signs of deterioration, and some areas
are worn through to the concrete, creating a hazard to our customers.
I would be grateful if you could come and inspect the damage and arrange
for repairs within the next week. The matter is urgent as we can be sued if
any of our customers are injured. I would also take this opportunity to
remind you that you have guaranteed all your f.xtures and fittings for one
year.

I look forward to hearing from you soon.

Yours sincerely

Kelth, Be.llon,
Keith Bellon
Managing Director

Reg No 94f l6 Loi ldon

vrr  No 516 84ro 3o

Complelnt about
bad workmanrhlp

When bad workmanship
is involved the customer
can only complain as the
faults arise, but they
should st i l l  comolain as
soon as possible. In
earlier correspondence
)Pages 4-z4and59,
5u perbuys, a
supermarket chain,
asked Wembley
Shoofitters to refit one
of their shops.The work
was completed, but
some months later
faults began to appear.
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Ri:ply to cs rrr  p la i l r  t
l rbotr t  b.rd
lvor k l r r . r  n s l r  i  p

What does Mr Lane
think caused the
faulty wiring, and
what does he intend
to do about it?

What does he think
caused the problem
with the f looring, and
what does he say he
wi l ldo about i t?

V\/yr  Oi  I  l t ) r '  l iu.ru

\ i t i i  r , r l r lL y

,v\r( i (11{, , (  )1

Mr Keith Bellon
Superbuys Ltd
Superbuy House
Wolverton Road
London SW16 7DN

Dear Mr Bellon

'Superbuys',443 Halton Road, London SE4 3TN

i )

10 July 20-

The damage you described in your letter of 7 July has now been inspectec.

The faults in the wiring appear to have been caused by dripping water from
the floor above. The electrical contractor, who put the wiring in in February,
tells me that the wall was dry at the time he replaced the old wires.
However,we will arrange for repairs to be made and seal off that section,

Durafloor is one of the most hardwearing materials of its kind onthe
market and we were surprised to hear that it had worn away within six
months, so we made a close inspection. We noticed that the floor had been
cut into and this seems to have been the result of dragging heavy metal
boxes across it. The one-year guarantee we offer on our workmanship is
against 'normal wear and tear', and the treatment the floor appears to have
been subjectedto does not come into this category. I am quite willing to
arrange for the sufface to be replaced, but we will have to charge you for the
materials and work involved. If I may, I would like to suggest that you
instruct your staff to use trolleys when shifting heavy containers.

I am sorry about the inconvenience you have experienced and will tell the
fltters to repair the damage as soon as I have your conflrmation that they
canbeginwork.

The floor repairs should not come to more than f 890 andthe work can be
completed in less than a day. Perhaps you could ring me to arrange for a
convenient time for the work to be carried out?

Yours sincerely

'  i , . , t ,

Peter Lane
Director

How does Mr Lane
suggest the damage
to the floor ca n be
avoided?

How long wi l l  the
repairs to the floor
take?

Which words in the
letter have a similar
meaning to the
following?

looked at
durable
everyday use
movrng

ro8



UTHIGTES PtG Lever Fgtaie

Sr a r  bc.o L,  Bh
Yorkch're
y.11 JB'

Tel t"phorre a 44 (o)17 :  j  16c l
Fax +44 (o)r723 8r953

Emai l :  m.blackbsly l (afs1l i . : . ; ,  -  ; ,

Date: 20 June 20-

HerrR.Zeitman
E.F.BadenAG
Ziilpicher Str.10-20
D-40000 Diisseldorf 11

Dear Herr Zeitman

Order No. VC 58391

We are writing to you with reference to the above order and our letter of
22 May in which we asked when we could expect delivery of the 60
dynamos (Artex model 55) you agreed to supply on 3 June for an export
order. We have tried to contact you by phone, fax, and email but no-one in
your organization seemed to know anything about this matter.

It is essential that we deliver this consignment to our Greek customers on
time as this was an initial order from them and would give us an opening in
the Greekmarket. Our deadline is 28 June, andthe lorries have been
completed except for the dynamos that need to be fitted.

Unless we receive the components within the next flve days, our customers
will cancel the order and place it elsewhere. We would like to make it clear
that we are holding you to your delivery contract, and if any loss results
because of this late delivery we will take legal action.

Yours sincerely

,u it iu,e/., B /a,.C i :.t;' r,,
Michael Blackburn
Director

Complaint about
non-dclivery

In th is case the
customer, Forham
Vehicles. makes lorries
for export.They placed
an orderwith E.F. Baden
to supplythem with
sixty dynamos for a
shipment of lorriesto be
exported to Greece.
Baden have neither
delivered the order nor
replied to Forham's
previous letter urging
them to make delivery,
so Forham send a strong
complaint.

at
o
3
g
g.
=
6

c,=
A.
!,

-*tr
h

3
o=

7
!nx
!,

3
E.
o
o

o

Res Fngl . rnd 8q69r l5

vb\ 462j2117

tog



6

tr
o
E
6
I
t'
G

!
tr
G

.E
!
e
E
o
L'

o

-c
-gCL
E
Gx
ul

Reply to
complaint  about
non-del ivery

Note how this letter is
apologetic but f irm.
Though E.F. Baden
accept responsi bil i ty for
the problems Forham
Vehicles face in
delivering their
consignment to their
Greek customers, Herr
Zeitman rejects the
th reat of lega I action by
drawing Mr Blackburn's
attention to a clause in
their contract stating
that the company wil l
not be responsiblefor
unforeseen
c i r c u m sto n ce s. H oweve r,
Herr Zeitman is f lexible
enough to realize he
must not antagonize his
customer, so he allows
Mr Blackburn the
opportunity to cancel
the order if he can make
other arrangements.

This letter i l lustrates
two main points: fi rst, do
not commit yourself to
contracts unless you are
absolutely certain they
can be fulf i l led; second,
always try and be as
fl exible as possible with
customers or associates
even if you are in a
strong position - it wil l
improveyour business
reputation.

Zi l lp icher 5tr .  rc-2o, D-4,oooo
Di. i lseldorf  l l

Tel  +49 rrr  j8 34 06/09
Fax r4c1 zr 18 14z7'r
[ : r r r r r !  i  zertman@baden.co de

29 June 20-
MrM.Blackburn
Forham Vehicles plc
Lever Estate
ScarboroughYOll 3BS

DearMr Blackburn

Thank you for your letter of 20 June concerning your order (No. VC 58391),
which should have been supplied to you on 3 June.

First, Iet me apologize for your order not being delivered on the due date and
for the problems you have experienced in getting in touch with us. Both are
the result of an industrial dispute which has involved our administrative
staff and employees on the shop floor, and has held up all production over
the past fewweeks.

The dispute has now been settled and we are back to normal production.
There is a backlog of orders to fill, but we are using associate companies to
help us fulfil all outstanding commitments. Your order has been given
priority, so we should be able to deliver the dynamos before the end of this
week.

May I point out, with respect, that your contract with us has a standard
clause stating that delivery dates would be met unless unforeseen
circumstances arose, and we think you will agree that an industrial dispute
is an exceptional circumstance. However, we understand your problem and
will allow you to cancel your contract if it wiII help you to meet your
commitments to your Greek customers. But we wiII not accept
responsibility for any action they may take against you.

Once again let me say how much I regret the inconvenience this delay has
caused, and emphasize that it was due to factors we could not have known
about when we accepted your delivery dates.

Please let me know if you wish us to complete your order or whether you
would prefer to make other arrangements.

I look forward to hearing from you.

Yours sincerelv
t / -

K0T -/-txJ.U4r'j.Y,
Rolf Zeitman
Managing Director

t10



ACCOUNTING ERRORS AND
ADJUSTMENTS

Many letters of complaint arise out of
accounting errors, which can be corrected by
adjustments Debit notes and credit notes are
used for this purpose

Debit  notes

Dnrrr  uorrs are asecondchargefora
consignment and become necessary if a
customer has been undercharged through a
mistake in the calculations on the original
invoice. An explanation for the charge must
be included on the debit note:
- Undercharge on invoice cz93. to Units

@ ftz.6z each = f,tz6.zo, Nor f.16.20
- Invoice No. p.32, one line omittedviz. toomn

Zip Disks @ f8.4o each = f84o.oo
- var should have been calculated at ry.5%,

wor ry% Difference = f8t.86

Once a buyer has settled an account, it is
annoying to be told that there is an additional
payment An apology should always
accompany a debit note.
- We would like to apologize for the mistake on

invoice No. czgj,whichwas due to an
oversight. Please could you send us the
balance of €795.oo?

- I am sorry to trouble you, particularly since
youwere so prompt in settling the account,
but I would be grateful if you would let us
have the additional amount of €34o.oo as
itemized onthe enclosed debit note.

- I regret that we miscalculated the var and
must now ask you toforward the difference
of f 5t.86.

Credit notes

Cnr prr NorE s are sent because of accidental
overcharges:
- to copies o/lnternational Commerce @

ft6.5o = ft65.oo Nor 8ry5 oo
- Invoice t283. Discount should have been n%,

not 8%. Credit = Y 5,140 oo.

A credit note may also be issued when a
deposit is refunded (e.g on the cartons or cases
which the goods were packed in) or when
goods are returned because they were not
suitable or were damaged.
- Received 3 returned cases charged on Invoice

No. t4j6 @ E7.oo each = tzt.oo.
- Refundfor 4 copies oflnternational

Commerce f,t6.5o each (returned damaged) =
t66.oo

As with a debit note, inthe case of mistakes
a covering letter ofexplanation and apology
should be sent with a credit note.
- I have pleasure in enclosing a credit note for

€z4o.oo This is due to a miscalculation on
our invoice dated tz August. Please accept our
apolog ies for the error.

- Pleasefind enclosed our credit note No. c4for
€t65.6o which is a refundfor the overcharge
on invoice No. tz8j. As you pointed out in
your letter, the trade discount should have
been p%, not rc%, of the gross price. We
apolo g iz e for the inc onv e nie n c e.
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Ihblt note

This note is necessary
because the suppliers,
Seymore Fu rnitu re, have
made a mistake in their
calculations and have
undercharged their
customer, C.R. M6ndez.

Furniture Ltd

Telephone: +44 (o)r628 26755
Fax:+44(o)t628 26756
Email:  accounts@seymore.co.uk
Registered No. t85t439r London
vAr No.231 6188 3r

C.R.M6ndez S.A.

Avda del Ej6rcito 83

E-48015 Bilbao

Invoice No. L 8992. UNDERCH.A,RGE.

The extension should have read:
6 Chairs @ f 35.00 each = f210.00
NOT
6 Chairs @ f,25.00 each = f150.00

We apologize for the error and ask if you
wouldplease paythe difference of f,50.00.

Debit Nete
NO.311

Tib Street
Maidenhead
Berkshire
s 16 5oz
UK

3lMay 20-

f50.00

5May2G-



NO. C517

Tib Street
Maidenhead
Berkshi re
s L6 5D2
UK

20 May 20-

[40.00

Credit note

Seymore Furniture
have made a mistake
on another invoice and
must now send a credit
note. Note that the form
for a credit note is the
sa me as that for a debit
note, except for the
heading. Credit notes,
however,are often
printed in red.
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10 May 20-

Telephone: +44 (o)r628 26755
Fax: +44@)t628 26756
Email:  accou nts@seymore.co.uk
Registered No. r85r439r London
ver No. z3r 6188 3r

C.R.M6ndez S.A.

Avda del Ejercito 83

E-48015 Bilbao

Invoice No. t899 5. OVERCHARGE.

The invoice should have read:
L5Y" off gross price of f800.00 = f120.00
NOT
10% offgross price off800.00 = f80.00

Refund = f 40.00. Please acceDt our
apologies.
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Complelnt rbout
eccountlng c?nort

M. Lancelot (a builders'
supplier) has received a
statementwhich
contains several
accounting errors.

IrI. LAD|GELOT SARL tol n,. xllrlr|. & lrFt.l
rt.oooffoatpelhr

lahpl'roo.
.y3)4843to3t

fdccopie
.  ] ]  r  fu l  to l l

Imer l
*r . t r (c () : iEl . t ' \ (c lOl  (O t t

5 August 20-

MrK.Winford
K.Winford & Co. Ltd
PrestonNewRoad
Blackpool
Lancashire FY44UL

DearMrWinford

I have received your July statement for f 3,280.54 but notice it contains a
number of errors.

I Invoice Y1l46for t256.O0 has been debited twice.

2 No credit has been listed for the wallpaper (Cat. No. \MR114) which I
retumed in JuIy. Your credit note No. CN118 for f19.00 refers to this.

3 You have charged for a delivery of paintbrushes, invoice No. Y1162 for
f52.00, but I neither ordered nor receivedthem. Could you check your

deliverybook?

Ihave deducted atotal of f337.00 fromyour statement andwil iendyoua
draftfor t2,943.64 once I have your confirmation of this amount.

Yours sincerely

Ma*u'ire Lanrt/ot
MauriceLancelot
Director

il4



Telephone
+44@)tz536t2go/ ' t /2
Fax
+44@112536978
Emai l
wink@winford.co.uk

Replyto complaint
about accounting
errors
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K.tTinlold
& Go. Hd

Preston New Road
Blackpool
La ncashire
FY44UL

7 August 20-
M. Maurice Lancelot
Director
M. Lancelot SARI
703 rue Metairie de Saysset
F-34000 Montpellier

Dear M. Lancelot

Thank you for your letter of 5 August in which you pointed out that three
mistakes totalling f 3 37.00 had been made on your statement.

I apologize for the errors. These were due to a software fault which has now
been fixed. I have enclosed another statement for July, which shows the
correct balance of. L2,943.64.

Yours sincerely

rc. wtnforoL
K.Winford

Enc. Statement

Reg No 3i l62531
vAr No 83r4ooj 36
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Points to remember
1 Minor complaints can be faxed or emailed,

but use letters when dealing with more
senous ones.

2 Before writing a letter of complaint, make
sure you have got your facts right.

3 Complaints are not accusations, they are
requests to correct mistakes or faults, They
should be written remembering that the
supplier almost certainly wants to put
things right.

4 Never make the complaint personal (e.g.
your mistake, your fault,you are to blame).
Use an impersonaltone (e.g.the mistake,it
must hav e happened because ..., the enor).

5 Whenansweringacomplaint,thankyour .
customer for pointing out the problem. If the
complaint is justified, explain how the
problem occurred and how you intend to
dealwithit.

6 If you need more time to investigate the
complaint, tell your customer.

7 If the complaint is unjustified, politely
explain why, but sympathize about the
inconvenience it has caused.

n6
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FORMS OF CREDIT

Credit arrangements between trading
companies take two forms:
-BIt ts oF ExcHANGE,oTBANK DRArrs,

by which the supplier gives credit to the
customer for the period specifled, e.g. thirty,
sixty, or ninety days.

-  OpnN AccouNr rAcrLrrrE s,  bywhichthe
customer is allowed to pay for goods against
monthly or quarterly statements.

In order to control a transaction, a supplier
may send aquality and deliveryJaxtothe
customer shortly after despatch of the goods,
stating that they were despatched on the date
of the invoice; that they met the quality
conditions ofthe contract; that the supplier
would like to be informed if the goods arrived
intact or were damaged on delivery; and that
the supplier looks forward to prompt payment
on the due date.

As a rule, all areas of credit dealing should be
considered confidential, so open
correspondence like email and fax should be
used carefully.

REqUTREMENTS FOR CRANTTNG
CREDIT

Cnr prr FAcrlrrrE s wil l only be granted by a
supplier if the customer can satisfy one or
more of these three requirements:

1 Reputation - Credit may be given to flrms
which have an established reputation, i.e.
are wellknown nationhlly or
internationally.

2 Long-term tradl.ng association - If a
customer has been trading with a supplier
over a period of time and has built up a good
relationship by, for example, settling
accounts promptly, they may be able to
persuade the supplier to grant credit
facilities on this basis alone.

3 RnrEnnNcn s - Normally, when asking for
credit, a customer will supply references, i.e.
the names of concerns or companies which
will satisfy the supplier that the customer is
reputable and cnrprrwonrHv. Banks wil l

supply references, though these tend to be
briel stating the company's capital and who
its directors are.Tnapn assocrerrous, i .e.
organizations which represent the
company's trade or profession, also give brief
references telling the enquirer how long the
company has been trading and whether it is
Iarge or small. References can also be
obtained from, e.g. the customer's business
associates and the commercial departments
of embassies.

ASKING FOR CREDII

t r  i r

When asking for credit facilities, it is best to go
straight to the point and specify what form of
credit you are looking for.
- I am writing to ask if it would be possible for

us to have creditfacilities in the form of
payment by 6o-day bill of exchange.

- Thank youfor your catalogue and letter. As
there was no indication of your credit terms,
couldyoulet me know if youwould allow us
to settle on monthly statements?

- We appreciate your prompt answer to our
enquiry. As I pointed out in my letter, our
suppliers usually allow us open account

facilities with quarterly settlements, and I
hope this method of payment will be
acceptable to you.

As mentioned above, your supplier will only
grant credit if they are convinced that you will
not pn rrulr, so mention your previous
dealings withthem.
- As we have been dealing withyoufor more

than a year, we JeeI that you know us well
enoughto grant our request.

- We believe we have established our reliability
with you over the past six months and would
now like to settle accounts on a quarterly
basis.

- During the pastfew months we have always
settled promptly, and therefore we feel we can
ask for b etter cre dit facilitie s from y ou.

8
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Mention your reputation, and offer references.
- We are awell-established company and can

offer references, if necessary.
- We can certainly pay on the due dates, but if

you would like confirmation concerning our
creditworthiness, please contact any ofthe

following who wiII act as our referees: .. .
- We deal with most of our suppliers on a

quarterly settlement basis and you may
contact any of thoselistedbelowfor a
reference.

- We hopefor afavourable decision andlook

forwardtoyour reply.
- We hopeyouwillfollow upthe references

we have submitted. We lookforward to your
confrmation that payment by 3o-day bill of
exchang e is acceptable.

- As soon as we receive your confirmation that
youwill allow the open accountfacilitieswe
have askedfor,wewill send our next order.

REPLYING TO REO-UE5TS FOR CREDIT

t -

Ifthe supplier does not think it necessary
to take up references, they may grant credit
immediately.
- As we have been trading for over a year,

references wiII not be necessary. You may
clear your accounts by jo-day biII of
exchange, which wiII be sent to Burnley's
Bank (Queens Building, Cathays Park, Cardifr
cn 9w) with shipping documents for your
acceptance.

- We are pleased to inform you that the credit

facilities you askedfor are acceptable, and as
we know the reputation of your company
there will be no needJor us to contact any
referees. I would just like to confi.rm that we
agreed settlement wiII be made against
monthly statements We look forward to
receiving your next order.

If references are considered necessary
however, the supplier will acknowledge the

request seepager2oandthenreplyinfull !
when references have been received. I
- We have now receivedthe necessary

references and are pleased to inform you that,

from your next order, payment can be made
on a quarterly basis against statements.

- The referees you gave us have replied and we
are able to teII you that as from next month
youmay settle your account on a documents
against acceptance basis by 6o o/s s/t

When refusing credit facilities, the writer
must explain why the request has been turned
down. There may be various reasons for this. It
might be uneconomicalto offer credit
facilities; you may not trust the customer, i.e.
the customer has a bad reputation for settling
accounts; or it might simply be company policy
not to give credit. Whatever the reason, the
reply must be worded carefully so as not to
offendthe customer.
- Thank youfor your letter of 9 November in

which you asked to be put on open account
t e rms. U nfortunately, we nev er allow cre dit

facilities to customers untilthey have traded
with us for over a year. We are very sorry that
we cannot be more helpful at present.

- We regret that we are unable to offer open
account terms to customers as our products
are competitively priced, and with small
prof.t margins it is uneconomical to allow
creditfacilities.

- We are sorry that we cannot offer credit

facilities of any kind at present owing to
inflation. However, if the situation improves
we may be able to reconsider your request.

- We have considered your requestfor
quarterly settlements, butfeel that with our
comp etitive pricing p olicy, which Ie av e s only
s maII p r oft marg ins, it w ould be
uneconomical to allow credit on your present
purchases.However,if you can offerthe usual
references and increase your purchases by at
Ieast 5o%, we would be willing to reconsider
the situation.

8
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Negot iat ing

Sometimes a supplier will not offer as much
credit as the customer wants, but will
negotiate a compromise.
- I regret that we cannot ofrer you creditfor as

Iong as three months, since this would be
une conomic al for us. How ev e r, we ar e
prepared to offeryou settlement agatnst
monthly statements. Perhaps you would let .

me know if this is acceptable?
- Though we do not usually offer credit

facilities, we would be prepared to consider
partial credit.In this case you would pay haIJ
your invoices on a cashbasis, andthe rest by

3o-day biII of exchange. If this arrangement
suits you, please contact us.

Reply whi le wai t ing for  referencel

In some cases you will not be able to grant
credit without making further investigations.
In particular, you may want to take up the
references your customer has offered.In these
cases, your reply will be little more than an
acknowledgement of the request.
- Thank youfor your letter inwhichyou asked

for creditfacilities. At present we are writing
to the referees you mentioned and wiII let you
know as soon as we hearfromthem.

- In reply to your email of 8 lune, we wiII
consider your request to pay by 3o-day biII of
exchange and wiII contad youby letter as
soon as we have reached a decision.

- With reference to your letter of ry March, in
which y ou aske d for op e n account facilitie s,
I wiII contact you as soon as the usual
enquiries have been made.

- As we have only just received your letter
a sking f or c r e dit facilit ie s, w oul d y ou allow u s
a little time to consider the matter? I wiII be in
touch with you ag ain within the next couple
of weeks.

8



Requcrt for open
eccount hcilities

Mr Hughes, some of
whose corresoondence
we looked at in orevious
units rsee pagesz6-27,
g3-g4,andrc3-ro4,
asks his suppl ier  i f  he
wi l la l low him open
account facil i t ies.
Although some of their
exchanges have been by
email, the topic of credit
is more sensitive and
would be dealt with by
letter. Mr Hughes makes
his request while
sending an order rather
than making his next
ordercondi t ionalon
Mr Cliffs acceptance.
Compare this with the
letter in which F. Lynch
& Co. made their next
order conditional on
revised terms
>see page 84.
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I[. [tu;;hrs
& Sort l,ful
.rr Mced Road, Swrnrca
Wert Glamorgen Str rDr
lelephone: +44 (o)r792 5844r
Fcx: Swa nsea r 44 (0)179 2 5947 2
Ernorl:  r .hughes@huson co.uk

18 July 20-

MrR.Cliff
Homemakers Ltd
54-59 Riverside
Cardiff CFlUW

DearRichard

I have enclosed an order, No. B 1662, for seven more 'Sleepcomfy'beds which
have proved to be a popular line here, and will pay for them as usual on
invoice.However,I wondered if in future you would let me settle my
accounts by monthly statement as this would be more convenient for me?

As we have been dealing with one another for some time,I hope you will
agree to trade on the basis of open account facilities. I can, of course, supply
the necessary references.

Yours sincerely

Rpbert
RobertHughes

Enc. OrderNo.91662
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In his reply, Mr Cliff says
he is prepared to give
credit,even though he
feels it may not be in Mr
Hughes' best interests.

Whydoes Mr Cliff
think itwould be
better for Mr Hughes
to settle invoices
within seven days?

Whatform of open
account facilities is
MrCliffoffering?

Why doesn't Mr Cliff
need any references
from MrHughes?

l(tnt"rrd t|o ottT6,

When should Mr
Hughes pay invoice
o rvr rrr3?
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24luly20-

MrR.Hughes
R. Hughes & Son ttd
2lMeadRoad
Swansea
West Glamorgan 3ST lDR

DearRobert

Thank you for your order, No. 81662, which will be sent to you tomorrow.
I have taken the opportunity to enclose the invoice, DM1113, with this letter.

With regard to your request for open account facilities, setflement against
monthly statements, I feel there would be more advantage for you in
claiming the 3% cash discounts offered for payment within seven days of
receipt of invoice. Nevertheless, I am quite prepared to allow monthly
settlements, andthere will be no need to supply references as you are a
long-standing customer.

The enclosed invoice will be included in your next statement.

Yours sincerely .

Ri^&a/d
Richard Cliff
Director

Enc.Invoice DM1113
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r5r nrc des Raimoni€res
t-t6ooo Foitieru Cddcr 5A

T6lephone (+131 r 9968ro1r
Tdl6copic (+33] l 74rorr61
Enell p 6erard(odr* <o fr

r.'. PG/AL

3 December 20-

Herr R. Gerlach
R.G. Electronics AG
Havmart 601
D-50000 Koln 1

Dear Herr Gerlach

I intend to place a substantial order with you in the next few weeks and
wondered what sort of credit facilities your company offered?

As you know, over the past months I have placed a number of orders with
you and settled promptly, so I hope this has established my reputation with
your company. Nevertheless, if necessary I am willing to supply references.

I would like, if possible, to settle future accounts every three months with
payments against quarterly statements.

Yours sincerely
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P. Qtuad
P.G6rard(M.)
Manager
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€ Rcfuml of crcdlt

.9 fr<lllties

In this reply, R.G.
Electronics turn
Disc 5.A.'s request down,
even though the two
companies have traded
for some time.

R.G. Elect ro n ics AG I;H'"'-T,,,

8

Telefon r*49) 221 J: .,) \rt4

Io{ctu ( i49l  zzt  E l  or  t5

Imerl  5t ' r latnr6rge.co.de
it'r'Jw l!:le.0e

vorr Ref. PG/AI

8 December 20-

M. P. Gdrard
Disc S.A.
251rue des Raimonidres
F-85000 Poitiers Cedex

DearM.Gerard

Thank you for your letter of 3 December in which you enquired about credit
facilities.

We appreciate that you have placed a number of orders with us in the past,
and are sure that you can supply the necessary references to support your
request. However, as you probably realize, our products are sold at
extremely competitive prices. This allows us only small proflt margins and
prevents us offering any of our customers credit facilities.

We are very sorry that we cannot help you in this case and hope you
understand ourreasons

Once again, thank you for writing, and we look forward to hearing from
you soon.

Yours sincerely

- t lK. Qi l ' t t lQt
R. Gerlach
Sales Director
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E I How does Herr 2 What reason does I ls it only in 4 How does Herr

€ Cerlachassure HerrGerlachgivefor M.G€rard'scase Gerlachencourage
! M. G6rard that his refusing credit that credit has further
a-
O firm's reputation has facilities? been refused? correspondence?

nothing to do with
the rejection?
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Request for a
change in the
terms of payment

As we have seen in
previous units,
MacKenzie Bros of
Canada import
chinawarefrom Glaston
Potteries in England.
They currently pay
by letter ofcredit
>see pages 58 and 85,
but now want to pay on
quarterly statements by
international ban ker's
d raft .This involves fai r ly
long-term credit,  so they
supply references.

Notification of
taking up
references

Glaston Potteries are
sym pathetic to Mr
MacKenzie's request, but
decide to take up the
reference offered.

ar
o
CL

Dear Mr Merton

Our bank has advised us that the proceeds of our letter of credit against your invoice,
No. G1197/S, have now been credited to your account.

Although we have paid for some time on this basis, it does not really suit our accounting
system, and as we feel you know us well enough by noq we would like to make future
payments on quarterly statements by international banker's draft.

lf you require a reference, please contact either Mr M. Pierson or Mr J. Tane at our other
suppliers, Pierson & Co, Louis Drive, Dawson, Ontario, who will be happy to vouch for us.

Please confirm that these new terms are acceptable to you.

Richard MacKenzie

RE: Terms of payment

Dear Mr MacKenzie

Thank you for your email of 9 February in which you asked to change your terms of payment

to settlement by banker's draft on quarterly statements.

We are taking up the reference you offered, and provided it is satisfactory, you can consider
the new arrangement effective from your next order.

John Merton
Sales Manager
Glaston Potteries Ltd
Clayfield, Burnley BB10 1RQ
Tel: +44 (0)128246125
Fax: +44 (0)128263182
Email: j. merton@glaston.co. uk
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AsKTNG ABourcREDrr RATTNc 
I f theamountofcredi t isknown' i t isusual ly
mentioned.

The guide below gives you an outline of how - The credit will be about f,6,ooo.
to take up references and to ask about a - We do not expect the credit to exceed f,4,ooo.
company'scREDIr RATING. -Thedraf t isforf ,gz6oo.

- It is unlikely that they wiII ask for more than a
ft,ooo credit at this staqe.

Say who you are and why you want the
information. Make it clear that the name of the
company you are writing to has been given to Thank the company in advance for giving
you as a reference by your customer. If this is you the information, and tell them you will
not the case, you are unlikelyto get areply reciprocate ifthe opportunity arises.AIso,let

" see pager27. themknowthatwhatevertheysayintheir
- We are afurniture wholesalers and have been ietter will be treated as confidential.

asked by L R Naismith & Co. Ltd oJ zt Barnsley - We would like to thank you in advance for the
Road, Shefield to ofer them open account inJormation and can assure you that it will be

facilities with quarterly settlement terms. treated in the strictest confidence.
They have given us your name as a reference. - Your help wiII be appreciated, and the

- We are a glass manufacturers and have information will be held in confidence. We
recently begun to export to the uK. D. R. will return the favour should the opportunity
Mitchell & Son,who are customers of yours, ar6e.
have placed an order with us, but want to pay - We can assure you that the information will
byjo-daybil lofexchange Theyhave notbedisclosed.Thankyouforyour
inJormed us that you would be prepared to assistance in this matter. If we can reciprocate
act as their referees. in a similar situation, please do not hesitate

- Yourbranchofthe EastlandBankwas given to contactus.
to us as a reference by LT.S. Ltd,who have
placed a substantial order with us, and want
to settle by 4o-day draft Couldyou give us a
guide to I.T.S.'s credit rating? Business associates may give more

information than banks and trade
associations, who will usually only give brief
references but see page tz7. An enquiry

Say exactly what you want to know. agency will give much more detail about a
- We would like to know if the company is company, and for a fee, will research its

creditworthy and has a good reputati.on. financial background, its standing,
- We would be grateJul if you could tell us if the creditworthiness, and ability to repay loans or

company is reliable in settling its accounts fulfiI obligations. When writing to an enquiry
promptly. agency, therefore, you can ask for more

- Could you let us know if this company is information.
capable oJ repaying a loan oJ this size within - We have been asked by D. F Rowlands Ltd of
the specifiedtime? MiltonTrading Estate,Peterborough,to

- Could you tell us if the company has a good provide them with a credit of up to t 5,ooo by
reputation in your country;whether they can allowing them to settle by quarterly
be relied on to settle promptly on due dates; statements. As we have no knowledge of this
and what limit you would place or have company, would it be possible for you to give
placed on creditwhen dealing with them? us detailed information of their trading

activities over, say, the past three years?

8
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- The company named on the enclosed slip has
written to us asking if we would allow them to
settle by 6o-day bill of exchange. Our trading
with them so far has only been up to
tt,5oo.oo. As we know nothing about them or
the ir cr e ditw o rthine s s, could you inv e stig at e
their business activities over the pastfew
years and give us a detailed report?

REPLYTNG TO ENqUrRrES ABOUT
CREDIT RATING

In most countries there are laws which
protect a company from having its reputation
damaged by anyone saying orwriting
anything that could harm its good name, and
this should be considered when giving details
of a company's creditworthiness or
commenting on its standing.

There are a number of reasons why you may
not wish to reply to an enquiry. If, for example,
the company writing to you does not state that
you have been named as a REFxREE bytheir
customer, and you do not want to risk
offending a business associate, it would be
better not to make any comment.
- Thank youfor your letter concerning our

customer, but we cannot give you any
information until we get permissionfrom the
customer. Could you therefore ask the person
mentioned inyour letter to write to us asking
us to act as referees? We would then be happy
to give you the necessary information.

- As we have not been asked by the person
mentioned in your letter to write a reference
on their behalf, we cannot supply any
information about them.

Ifyou do not know enough about the company
to comment, then it is better to say so.
- With reference to the company you

mentioned in your letter of g October, we are
sorry to say we know little about them as we
have only supplied them on a couple of
occasions.Therefore we cannot give you any
details of their trading record or credit standing.

- Thank you for your letter, which we re ceiv e d
today. Unfortunately, we know nothing about
the company as our only dealings withthem
have been on a cash basis.We are sorry that
we cannot help you in this matter.

Sometimes you may simply not want to give
any information about a customer, whether
you know their reputation or not. In this case a
polite refusal, generalizing your statements, is
the best course of action
- With reference to your letter of t6 October in

whichyou asked aboutthe credit standing of
one of our customers, we regret that it is our
policy never to give information about
customers to inquirers. As business associates
of ours, we are sure you wiII appreciate this.
Perhaps an enquiry agency would be more
helpful?

Ifyou give an unfavourable reply, do not
mention the name of the company. Give only
the facts as they concern you Do not offer
opinions, and remind the company you are
writing to that the information is strictly
confidential. It is advisable not to use an open
system like fax or email for this kind of
communication.
- With reference to your letter of t9 April in

whichyou asked us to act as refereesfor the
customer mentioned,we have only dealtwith
them on afew occasions butfound they
tended to delay payment and had to be
reminded several t imes before their account
was cleared But we have no idea of their
trading records with other companies.We are
sure you will treat this information in the
strictest confdence.

- In reply to your letter of 4 September
concerning the customeryou enquired about,
we regret that we cannot recommend the frm
as being reliable in their credit dealings, but
this information is based only on our own
experience of trading withthem.We offer this
information onthe strict understanding that
it wiII be treated confdentially.

6
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Rrplyiryfercurably

Even in a favourable reply, you should still not
mention the customer's name if possible. You
can state that you have allowed credit facilities
and, if you are sue, you could mention the
customer has a good reputation within your
trade. In the examples below you will see that
the reference should still be considered
confidential, and that the referee takes no
responsibility for how the information is used.
- We are pleased to inform you that in our

experience the company mentioned in your
Ielter oJ7 November is completely reliable
and canbe trustedto clear theirbalances
promptly on due dates.However,wetake no
responsibility for how this information is
used.

- With regard to the company mentioned in
your lelter of 8 December,we can assure you
that they have an excellent reputation in
dealing with their suppliers, and though we
have not given them the credit terms they
hatre asked you for, we would allow them
those facilitie s if they approached us. Please
treat this information as confidential.

8
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Telcphone +44 (o)r:82 45rr5
F*rimlle +44 (o)rz8: 63182
Emeil j. merton@gla rton.co.u k
www.glaston <om

Your ref:

t6 February 20-

MrM.Pierson
Pierson & Co.
Louis Drive
Dawson
Ontario
CANADA

Dear Mr Pierson

We are suppliers to MacKenzie Bros Ltd,1-5 Whale Drive, Dawson, Ontario,
who have asked us to give them facilities to settle their statements on a
quarterlybasis.

They told us that you would be prepared to act as their referee, and while
we have little doubt about their ability to clear their accounts, we would like
confirmation that their credit rating warrants quarterly settlements of up
to f8,000.

We wouldbe very gratefulfor an early reply, and can assure youthat it will
be treated in the strictest confidence.

Yours sincerely

Lcttrrtoe rful
As notif ied in their email
Dsee Page 125, Glaston
Potteries ta ke u p the
reference offered by
MacKenzie Bros.
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Jolwlrtertan,
JohnMerton
Sales Manager

What do Glaston
Potteries want Mr
Pierson to do?

Why have they asked
Mr Pierson to do this?

What assurance do
they give Mr Pierson
about the
information they
want?

Rn$rstoled No 7164Er
vAT Rf,tistrr?d No r33 9343r o8

4 Which words in the
letter have a similar
meaning to the
following?
a everythree months
b sayingthat

something is true
r justifies
d payments
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Rcferee'r reply 1

What did Mr Pierson
do before he wrote
the reference?

What is his opinion of
of MacKenzie Bros?

What does he mean
by they have paid on
due dotesl

How does he explain
that they are
creditworthy?

8

Louis Dr ive I  Dawson lOntar io lCanada

Telephone (+t l  $ 4 zg5 t68z

Facimi le (+t)  6t4zg5 r4-7t

Cable Pl  E RCO

Emri l  m pierson@prerco co uk

Drte 28 Februarv 20-

MrJ.Merton
Glaston Potteries Ltd
ClayfieId
Burnley BB10 1RQ
UK

DearMrMerton

I am replyingto your enquiry of 16 February in which you asked about
MacKenzie Bros of Dawson, Ontado.

I contacted them yesterday and they confirmed that they wanted us to act
as their referees, and I am pleased to be able to do so.

The company has an excellent reputation in North America for both seryice
and the way they conduct their business with their associates in the trade.

We have given them credit facilities for at Ieast ten years and have always
found that they have paid on due dates without any problemp. I might also
add that our credit is in excess of the one mentioned in your letter.

You can have every confidence in offering this companythe facilities they
ask for.

Yours sincerely

Mahnh4,t Ptzrson
MalcolmPierson
Director

Which words in the
letter have a similar
meaning to the
fol lowing?
a morethan
b feel ingofcertainty
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Lettcr to a q'
refcree 2 4;

SatgX 5,p.A, relefono:+39(o)67699ro
Tnlefax: +39 (o)5 68i5473 

Here is a nother exa mple

via di pietra papa. oo146 Roma Ernail: causiod@satex.co.it of taking up references'
thistimefrom Satex,

Vs. rif.: 
the ltalian manufacturer
we have met in previous

Ns. rif.: DC/AA units.Their customer,
F. Lynch & Co., asked to

4JuIy20- beallowedtosettletheir
accounts by4o-day bil l

Mr T. Grover of exchange, documents

GroverMenswearltd instacceptance o
Browns Lane e Page 84. F. LYnch o

Rugeley & co.offered references,

staffordshire ws15 lDR 
which satex are taking Fup. 3

F
Dear Mr Grovet g

q
Your name was given to us by Mr L. Crane, the chief buyer of F. lynch & Co.
Ltd, Nesson House, Newell Street, Birmingham 83 3EL, who have asked us to
allow them to settle their account by 40 -dayB/8.

They told us that you would be prepared to act as their referee. We would be
grateful if you could confirm that this company settles promptly on due

" dates, and are sound enough to meet credits of up to f 5,000 in transactions.

Thank you in advance for the information.

Yours sincerely
, I

uahre,lp oa/,Lf tD
Daniele Causio
Sales Director

13r
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Refcree'r rcply 2

Note how Mr Grover
says he wil ltake no
responsibilityfor how
the information he
provides is used,and
reminds Satex that the
letter is confidential.

What did Mr Grover
do before contacting
Satex?

What expression is
used to mean.,for
them?

Why does F. Lynch &
Co. only sometimes
use Grover
Menswear's credit
facil i t ies?

How does Mr Grover
explain that his
companywill not be
liable for Satex's
decision?

Which words in the
letter have a similar
meaning to the
following?
r tradingwith
b respected
( private

qNI trl '()VCl'
t rirt etlsweat'
Brcwns Iarre
p r f fFt fy

5i, l { f i ) r i l ' ih  
' i

' i t "Ah1' t f ,  .  ' . .a '  r - . : . . i i l i l ( i l l

taX+41tc 1ir  J ! r r )J. ,

EmAi l t  grOvetr ;" , '  r r  . .wD,rr  (c i l i

9 July 20-

Mr D. Causio
Satex S.p.A.
Via di Pietra Papa
00146Roma
ITATY

DearMrCausio

We have received confirmation from F. Lynch & Co. ltd that they want us to
act as referees on their behalf, and can give you the following information.

We have been dealing with the company for ten years and allow them
credit facilities of up to f4,000, which they only use occasionally as they
prefer to take advantage of our cash discounts. However, we would have no
hesitation in offering them the sort of credit you mentioned, i.e. f,5,000, as
they are a large reputable organization and very well-known in this
country.

Of course, we take no responsibility for how you use this information, and
would remindyouto consider it as confidential.

Yours sincerely

7'. Qrorer
T. Grover (Mr)
Director, Grover Menswear
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DearMr Stevens

I am replying to your letter of L0 August in which you asked about one of
our mutual business associates.

I regret that I cannot give you the information you asked for as it would be a
breach of confidence. if, however, you can get the company to write
instructing us to act as their referee, then we may be able to help you.

Yours sincerely

Mark cluf't44/t/.r,
MarkChapman

DearMr Scrutton

I amreplying to your enquiry aboutthe companymentioned inyourletter
of 3 May.

In the past we have allowed that company credit, but nowhere near the
amount you mentioned, and we found they needed at least one reminder
before clearing their account.

Thb information is strictly confidential and we take no responsibility for
howit is used.

Yours sincerely

larah, Wentworth,
SarahWentworth

DearMr Cox

In reply to your letter of ro August, I regret that we cannot offer you any
information concerning the company you asked about in your letter. We
have had very little dealing with them and they have never asked us for
credit of anykind.

I am sorrywe cannot helpyou inthis matter.

Yours sincerely

H.F. Ed^6lex
J,/

H.F. Edgley (Mr)

tegativc rcpllcr I
to enquirlcs ebout g
crcdit retlng

In this letter, the writer
refuses to reply because
he does not have the
company's permission.

The reply in this case is
unfavourable. Notice
how the writer does not
referto the company by
name.

The writer of th is letter
is unableto supplythe
information his
correspondent wants
because he has l itt le
knowledge of the
comPany.
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€ lcfterto an
,9 cnquiry rgent

Checking on a
customer's credit rating
with an enquiry agency
allowsyou to be more
specific about the
details you want
concerning the
customer.

8

P.MARIOW & CO. LID Jr Coodge Street

Iondon

r ,c4 4r r

Telephone: +44 (o)zo 7583 6rr9
Fax: +44 @)zo75g7tz5
Ernarl:  p.ma rlow@pma rlow.co.uk

9 April 20-

Mr S. Spade
Credit Investigations Ltd
1 Bird Street
londonEl 6TM

Dear Mr Spade

You were recommended to me by a previous client of yours, S. Greenstreet
& Co. Ltd.

I would like information about Falcon Retailers Ltd, who have asked us to
allowthem open account facilities with quarterly settlements and credits
of upto f8,000.

Would you please tell us if this company has had any bad debts in the past;
if any legal action has been taken against them to recover overdue accounts;
what sort of reputation they have amongst suppliers inthe trade; whether
they have ever traded under another name, and if they have, whether that
business has been subject to bankruptcy proceedings?

Please would you make the necessary enquiries, and let us know your fee.

Yours sincerely

Pat Marhu
PatMarlow(Ms)
Director

Redrst?red rr  InSland 22]J59

vAI r4u 7.1r5 O3
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E l  Hff idoesMsMarlow 2Whywouldthe SWhichwordsinthe

€ ask if the company supplier want to letter have a similar
E has*ro'vedmoney knowifthecompany meaningtothe
A before? hasevertraded under following?

another name? a late payments
b legalaction to

close the business
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Enquiry agent's
reply

f'l

o
A.

Credit

l_l;"r.igations

t  Bird Street
London
rr 6rrut

Telephone +44 @)zo 764't494
Fax+44(o)2o764t965
Emai l  spades@credi t .co.uk

26 ApriI2}-

Ms Pat Marlow
P.Marlow & Co. Ltd
31 Goodge Street
London EC4 4EE

DearMsMarlow

As requested in your letter of 9 April we have investigated Falcon
Retailers Ltd.

It is a private limited companywith a registered capital of L10,000 and
consists oftwo partners, David and Peter Lorre. It has an annual turnover of
f400,000 and has been trading since October 1993. As far as we know,
neither the company nor its directors have ever been subject to bankruptcy
proceedings, but the company was involved in a court case to recover an
outstanding debt on 17 lanuary 20-. The action was brought by [.D.M. Ltd

' and concerned the recovery of f 3,650, which Falcon eventually paid. We
ought to point out that I.D.M. broke a delivery contract which accounted for
the delayed payment.

From our general enquiries we gather that some of Falcon's suppliers have
had to send them second and third reminders before outstanding balances
were cleared, but this does not suggest dishonesty so much as a tendency to
overbuy which means the company needs time to sell before they can clear
their accounts.

We hope this information proves useful.If you have any further enquiries,
please contact us.

You will find our account for L475.OO enclosed

Yours sincerely

S. Ipn/",
S. Spade
Credit Investigations Ltd

Enc. Account

Reg London 312156t

Doesthecompany 7
settle its balances on
due dates?

What does Mr Spade
think Falcon Retailers' ,
problem is?

8
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How many people
run Falcon Retailers?

What are their
annual  sales?

3 Havetheyevergone
out of business?

4 Have legal
proceedings ever
been taken against
them?

Which words in the
letter have a similar
meaning to the
following?
a researched
b get back
c unpaid

'otro
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Points to remember
1 Credit is only given if the supplier knows

that the customer has a sound reputation,
knows the customer well, and / or has a
reference from a bank or business associate
of the customer.

2 When asking for credit, say why you want it
and convince your supplier that you will pay
on due dates. State howlong you have been
dealingwith the company and offer
supporting references.

3 When refusing credit, you should give
reasons and convince your customer that
the refusal does not discriminate against
them in particular. Using generalizations
can help, e.g. We usually / as a rule / normally
do not ofrer creditfacilities.

4 \Mhen taking up a reference, tell the
company who you are and who you are
enquiring about. TeII them the type of credit
involved, e.g. bill of exchange, monthly
settlements, and let them knowhow much
the credit is for. Assure them that the
information will be treated in confidence
and that you will reciprocate should the
occasion arise.

5 When writing an unfavourable reply, if you
do notwantto comment on a company's
reputation, simplywrite thatyou do not give
information about any of your customers.
Alternatively, be brief, stating onlythe facts
as they concern you. Do not give opinions or
mentionthe name of the company.

6 When writing a favourable reference, state
that you have allowed the company credit
facilities but do not mention its name. Tell
the enquirer the information is given in
confi dence and without responsibility.

8
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Banks in the UK
TYPES OF BANK

These can be divided i.nto three main groups:
MERCHANT BANKS, COMMXRCIA].  BANKS,

and pnrvarr  BANKS (BulrorNc socrETrEs,
which are MUTUAL institutions where people
can save and borrow money, primarily to buy a
home, also exist in the UK, but many of them
have converted to public limited companies
and now compete with commercial banks in
offering domestic services like current
accounts, loans, MoRTGAGT s, and insurance,
and wi l l  act  as TRUSTExs and nxe curons,
l ike banks. However, FoRx rcN EXcHANGE,
discounting services, and ne gotiating
documents are still primarily dealt with by
banks.)

Merchant banks

Merchant banks tend to encourage Iarger
organizations to use their services, and while
the facilities they offer are simiiar to those of
the commercial banks, merchant banks
specialize in the areas of international trade
and flnance, discounting bills, conflrming the
cREDIT sTATUS of overseas customers
through corFrRMrNG Housr s, acting in the
NEW IS sux rvranrnt, and in the nurlrorv and
E uRoB oND mnnrnrs. They are, in addition,
involved in the shipping, insurance, and
FORNIGN EXCI{ANGX MARKXTS.

Commercialbanks

Commercial banks, also known as cLEARTNG
saNrs, offer similar services but are
particularly interested in prlvate customers,
encouraging them to use their current, deposit,
and savings accounts, and credit facilities
They wil l iend money, against s E cuRrrrE s,
in the form of ovE RDRAFTS and loans, pay
accounts regularly by standing order, and
transfer credits through the bank giro system.
Essentially the differences between the
merchant and commercial banks are the
latter's availability to customers with their
numerous branches and lower charges, and

the laws which govern the way each type of
organization handles its affairs

As well as local branches in towns and cities,
the commerciai banks offer:
- TE LE pHoNx BANKTNG, which provides a

twenty-four-hour servlce and allows
customers to obtain details of their account,
transfer moneybetween accounts, paybills,
etc.

- OrtrIu r saNKINc, which allows customers
to make payments, transfer funds, and
access information about their accounts
using the Internet.

Private banks

Private banks ofier similar facilities to the
commercial banks but tend to be more
expensive to use.

COMMERCIAL BANK FACITITIES IN
THE UK

Current accounts

A current account can be opened by anyone in
the UK provided they can prove their identity
with, e.g. a driving licence, international ro
card, or passport. The advantages ofthis type oi
account include being able to make payments
by cheque. For extra security the customer,
when paying by cheque, ls required to use a
cHE quE c.anp, which makes the bank
responsible for the cheque passed, up to the
Iimit stated on the card. This also acts as a
cASH cARD allowing money to be drawn frorr.
cash dispensers even when the bank is closed

Although cheques can be drawn
immediately, it can take three working days
before the amount is DEBITED or cREDITID tc
an account.

When depositing cash or cheques, a
pAyrNG-rN sr.rp is used to record the deposit.
Its couivrnnrorr.,withthe bank's stamp ano
cashier's initials, acts as proofthat the deposi:
was made.

It is possible to ovnRDRAw a current
account, i.e. take out more money than there 

-
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in credit. Manybanks offer current accounts
where overdraft facilities are automatically
included, sometimes at no extra charge.
However,large overdrafts require the bank
manager's agreement.

Many companies have more than one
current account, e.g. a Number r account
for paying wages and ovrnHraps, and a
Number z account for paying suppliers.

Deposit accounts

Banks ofier several types of or po s rr
Ac co uNT, e.g. instant access accounts, where
money can be withdrarnm at any time, and
notice accounts. where advance notification
has to be given for withdrawal, e.g. thirty, sixty,
or ninety days.

Credit and debit cards

Cnrorr cARDS offer credit facilities to
customers buying goods or services in shops,
by mail order, or onthe Internet. There is a
limit to the amount the customer can spend on
most cards, and credit card companies charge a
basic fee plus monthly interest.

Dnnrr cARDS use EFTpos (ElectronicFunds
Transfer from Point of Sale) technology which
allows the shop to'swipe'the card, transferring
money out of the customer's account into the
shop's account directly.

The increasing use of credit and debit cards
has resulted in a decline in the use of cheques.

Standing orders and direct debits

Customers making regular payments, such
as rent, or mortgage repayments, can ask the
bank to transfer the money to the payee on a
particular day every month. A srarprrrrc
oRDER or a DrREcr orBIt are two ways of
doing this. For a standing order, the amount to
be paid is specifled in advance. For a direct
debit, the bank pays the amount charged by
the payee.

Loans and overdrafts

Loans and overdrafts for large amounts usually
require a formal agreement. A loan will usually
be coveredby NEGorrABLx sEcuRrrrEs, e.g.
shares, with repayment specified on the
agreement. In the UK, interest is not controlled
by law but by market forces. The money for a
Ioan is immediately deposited inthe
customer's account. In the case of an overdraft,
the customer is given permission to overdraw
an account up to a certain limit.

Administrative corresponden(e

The examples overleaf, and others in this unit,
could also be handled by a telephone caII to the
bank. The bank employee will in most cases
have a template form on-screen which he or
she will f,Il out for the customer after
obtaining their password or security number
and details of their business. However, it may
be advisable for the customer to follow up a
telephone conversation with a letter, fax, or
email so that there is a written record of the
transaction.

E
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Opcnlng l <urrcnt
rccount

In this example,the
owner of a fashion shop
is applying to open a
current account.The
bank managerwi l l
acknowledge the letter,
tell the customerthat
the account has been
opened and the money
credited, and either
enclose a chequebook or
let her know that one is
being prepared.

Changc of
r lgneturc

The bank must be
informed ofany change
of address a nd, as here,
of a change in the
signatures required on
cheques.

DearMrDay

I would appreciate it if you could open a current account for me under my
trading name R & S Fashions Ltd.Enclosed youwillfindtwo specimen
signatures, my ovrn and that of my partner Ms Catherine Sidden. Both
signatures will be required on all cheques. I also enclose a reference ftom
Mr Stephen Young, who banks with your branch, and a cheque for f,357.00
with a paying-in slip.

Yours sincerely

Artttz Rolrerts
Anne Roberts (Mrs)

DearMrWinston

Please note that as from t1 August 20- the two signatures that will appear
on cheques for our Number 1 and 2 accounts will be mine and that of our
new accountant, Mr Henry Lloyd, who is taking over from Ms Dianne
Knibbs. '

I enclose a specimen of Mr Lloyd's signature and lookforwardto your
acknowledgement.

Yours sincerely

t rank Wearutl
FrankWearing

9
UI

o
g
g
CL
E
|!x
UI

r40



Dear Sir / Madam

Account No.33152 11o 95ol

We have just moved to new premises at the above address and would like to
pay our monthly rent of f,1,574.00 to our landlords, Richards & Long, 30 Blare
Street,Iondon SW7 1LN, by standing order.

Would you please arrange for f 1,574.00 to be transferred from our No. 2
account to their account with Dewlands Bank, Leadenhall Street, Iondon
EC2, on the rst of every month, beginning 1 May this year?

Please would you conf.rm that the arrangement has been made.

Yours faithfully

Q.K. Archnr
G.K.Archer (Mr)

Request for a
standing order

Cancellation of a
cheque
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Dear Mr Mathers

Please cancel cheque No. 17892165001 for t1 ,672in favour of B. Gelt Ltd.
The cheque appears to have been lost in the post and I am sending another in
its place.

B. Steward
Accountant

t4r
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Advice of
an overdrawn
ercount

Banks prefer not to
sro I cheques because
of the embarrassment it
can cause the customer,
but if there is no
arrangement for
overd raft facilities, and
the cheque, in the bank
manager's opinion, is
too large, it may be
stopped. In the case of
Mr Hughes, however,
the bank manager lets
the credit transfer go
through. Naturally,
the managerwould not
use an email forthis
confi dential transaction.

9

Welsh Co-operative Bank

Tel e phone + 4a, @)1792 4,59oo8 (ro lines)
Facsimile +44 @)r792 43t726
E m a i I collisd @wel s hcoop.co.u k

Seaway House
Clendower Road
Swansea
West Clamorgan
8nru rra

8 August 20-

MrR.Hughes
R.Hughes & SonLtd
21Mead Road
Swansea
West Glamorgan 3ST lDR

DearMrHughes

Account No. 0556853 01352

I am writing to inform you that you now have an overdraft of f,1,3 58.63 on
your current account.

We passed your last credit transfer to Homemakers Ltd as you have a
substantial credit balance on your deposit account. Ifyou require overdraft
facilities on your current account,I suggest that you contact me and we can
discuss a formal arrangement.

Yours sincerely

DaDA co[1,0t
DavidCollis
Manager

Chotmon
A C M Conway
Dircctotr
R M. Lloyd
C R Gymre A.r  9

Reg"No Swanser t . r ,

Why wouldn't the
bank manager use an
emai l  in th is case?
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Why has Mr Coll is
passed Mr Hughes'
cheque although it
led to an overdraft?

What does he advise
Mr Hughes to do if he
wants an overdraft in
future?

142



Replyto advice
of an overdrawn
account

Mr Hughes is aware
that the credit tra nsfer
could have been stopped,
which would have been
embarrassing for him,
especially as he had
recently arranged
monthly settlements
with Homemakers
>see Pages 12r-122
and there had earlier
been a problem over
a credit transfer
>see Pages 93 -94.
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zr AAced Roed.Swrnrer

West 6lemorgan trr  rDr

Telephone +1.3 :: r-il iS"i41

Fax Syvarr,ea +i": . ..t j \q.!,:t
E/radr: / :  r .hr [ i^ f {  i '  . r3-  a:  .

10 August 20-

MrD.Coll is
Manager
Welsh Co-operative Bank
SeawayHouse
GlendowerRoad
Swansea
West Glamorgan 8RN lTA

DearMrCollis

Thank you for your letter of 8 August. I apologize for not being aware that I
had a debit balance on my current account.

I have now checked into this and discover that the reason for my account
being overdrawn was that I had received a post-dated cheque for f,1,700.00
from a customer, andthis had not been deared. However,to avoid a
repetition I have transferred f 1,500.00 from my deposit account into my
current account, andthis should ensure against overdrawing infuture.

Thank you for passing the credit transfer to Homemakers despite the debit
balance it created.

Yours sincerely
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Rnbut U"!l*
Robert Hughes

Why was Mr Hughes'
account overdrawn?

Why hadn't the
fr,7oo cheque been
cleared?

VAT 
^lo 

215 225r 30

How has he made
sure itwon't happen
again?
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Request for  an
overdraf t  or  loan

In this letter, Mr Cliff
of Homemakers wants
to obtain either an
overdraft or a loan to
exoand his furni ture
factory. He asks for an
appointment to discuss
th is, a nd exp la in s why
he needsthe money.
As it is an imoortant
matter, a letter is more
appropriate than a
telephone call,fax, or
emai l .

Whydoes MrCl i f f
need an overdraft or
loan?

What new l ine does
he want to put on the
market?

What security does
he offer?

What evidence does
he offer to show his
comPany rs In a
healthy state?

9
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18 September 20-

Mrl.Evans
Barnley's Bank Ltd
O_ueens Building
Cathays Park
Cardiff CF1 9Ul

Dear Mr Evans

I would like to make an appointment with you to discuss an overdraft or a
Ioan to enable me to expand my business.

I have been testing the market with a new line of furniture assembly kits,
and have found that demand for these kits, both here and overseas, has
exceeded my expectations. In the past six months alone I have had over
f 6o,ooo worth of orders, half of which I have been unable to fulfil because
of my limited resources.

I would need a loan for about 118,000 to buy additional equipment and raw
materials. I can offer f,8,000 in ordinary shares, and f,3,000 in local
government bonds as part security. I estimate it would take me about nine
months to repay a loan of this size.

I enclose an audited copy of the company's current balance sheet, which I
imagine you will wish to inspect prior to our meeting.

I look forward to hearing from you.

Yours sincerely
i , , , ' l

'  '  i , t  i t . ;  i  , . t  , . . ,  t ;  i  '

Richard Cliff 
t

Director

Enc.

What is a balance
sheet?

Which words in the
letter have a similar
mea n ing to the
fol lowing?

.r talk about
b enlarge
s been greaterthan
dl meet (orders)
. asse55
I checked (byan

accou ntant)
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Mr Cliffand Mr Evans
have now had their
meeting and Mr Evans
has checked
Homemakers'accou nts,
He has considered the
matter of the overdraft
or loan,and is now
replying.
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Drtr 27September20-
Mr Richard Cliff
HomemakersLtd
54-59 Riverside
Cardiff CFrilW

DearMrCliff

With reference to our meeting on 23 September, I am pleased to tell you that
the credit for f18,000 which you requested has been approved.

We discussed an overdraft, but agreed it would be better if the credit were
given in the form of a loan at the current rate of interest (-%), calculated on
half-yearlybdances.

The loan must be repaid by 30 June 20-, and we will hold the t8,000
ordinary,shares and f,3,000 local government bonds you pledged as
security. We agreed that the other f2000 would be guaranteed by
Mr Y. Morgan, your business associate. I would appreciate it if you cor.rld
ask him to sign the enclosed guarantor's form, and if you could sign
the attached agreement.

The money will be credited to your current account and will be available
from 30 September subject to your returning both forms by that time.

I wish you success with the expansion of your business and look forward to
hearingfromyou.

Yours sincerely

Il"tt t tittL(
IanEvans
Manager

Enc

- t  <-  t  i }F.rrr  t ,  F

: l?t ' t l l l r - r .  t r -  (  ' r  AI l . .&$ar(r  lch.raF
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What does Mr Evans
offerMrCliff?

How is the interest
on the credit to be
charged?

I Whichaccountwil l
the loan be paid into?

a Whenwillthecredit
be availablefrom?

r Which words in the
letter have a similar
meaning to the
following?
r paid back
I a person who

gua ra nlees
something

t contract r45
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olo Mr Ellison's company

owns a chain of petrol
stations and garages. He
is also a customer of
Barnley's Bank and has
also asked for an
overdraft, but in his case
the bank is not wil l ing to
lend him the money.

9

BARNLEY'S BANK plc

IleadOfice Queens Building'Cathays Park.Cardiff cFr 9u,

Telephone +44(olzg zo 825316
Fax +4,4(o)zg zo 64625

Email ievans@barnleys.co.uk
www.barnleys.com

Date 19 November 20-

o
io
!r
E
|!xgl

MrP.Ellison
Ellison & Co. Ltd
BridgendRoad
Bridgend CF31 3DF

DearMrEllison

I regret to inform you that we will not be able to offer the credit of f 85,000
you asked for at our meeting on 14 November in order to expand your
business.

You have had a f25,000 overdraft this year, and this has partly influenced
our decision. The current credit squeeze, which has particularly affected
loans to the service sector of the economy, was also a factor. May I suggest
that you approach a finance corporation as this type of organization might
be in a better position to help in the current financid dimate?

I am sorrythat we haveto disappointyou inthis matter, andhope thatwe
maybe of more helpinthe future.

Yours sincerely .

Iaa, Euzns
IanEvans
Manager

Chalrfian B Dlvcnport F I D

Drrr f lo4 B I  icxrnyc,D r  c,c r .s. ,A.L.Brodwine I  c a.N Chardlr

Reg No Cardii l 35166r{

I Why did Mr Ellison 2 What two things I What alternative
want the credit? influenced Mr Evans's does Mr Evans

decisionnottoallow suggesttoMrEll ison?
credit in this case?
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Internat ional banking
On page 78 we looked at various methods of
payment used in trade outside the UK. Here we
look in detail at two methods of payment, bills
of exchange and documentary credits, and the
way in which they involve banks at home and
abroad.

BIt ts OF EXCHANGE

A srrr  or  xxcHANGn (n/E) is an order sent
by the onawrn (the person asking for the
money / exporter) tothe onawrE (the person
paying / importer) stating that the drawee will
pay, on demand or at a specified time, the
amount shown on the bill. If the drawee
accepts the bill, they will sign their name on
the face of it and date it esee the example on
page 150.

The bill can be paid to a bank named by the
drawer, or the drawee can name a bank they
want to use to clear the bill p see the example
on page t5o. In the latter case, the bill will be
kept at the drawer's bank until it is to be paid.
When the bill is due it is presented to the
paying bank. Such bills are said to be domiciled
withthe bank holding them.

It is possible to send the bill direct to the
drawee, if they are well-known to the drawer.

AsrcHr Br l l  or  srcHT DRAIr is paidon
presentat ion.  In a pocumrNTS AGATNST
pAyME Nr (n/e) transaction, the sight bil l  is
presented to the importer with the shipping
documents, and the importer pays
immediately, i.e. on presentation or at sight.

Abi l lpaidoays AFrER srcHr (o/s)  canbe
paid on or within the number of days specifled
on the bill. For example,3o days after sight (or

3o o/s) means that the bill can be paid thirty
days after it has been presented. A bill which is
paid after a period of time is cailed a usance.

In a oocuanE NTS AGATNST AccEprANcE
(o/a)transaction, the bank will ask the drawee
to accept the bill before handing over the
shipping documents.

In the UK, bills of exchange drawn or
payable in another country are known as
FoREIGN rrr,ls, andthose used withinthe
country in which they are drawn up as

INLAND nrrrs.  A crraN Br l r  is  one that is
not accompanied by shipping documents.

The advantage to the exporter ofpayment
by bil l  is that the draft can be prscouNrE D,
i.e. sold to a bank at a percentage less than its
value, the percentage being decided by the
current market rates of discounting So even
if the biII is markedgo days afier sight,the
exporter can get their money immediately by
selling it to a bank. The bank, however, will
only discount a bill if the buyer has a good
reputation.The advantage for the importer is
that they are given credit, provided the bill is
not a sight draft.

Bills can be negotiable if they are E NDoR s E D
(signed on the back) by the drawer. For
example, if Mr Panton,the drawer of the bill
on page 150, wanted to pay another
manufacturer, he could sign onthe back of the
bill, i.e. endorse it, and the bill would become
payable to the person who owned it. Mr Panton
can endorse lt specifically, i.e. make it payable
only to the person named on the bill

A otsHoNounrn bil l  is one that is not paid
on the due date. In this case the exporter will
pRorESr the bil l , i .e. theywill go to a lawyer,
who will, after a warning, take legal action to
recover the debt.

There is also a Cash Against Documents
transaction (cao), where the documents are
handed over to the importer when cash has
been paid. In these transactions, of course,
there is no bill of exchange and the importer
(buyer) is not given credit.
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A typical bill of exchange

Bills of exchange vary in layout from company
to company. >See page t5o for another
example.

Number

Exchangefor _A) _
_B|IIoJ

/ placedtoaccount

J

Currency and value of the bill of exchange in
fi.gures
Date the bill is completed
VVhen payment is due, e.g. sight; o/s after
sight; on a particular date, e.g. rz October
20-

4 If only one bill of exchange is required, you
write sola.If more than one is required,write

,rst; and on the second line before the words
to the order of ,v'nlte second of same tenor
and date unpaid. This means there are two
copies of this bill, i.e. a second (tenor) copy.
The drawee only signs (accepts) one copy of
thebill.

5 Name of seller writing the biil (the drawer)
orthe name of another nominatedperson

6 Write in words the curren cy (e.g. euros or
yen) and the amount, e.g. fwenf thousand
writtenin (r)

7 Left blan-k unless there is a specified form of
words to be wrltten,e.g.payable atthe
current rate of exchangefor banker's drafts in
London

8 Name and address of the person or comPany
the bill is being drar,rm on, i.e. the drawee

9 Enterthe name of the company (the drawer's
name); name and position of the person
signingthe bill (the signatory)

9

At _$)_paythis
_fu) _to the o of
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Pantontrntrtrclu'hlttd 

atAAtt-rr,w6,r^ Fanron of I bill 
+pantmyvorkr lHounrlol ! Mlddlcer irw6 zre 

hntorr xnfur,nB 

-r lr . .psoNr +44(o]2o835;oD5 ha*mpaetEdtofu

faesrMr!{ +aa(o)ro83536783 foraDutdto#|s

EuArL d.panton@pannran <ouk Ttryrwdrrecth
custolsth-UE
ageedtf ddelge
has been rert-

2nd March 20-

Mrs B. Haas
B.Haas BV.
Heldringstraat 180-2
Postbus 54L1
Amsterdam1007
The Netherlands

DearMrs Haas

OrderNo.8842

Thank you for the above order which has now been completed and is

' 
beingsenttoyoutoday.

As agreed we have forwarded our bill, No .l67lfor f.3,850.00, with the
documents to your bank, Nederlandsbank, Heldringstraat, Amsterdam.
Ttre draft has been made out for payment 30 days after sight, and the
documents wiII be handed to you on acceptance.

Yours sincerely

Donall, Panton
DonaldPanton
Managing Director

A€B,rle'ed No I h8r}rid

26{rl5

I  Where hasthe bi l lof  I  When shouldthe bi l l  I  Howcan Mrs Haas
obtain the shipping
documents?
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exchange been sent? be paid?
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Bill of exchange

Here is the bi l l
mentioned in the
previous letter. l t  has
already been accepted
by the drawee,who has
named a bank in London
which she wants to use
to clear i t .

What type of bi l l  is
th is?

B/E No.1671

30 days after sight payto the order of

Panton Manufacturing ltd
Three thousand eipht hu

value received payable atthe t rate of exchanqe for Ba 's sight

Don^ah'?a*tLon
aging Director

When must the bi l l
be paid?

March 20-
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2 Who is the drawee?



il Qenof r&
::.-,-.. JtrJ-xl Advising despatch

of a sight bi l l

The bil l on page 15o
was for payment thirty
days after sight. lf the
supplier wants
immediate payment or
does not have time to
check the customer's
cred itworth i ness, they
may send a sight bil l , as
in th is example.
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I nOvice Order No.8540

Dear Jan

The above order is now on board the leda, sailing for Copenhagen tomorrow arriving
Thursday.

As there was no time to check references, we drew a sight draft for the total amount of t4,150
(four thousand, one hundred and fifty pounds sterling). This was sent to Nordbank, Garnes
Vej, Copenhagen, and will be presented to you with the documents for payment.

lf you can supply two business references before your next ordel we will put the transaction
on a documents against acceptance basis with payment 40 days after sight.

Best wishes ,
Donald Panton
Managing Director
Panton Manufacturing Ltd
Tel: +44 (0)20 8353 0125
Fax: +44 (0)20 8353 6783
Email: d. panton@panman.co.uk
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P Requesttoa bank
t to forward a bill
G
o Exporters sometimes

ask their  banks to
forward billsto
importers'banks.

TETEPHoN E +44 (o)zo 8353 orz5
FAcs I M I LE +44 (o)zo 8353 6783
e mar l  d.panton@panman.co.uk

PantonManufactur ingl td 
, . . . , ,  FEnTtrnPanton Works I Hounslow IMiddlesex I rw6 zeo

Registered No Engla. :

266t35

9

6July20-

TheManager
MainlandBankplc
PortmanHouse
Great Portland Street
LondonWlN 6LL

Dear Sir

Please send the enclosed draftfor t 4,163.00 on l.K.B. Products Pty and
documentsto the National Australian Bank, 63 2 George Street, Sydney,
Australia, and instruct them to release the documents on acceptance.

Yours faithfully

o
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Don^al/, Pa*ttott
DonaldPanton,
Managing Director

Enc.
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Requcsttoa bank B

J.I(.B. PRI|BUCIS PIY

Brrdge House

r8j-g Kent $treFt

Sydney

N SW 2()00

mentioned in the

Telepr:one: +6t (o\z z796tt previous letter now

Facsrmtle '+{r t (o)z; :7g6az wri testotheirbankto

Inrarl :  lcorey@;kb com.ar-r tel l them to acceptthe
bi [ .

oate 18July20-

The Manager
National Australian Bank
632 George Street
SydneyNSW zooo

Dear Sir

Youwill shortly receive a bill of exchangef.or f,4,763 and relevant documents
from Panton Manufacturing Ltd, Hounsloq UK. Would you please accept
the draft on our behalf, send us the documents, and debit our account?

Yours faithfuily

L. Corey
, L. Corey
J.K.B. Products fty

Presrd.nt

D Frruce

M.rrBihg Orfcctor
I  TnOIrf , , , r ) i l

0rrcctGrt

I  R l \ r , r i lh

T I  Btadnran

9
tl|
x
t,
3g
o
o
*
o

r53



o0
C

.l
E
t!
E

Non-payment of
a bi l l

lf a customer cannot
paya bil l ,theyshould
inform their supplier
immediately >see
page gt.When a bil l  is
not paid and no notice
has been given,the
supplier usually writes
to the customer before
protesting the bill,
as here. Note the
expression Referto
drawer,which means
the bank is returningthe
bil l to the drawer.This
expression is also used
when a dishonoured
cheque is returned.
Also notice that a formal
protest is to be made,
which means that the
drawer wil lcontact a
lavtryer to handle the
debt if payment is not
made within the
specified time.

Panton Manufacturing ltd

Pdnton Works I Hounslow I Middlesex I rw5:aq

rELE PHoN E +44 (o)zo 8353 orz5

FAcs I  M I  LE +44 (o)zo 8353 6783

e tun r  l  d.panton@pa nma n.co.u k

FANTtrN

9

10 April20-

Mrs B. Haas
B. Haas BV.
Heldringstraat 180-2
Postbus 5411
Amsterdam 1007
The Netherlands

DearMrs Haas

B/E No.1671

The above bill for f 3,860.00 was retumed to us from our bank this morning
marked'Refer to Drawer'.

The bill was due on 5 April and appears to have been dishonoured. We are
prepared to allow you a further three days before re-presenting it to the
bank, in which time we trust that the draft will have been met.

If the account is still not settled, we will have to make a formd protest.
We hope this will not be necessary. ,
Yours sincerely

o
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Dorcall, ?anton
DonaldPanton
Managing Director

Registered No. Englar:
266135
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N.Z. BUSINESS MACHINES PTY

roo, South Street .Wel l ington I  Directors:  C.M. Per imann '  L.F.  Drozin
Telephone: (+641 486t7 Fax: (+64) 4 3r85 Email :  m.tanner@nzbm.co.nz

3 May 20-

Ian Close
NewZealandBank
TakapunaHouse
Takapuna Street
Wellington8

Dear Mr Close

Please open an irrevocable documentary credltfor t22,000 in favour of
Delta Computers Ltd, Wellingborough, UK.I have enclosed your application
form with dl the relevant details completed.

Please inform me whenyou have made arrangements with your agents in
tofidon.

Yoursfaithfully

Mi/J4^a^eL Tan*t"et
MichaelTanner
ExportManager
N.Z. Business Machines Pty

Enc. Application for documentary credit

Adocumentary E
credit transaction 1 +

5
From the
importers to the
issuing bank

N.Z. Business Machines,
of Wellington, New

, Zealand,whoare
importing a
consignment of
computersfrom Delta 9
Computers, based in the
UK,asktheir  bankto E
issue a letter of credit in 5
Delta's favour. E

;
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Application form
for docunrentary
credit

Here is a specimen
application form.The
form f i l led in by Mr
Tannerfor his bank in
New Zealand would be
simi lar tothis.
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From the
importers to the
exporters

At the same time as
they open the credit at
their bank, N.Z. Business
Machines emai l their
su pplier. Notice that Mr
Tanner mentions the
confirming bank in
London.

E
!,
5
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8851

rVe are placing the attached orderfor 12 (twelve) C3001 computers, your Catalogue No. 548.
We have instructed our bank, New Zealand Bank, Takapuna St, Wellington, to open an
rrevocable letter of credilfor t22,000.00 (twenty two thousand pounds sterling) to cover the
consignment, shipment (ClF Wellington), and bank charges. The credit is valid unti l 10 June
20-.

You will receivdconfirmation from our bank's agents, Eastland Bank Ltd,401 Aldgate,
London, EC'l 2DN, and you can draw on them at 60 (sixty) days forthe full amount of the
invoice. When submitting your draft, please enclose the following documents.

Bil l of Lading (3 copies)
lnvoice CIF Wellington (2 copies)
AR lnsurance Policy lor 824,000.00 (twenty four thousand pounds sterling)

Please fax or email us as soon as you have arranged shipment.

Michael Tanner
Export Manager
N.Z. Business Machines Pty
100, South Street, Wellington
Phone: +6448617

Fax: +64 4 31 86
Email: m.tanner@nzbm.co.nz

9

Official order

Dear Mr Millar

ltl
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Howdoes
MrTanner specify
which computers
he requires?

What sort of
shipment isthis?

3 When does the letter
of credit expire?

4 What should Delta
Computers do to get
their money?

5 What is the name of
the confirming banl?

6 What is attached to
the email?

7 Whydoyou think
the insurance
amount is greater
than the invoice
amount?
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From the
confirmlng bank to
thc crportcr

Eastland Bank, London,
acting for New Zealand
Bank, now inform Delta
Comouters that a letter
ofcredit has been
opened for them.The
documents l isted in the
letter are the essential
shipping documents.
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A{arraC!NG DTRtCTOt I  P.  Rrrmer

. l ( )1 Aldgate l -ondon'rc1 iot DrEEcroRs R.Lichen M.sc. ,B A.,

5 D Harr isman o r . t . .  P.R. Akermann B.sc
N-1. Renut

n?,(Nlonc +44 (o)ro 16lr :zr t  ( ro l ines)

Far imi le +44 {ol)o ?6i5 l }16

f  n ' : r , i  p l r redway$Prl ! iJ^( ,  Cotn

f f i  e l t t {end (odr

15 May 20-
Delta Computers ltd
BradfieldEstate
BradfieldRoad
Wellingborough
Northamptonshire NN8 4HB

Dear Sir

Please find enclosed a copy ofthe notification we received yesterday from
the New Zealand Bank, Wellington, to open an irrevocable letter of credit in
your favour for f 22,000 which will be available until 10 June 20-.

You may draw on us at 60 days against the credit as soon as you provide
evidence of shipment. Please wouldyouinclude the following documents
withthe draft:

Bill of lading (three copies)
Commercial invoice CIF Wellington (two copies)
AR Insurance certificate for L24,2OO

Your draft should include our discount commission which is 5%, and our
charges listed on the attached sheet.

Yoursfaithfully

P. Me&+ny
P.Medway
Documentary Credits

Enc. Irrevocable Credit No. 2 1345 1 16

r6o



BARCIJIYS BANK PtC
DOCUMENTARY CREDITS DEPARTMENT

BARCIJIYS BANK PLC

LONDON IRADE SERVICES CENTRE

PO BOX 36495, GROI]II\ID FLOOR
ST SWTTHIN'S HOUSE

11112 ST SWTTITIN'S LANE
LONDON EC4N 8YB I'K

PHOIT\IE: 020 7200 3200 FAX NO: 0870 607 3601

ANSWERBK: BARCGB G TELEK: 418319

IRRWOCABLE CR}DIT NO: - EI\IDC 70844

To be quoted on all drafts and conesltoDdeuce

dah zoJuly 2oo2

Notification of
documentary
credit

The noti f icat ion
forwarded to Delta
Computers by Eastland
Bank wi l l  have been
simi lar tothis one.
lnstead ofa form l ike
this,  many banks ask
importers to fax the
application form
>see page r58 to them
and then prepare the
letter of cred it to su it
the importer 's
requirements.
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SPECIMEN

9

Xff,TFICIARY

5]fXS AND WADLEY LIMITED
4J!ERIEY RoAD

ir-cF-\-EY

-r\-DoN 8.8.

COVERING TEE FOLLOWII{G GOOI'S: .

4OO ELECTRIC POWER DRILLS

To BE SEIPPED FROM LoNDoN

!{OT LATER TEAIV 1OTH AUGUST 2OO2

PARTSEIPMENT NoTPERMITTEI)

TEIS CREI,IT IS AVAILABLE FOR PRESENTATION TO US

ADVISED TEROUGE

TO EONGKONGCIF
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x
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3.rJPLICANT

iI]I-N LDAL INCORPORATEI)

]i] BOX 666, BROADWAY

-.I \G 

KONG

N AccoRDANCE WITII INSTRUCTIoNs REcEIvED FRoM THE DOWNTOWN BANK & TRUST CO. WE EEREBY ISSUE IN YOUR FAVOUR A

DOCUMENTARY CREDIT FOR GBP4106 IFOUR THOUSAND ONE EUNDRED AND SIX POUNDS STERLINGI

AVAILABLE BY YOUR DRAFTS

!T SIGET

iDR lOO% CIF INVOICE VALUE ACCOMPANIED BY TEE FOLLOWING DOCUMENTS: .

1I  SIGNED INVOICE IN TRIPLICATE

2l FULL SET OF CLEAN ON BOARD sHrppING COMPANY'S BILLS OF I-ADING MADE OUT TO ORDER AND BLANK ENDORSED. MAR(ED

"FREIGIIT PAID" AND "NOTIFY WOLDAL INC., PO BOX 666, BROADWAY, IIONG KONG''

3) INSURANCE pOLICy OR CERTIFICATE IN DUPLICATE, COVERING MARINE AND WAR IUSKS UP TO BUYER'S WAREHOUSE. FOR

INvoIcE VALUE oF THE GooDs PLUS 10Zo

TRANSEIPMEI{T NOTPERMITTED

UI{TIL 3lSTAUGUST2OO2

DOCUMENTS TO BE PRESENTED WITIIIN 21 DAYS OF SHIPMENT BUT WITHIN CREDIT VALIDITY.

DRAFTs DRAWN HEREUNDER MUsr BE MABKED "DRAWN UNDER BARGLAys BANK PLC LoNDoN T.S.C. CREDIT NUMBER El\1Dc70844

WE UNDERTAI(E THAT DRAFTS AND DOCUMENTS DRAWN UNDER AND IN STRICT CONFORMITY WITE TEE TERMS OF TEIS CREDIT WILL

BE HONOURED.

UNLEss 6TEERWISE STIPULATED ALL DoCUMENTS SEoULD BE ISSUED IN TEE ENGLISH LANGUAGE OTEERWISE THEY MAY BE DISREGARDED.

THIS CREDIT Is SUBJEcT To THE UNIFoRM CusToMs AND PRACTICE FoR DocUMENTARY CREDITS (1993 REvrsroNl, ICC PUBLIcATIoN

NUMBER 5OO

Who wil l  receive the
money?

Which documents are
i nvolved besides the
letter of credit?

3 What specialc lause
is mentioned in the
insurance pol icy?

4 Canthegoodsbe
moved from one ship
to another?

5 What is the value of
the credit?

6 When is the letter of
credit val id unti l?

7 Who is the issuing
bank?

8 Who opened the
letter of credit?

9 Cantheexporters
shipthe consignment
in dif ferent lots?

l0 What does
the consignment
consist of?
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From the exportcrs
to the confirming
bank

Delta Computers now
acknowledge Eastland
Bank's letter, and send
them the documents
they asked for and their
draft.

Yorrr Ref 15/5120-
Our Ref NS/OM

Deltr Comput.rs Ltd
Bradield Est.rte
B.adfield Road
Wel l ingborough
Northa m ptonsh ire
NN84He

Tclephonc +44 @n933 16 43t /  z l  3 /  a
Fex +44 (o)r9j i  rc 'orrr

Emai l  mi l lar jG'r ln l ta com

www.del ta com

24May2O-

9
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MrP.Medway
Eastland Bank plc
40lAldgate
london EC1 2DN

DearMrMedway

Thank you for your advice of 15 May. We have now effected shipment to our
customers in New Zealand and enclose the shipping documents you asked
for and our druftfor L23,lO0 which includes your discount, commission, and
charges.

Will you please accept the draft and remit the proceeds to our account at the
MainlandBank, Oxford Street, LondonWlA 1AA.

Yours sincerely
. .  t . l

N'. ̂ tttffil.t
N.Smith
Senior Shipping Clerk

Enc. Bill of lading (3 copies)
Commercial invoice CIF Wellington (2 copies)
AR Insurance certiflcate for L24.2OO
Draft2152/J

Feg England r83r7r3
v Ar 2419 62114
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From the exporters
to the importers

Delta Computers notify
N.Z. Business Machines
that the consignment is
on its wav to them.

tr
Arial

I  vicnaetTanner

I  SniOment of your order No.8815

Dear Mr Tanner

The above order has been shipped clean aboard the Northern Cross, due in Wellington
1 2 June.

The shipping documents have been passed to the Eastland Bank, London, and wil l be
forwarded to the New Zealand Bank, Wellington, who wil l advise you.

As agreed we have drawn on the Eastland Bank at sixty days after sight for the net amount of
f 23,'100.00 (twenty three thousand, one hundred pounds sterl ing) which includes the bank's
discount, commission, and charges.

Nei lSmith
Senior Shipping Clerk
Delta Computers Ltd
Wel l ingborough, NN8 4HB, UK
Tel.: +44 (0)1933 16431121314
Fax: +44 (0)l 933 2001 6
Email: smithn@delta.com

lttx
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1 When is the
consignment l ikely
to arr ive in New
Zealand?

2 What has happened
tothe shipping
documents?

I How has the Eastland
Bank earned money
on the transaction?
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From the
importers'bank to
the importers

The New Zealand Bank
now advises N.Z.
Business Machines that
their account has been
debited, and that the
documents are readyfor
collection.When he has
the documents, Mr
Tannerwi l l  beableto
take delivery ofthe
computers.9
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Michael Tanner

Delta Computers

Dear Mr Tanner

In accordance with your instructions of 3 May, our agents, Eastland Bank, London, accepted
a draft for f23,1 00 drawn by Delta Computers Ltd on presentation of shipping documents for
a consignment sent to you on 24 May.

We have debited your account with the amount plus our charges of $NZ 350. The documents
are now with us and will be handed to you when you call.

lan Close
New Zealand Bank
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Adocumentary
credit transaction 2

From the
importers to the
exporters

This emai l , f rom the
im porters, International
Boats, in London to the
exporters, Lee
Boatbui lders, in Hong
Kong, is the f irst step in
our second examole of a
documentary credit
transaction. Note that
lnternational Boats ask
for a cert i f icate of origin,
which they need since
they intend to re-export
the dinghies to France,
which is an e u country.
Note also that they wil l
use their bank's agents -
the confirming bank-to
verifythe quali ty of the
boats.
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We met your representative, Mr Tom Chai, at the Earls Court Boat Show in London last week,
and he showed us a number of your dinghies, and informed us of your terms and conditions.

We were impressed by the boats, and have decided to place a trial order for ten of your craft,
Catalogue No. NR 17.fhe attached order, No. 90103, is for delivery as soon as possible.

As Mr Chai assured us that you could meet any order from stock, we have instructed our
bank, Northern City Ltd, to open a confirmed irrevocable letter of credit for f 10,300 in your
favou[ and valid unti l 1 June 20-.

Our bank informs us that the credit wil l be confirmed by their agents, Cooper & Deal Merchant
Bank, Pekin Road, Hong Kong, once you have contacted them. They wil l also supply us with a
certif icate of quality when you have informed them that the order has been made up and they
have insoected it.
You may draw on the agents for the full amount of the invoice at 60 days, and your draft
should be presented with the following documents:

Six copies of the bil l  of lading
Five copies of the commercial invoice, CIF London
Insurance certif icate for t10,540 (A.R.)

Certif icate of origin
Certif icate of quality

The credit wil l cover the invoice, discounting, and any other bank charges. Please cable us
confirming that the order has been accepted and the dinghies can be delivered within the next
six weeks.

Regards
Andy Valour
International Boats Ltd

9

Order No. 90

Dear Mr Lee
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Fronn the exporters
to the importers

Northern City,who
a re lnternational Boats'
bankers, have now
notif ied their agents in
Hong Kong, Cooper &
Deal,who have in turn
advised Lee Boatbui lders
that the credit is
avai lable.  Meanwhi le
Lee Boatbui lders have
emailed lnternational
Boats confirming that
they have accepted the
order and can del iver
within six weeks.They
fol low this by sending a
fax, advising shipment.

Dock 23, Mainway
Hong Kong
Telephone +852385t62
Fax +852 662553

Focsimilc lee Bootbuilders Ltd

9
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From J.Lee

To Andy Valour, International Boats Ltd, London

Fax +44(0)2088344431,

Subject Your orderNo. 90103

Date 6May20-

Noofpages 2

Dear Mr Valour

Order No. 90103

We are pleased to inform you that the above order has been loaded on to the
MV Orfent, which sails tomorrow and is due in Tilbury on 3 June.
The dinghies and their equipment have been packed in polystyrene boxes
in ten separate wooden crates marked 1-10, and bearing our brand ̂ 4.

The shipping documents (see list attached) have been handed to Cooper &
Deai, Hong Kong, with our draft for f 10,300 at 60 D/S. This covers all charges
and discounting. Cooper & Deal will forward the documents to Northern
City Bank, who will advise you within the next few weeks.

We have supplied the certificate of origin that you asked for. However, we
wondered if this was for re-exporting purposes? We should point out that
your customers would only be covered by the guarantee if the boats are not
modified in any way, as this would be outside the guarantee's terms.

Please confirm delivery when you receive the consignment.

Thank you for your order, and we hope you will contact us again in the
future.

Yours sincerelv

John Lu,
John Lee
Director

Ot4

When is the
consignment l ikelyto
arr ive in London?

How have the
dinghies been
packed?

What does 6opls
mean?

Who are Cooper &
Deal,and what role
do they play in the
tra nsaction?

What wi l l the
Northern City Bank
advise International
Boats?

o What shipping
document (apart
from the bi l l  of
lading, commercial
invoice, and
i n su ra nce certificate)
do International
Boats require?

What restrictions do
Lee Boat Builders put
on their guarantee?

Which words in the
fax have a similar
meaning to the
fol lowing?
a smal lopen boat
b provided
c warranTy
d altered

166



Points to remember

Eankr in the UX

There are various types of bank in the UK
which ofier a wide range of banking facilities
for domestic customers, businesses, and
international trade.

Internat ionalbanking

1 The two main methods used in settling
accounts in international trade are bills of
exchange and documentary credits. These
involve banks in both the importers' and the
exporters'countries.

2 Bills of exchange can be at sight,i.e.payable
on presentation,or after sighf, i.e. payable at
a stipulated date in the future. The exporters
can send the bill to the importers direct, or to
their bank with the documents, and will
obtain either payment on presentation or
acceptance against the bill.

3 The advantages ofbills of exchange are that
exporters can get the money immediately if
the bill is discounted, and importers can
obtain credit if the bill is not a sight draft.
The disadvantages are that a bill ofexchange
may be dishonoured, and it is relatively easy
to cancel an order.

4 A confirmed irrevocable documentary credit
cannot be cancelled, and the importers'bank
and its agent guarantee payment. With
discounting facilities, exporters do not have
to wait for their money if the bank agrees
that they can draw against the credit.
Importers are protected by the shipping
documents, e.g. a certificate of inspection.
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169 TYPE5 oF AGENGY

169 Brokers
169 Confirming houses
169 Export managers
169 Factors
17o Distributors
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17o Buying agents
17O FINDING AN AGENT

17o Opening
17o Explainingwhatyouwant
17o Closing
171 OFFERTNG AN AGENCY

171 Opening
171 Convincingtheprospectiveagent
171 Sole or exclusive agency
171 Area to be covered
172 Commission
172 Settlement of accounts
172 Support from the principal
172 Delivery
172 Duration ofthe contract
172 Disagreements and disputes
173 Del credere agents
173 ASKTNG FOR AN AGENCY

17) Opening
173 Convincingthe manufacturer
173 Suggesting terms

ExAlrPrEs 174 Offerofanagency
175 Agent's reply, asking for more details
176 Manufacturer's reply, giving rnore detailr
177 Reply to an offer of an agency
178 Requestforanagency
179 Reply to a request for an agensy
r8o Offer from a buying agent
t8t Reply to a buying agent's offer
r8z Agent'r report
r83 Account sales
r84 Points to remember



TYPES OF AGENCY

AcENrs and AGE NcIx s usually represent
companies.There are many kinds of
representation, but in this unit we deal mainly
with buying and selling agencies. However, it
is useful to look as well at other areas where
companies act on behalf of their clients, as
these will be referred to later.

Brokers

Bnorr ns usuallybuy or sell goods for thelr
pRINcInALS (the companies they represent)
but rarely handle the consignments
themselves. There are various types of broker:
- Brokers / aEALERI on a srocK Er:HANGE

buy and sell shares for their clients. The
clients ask the broker to buy or sell shares for
them, and the broker takes a commission on
the purchase or sale.

- Shipbrokers arrange for ships to transport
goods for their clients. They operate from
their offices, or on the Baltic Exchange or one
of its branches. > See pages r9?-r99 for more
on this topic.

- Insurance brokers arrange insurance covE R
with urpr nwnrrr ns, who pay
compensation in the event of a loss.
>See pages zzz-z3gtor more on this topic.

- Commoditlr brokersbuy and sell bulk
commodities, e.g. cocoa, tea, coffee, and
rubber onthe coMMoDITY MARKnrs on
behalf of their clients. Metal brokers do the
same on the Metal Exchange.

There are other exchanges where companies
use brokers to represent them, either because
the company does not have membership of
that exchange, or they want to use the broker's
specialized knowledge of the market.

Buyers, sellers, andbrokers communicate by
means of telephone, email, cable, or fax as
prices in the markets tend to fluctuate quickly
- even by the minute in the case of bullion and
foreign currency.

€onfirming houses

Cowrrranruc Housn s receive orders from
overseas, place them, and arrange for packing,
shipment, and insurance. They sometimes
f.nance or purchase the goods themselves,
then resell them to the client. They may act oN
coMMrssroN, but i f  buying oN rHErR owN
Ac c ou Nr will make a profit on the difference
between the ex-works price (the price from the
factory) and the resale price they quote the
importer.

Erport  manatert

If a company does not have a branch in the
country it is exporting to, they can appoint an
export manager, who will deal under their
own name but use the address of the company
represented. The export manager's job is
primarily to develop the market for the
exporter, and managers may charge a fee for
this service or arrange for a proflt-sharing
scheme with the exporter.

Factors

Facron s can buy and sell or.r rHr tn owrrt
AccouNT (i e. intheir ornm names), receive
payment, and send accounts to their
principals They often represent companies
exporting fruit or vegetables.

Facronrrvc is the process whereby a
company buys the outstanding invoices of a
manufacturer's customers, keeps the accounts,
andthen obtains payment. NoN-RE couRsE
lAcroRrNG involves the buying up of
outstanding invoices and claiming the debts.
If the buyer (the manufacturer's customer)
goes bankrupt, the factor has no claim. In
RE couRsE recronrrc, the factor wil l claim
from the manufacturer lf the customer cannot
pay.
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.E [ ) r \1 r  r r )  r ]  r  (  )  r . .  possibletermsfortheirpr incipals,  andwi l l t ry
a to flnd the most competitive rates in shipping
odo Drsrnr suror s buy goods from an exporter and insurance for them. Buying houses often
t!
!t then sell them on their own account for a act on behalf of large stores.t
tE nrnf i l -ThperkTznf4gsofthisisthatthe Theorderssenttobuyingagentsarecal led
.9
E sxporter has only one customer in that market INDE Nrs and are of two types: oer rc,
h0

becareful inselect ingdistr ibutorsinorderto suppl ier ,andclosEDorspEcrrrcrNDENrs,
ensure the best sales. where the supplier is named bythe principal.

A distributor is expected to keep the
exporter informed about the market snrt nn+

FINDING AN AGENT
to sell products which compete with the

1 0 
exporter's. Distributors are also expected to It is possible to find an agent through
have a network in the area, provide training for the internet, or by advertising in rnaor
technical staff, and supply after-sales service ro URNALS. Other methods include contacting
whenandwherenecessary.Anexportermight governmentDErARTMENTS oF TRADE inyour
make enquiries about a distributor before own country or the country you wish to export
signing a contract. to, or consulting cHaune ns oF coMMERcE,

Theexporterwi l l referal lenquir iestothe coNSULATES,TRADEASSocTATToNS,oT
distributor, supply conditions of sale to banks. The guide below provides some
distributors and their customers, ofier suggestions for ways of dealing with this kind
promotionai material, and provide of correspondence.
rNDEMNrrrEs (insurance) for guarantees on
the goods the distributor sells. ( r l ,, r i r t, ,

L,  r  , ' r t  r i  r r  . rp l t - : l r r ' ,  Tel i theorganizat ionwhoyouare'
- We are a large manufacturing company

AnothernameforacoMMERcrALAGENTis special iz ingin. . .
acoMMISSIon aclxr .Acommercialagent -Weareoneoftheleadingproducersof . . .
never takes title to the goods, i.e. never owns - You probably associate our name with the
them like a distributor, but is the intermediary manufacture of chemicals / textiles / busines:
or'middleman'between the exporter and the machines / furniture . ..
customers.

commercialagentsrepresenta 
I r1r1,11f1 , ,  ! , i l ] . r t , , r r i i  t . .  r l t

manufacturer, obtaining goods and then
reselling them. They may buy the goods from - We are looking for an agent who can
the manufacturer on consignment: this means represent us in . ..
that they do not own the goods but sell them - We wouldlike to appoint a sole agent in
on for a commission. Commercial agents can Taiwan to act on our behalf selling . .
be s olr or ExcLUSIVE acnrrrrs, i e the only - Our aim is to identiJy an established compd-.,
agent allowed to sell a particular manufacturer's who can represent us . .
products in a specifled country or area.

( - l ( ) \ t l l . '

l l  r '  t  1 '  r  r r r"  
c losebysayingthatyouwouldbegrateful fc:

BuvrwcAGENrs,orBUyrNGHousrs,buy anyhelp.
goods on behalf of a principal and receive a - We would be grateful if you could supply tis
commission. They are employed to get the best with a list of possible agents
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- We hope you canhelp us, and lookforwardto
hearingfromyou.

- Thank you in advance for your help. We look

forward to receiving your recommendations.

OFFERING AN AGENCY

Once you have obtained the names and
addresses of prospective agents, you can write
to them direct. Below is a guide for
manufacturers offering terms to a prospective
ageru.

Opening

Tell the agent how you obtained their name.
- You were recommended to us by the Saudi

Trade Commission in London.
- Mr Eric Stoleman of the Swiss Export

Department has told us that . . .

Explainwho you are.
- We are an established company

manufacturing .. .
- We are the leading exporters of ...
- We are one of the main producers of

chemicals / textiles / business machines /

furniture .. .

Convincing the prorpect ive agent

Convince the agent that the products you
make are worth handling and will sell in their
market.
- You wiII see from our catalogue that we offer

a wide range of well-designed products which
are hardwearing,Iight, easy to use, andfully
guarantee d for one year.

- Our prices are extremely competitive for a
product of this quality. Our research shows us
that there is a growing demandfor this
product in your country, and we are sure that
once our brand is established it will become a
market-Ieader.

- The Zenith zooo is the result of many years'
research and development, and we are
confdent that it wiII quickly overtake sales of
the competing brands at present available in
the Swedishmarket.

Sole or excluJive agen(y

- We will not restrict the agent by offering a
sole agency as we have found that this limits
our own sales and, in addition, is sometimes
awkwardforthe agent.

- We are offering an exclusive agency,
e ns uring that you wiII not have co mp etition

from other agents operating inthe area
sp e cife d in the contract.

- We cannot offer an exclusive agencyfor
Austria at present. However, if the agency is
successful, we may reconsider the situation in
the future.

It should be established whether you are going
to deal with your agent on a coNsrGNMxNr
sas r s, when the agent will not own the
products you send but will sell them for a
commission, or whether you want to supply
the agent as a distributor to re-sell to
customers on their own account. in which case
the agent will decide on resale prices and take
the profits from the sales.
- Generally,we do not deal on a consignment

basis,but prefer our agents to buy our
products ontheir own account They usually
prefer this method as it proves more
proftablefor them and allows them greater

freedom in determining prices

Note that the use of the wordgenerallyinthe
above example leaves the offer open to
negotiation.

Arer to be covered

Make it clear what area the agency is for.
- You will have sole distribution rights for the

whole of France, which wiII give you an
excellent opportunillr to establish a highly
proftable market.

- Initially, we will give you a sole agency for the
Lazio region, but if sales are successful, we will
extend that to other regions.

- As exclusive agentsyouwillhave no
competition in Northern Germany, therefore
with efective selling you should be
auaranteed a substantial return.
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Some firms offerterms straight away in an
initial enquiry while others wait until they
have had a replyfromthe prospective agent.
When offering terms, you should make them
sound as inviting as possible.
- The agency we are ofrering wiII be on a

commission basis, and as we are very
interested in getting into the French market,
we are prepared to ofrer 5%, plus a
s ubstantial adv e rtising allow ance.

- As this wiII be a sole agency, we are prepared
to ofer a generous commission as
compensation, and a reasonable allowance

for expenses.
- As aninducementtothe agentwe appoint,we

wiII be offering a n% commission on net prices.

5t ' t t l t ' r r t l r r t  ct t  . r r  c l r  r r t ' .

- Orders should be sent to us direct for
shipment, and we will arrange for customers
to pay us You may issue us with quarterly /
monthly statements of account, which will be
paid by sight draft at the bank oJyour choice

- Customers should pay us direct on each sale
by letter oJ credit, and we wiII remit your
commission by bil l  on submission of your
monthly / quarterly account. Credit is not to
be offered without our express consent.

5Lr l lPer l  t tcr t r t  t l t t '  pr t  ;111111.,1

Prospective agents will want to know what
support you will give them in their efforts to
sell your products.
- Our products carry a one-year guarantee and

wewiII replace anyfaulty item carriage paid.
- As you know, our company offers afull after-

sales service,which is essential in establishing
the reputation of our brands, and your
customers need have no worries about spare
parts or maintenance.

- We can offer you additional expenses of
tt5,ooo per annumJor advertising.This wiII
be reviewed after a year and increased if we
think sales warrant it.

D r ' l  tv t ' r  y

Exporters should always allow some time for
unforeseen problems caused by delays, public
holidays, etc.It is always best to quote a
realistic delivery time.
- Providing there are no unforeseen delays,we

wiII be able to deliver within six weeks from
receipt of order.

- We wouldlike youto maintain adequate
stocks of our three main ranges, bearing in
mind that we wiII be able to deliver between
two andfourweeks of receiving orders.

- Delivery should not take longer than three
weeks if we have the items in stock.

L)ur.r t ion of  t l r t  corr t r , r t t

The length of time for the contract is usually
discussed afterthe agency has been agreed.
- The contract wiII befrom t Marchfor one

year, and provided both parties agree, wiII be
renewedfor afurther year in 2o-.

- Wefeelthatnine months shouldbe enough
time to decide whether this arrangement is
likely to be successful, and will draw up the

frst contract accordingly.
- Subject to our mutual agreement,the

c ontr act w ill b e r e newe d annuallv.

l  
" , , i , . , . r r t lnt  

s . l r t i  r i  t , ,1 lLt t , .s

Provision is usually made for disagreements
and disputes. This, too, would not appear in an
initial letter, but in correspondence confirming
the agency, and, of course, in the contract.
- In the case oJ disagreement over conditions c,

payments, the matter wiII be settled by
arbitration.

- We agree that disputes over contracts should
be decided according to Americanlaw.

Note: annrrnATroN is when a neutral
organization settles problems between the
principal and agent. A chamber of commerce
or trade association often acts as arbitrator.

10
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Del credere agents

DEr cnEprnr AGENTS guarantee acustomer's
debt' del credere' (in the belief that) the
customer can pay the exporter. In other words,
if the customer cannot pay the exporter, the
agent is responsible for the debt. For this
guarantee, the agent is paid a prr cRE Dx Rx
COMMISSION.

- We are prepared to ofrer an additional25%
del credere commission if you are willing to
guar ante e custome r s' debts.

- In additiontothe n% commission on net
sales, we will offer afurther 3% del credere
commission if you are willing to deposit
f,to,ooo as a security to guarantee aII
customers' debts.

ASKING FOR AN AGENCY

Below is a guide to correspondence when
offering to act as a manufacturer's agent.

Opening

Explain who you are and how you found out
about the manufacturer's product.
- You were recommended to us by our

associates, Lindus Products Ltd, of Lagos, who
told us that you were looking Jor an agent to
represent you in Nigeria.

- We are contacting suppliers of medical
equipment inyour country with aviewto
acting as their representatives here in Saudi
Arabia. Your name was given to us by the
British Consul in leddah.We already import
medical suppliesfrom a number of diferent
countries,but are particularly interested in
the nn o machines and scanners you
manufacture.

Convincing the manufa(turet

You need to convince the manufacturer that
there is a market for their product in your
country or area, and that you are the best
personto develop it.

- As you know, Germany is extending its

Jarming areaswiththe aidof nv grantsto

farmers. We have many contacts in the
governmentwhowill direct us to large-scale

farms and enterprises which are in the market

for your products.
- Because we have already established business

relationships with hospitals and clinics in
Saudi Arabia, we are confident that we are the
best company to represent you. The
development of the health service means that
generous gra.nts to clinics and hospitals have
increasedthe demandfor the type of
equipment that you manufacture.

Suggest ing terms

You may want to leave discussion of terms
until you know that the principal is interested
in your request. But there is no harm, even in
an initial enquiry in describing the terms on
which you normally operate and asking if they
would be acceptable.
- May we suggest the terms on which we

usually operate to give you an idea ofthe sort
of agency contract we have in mind? We
generally represent our principals as
e xclus iv e distr ibut or s fo r G e r m any, buy in g
products on our own account, wtth an init ial
contract runningfor one year, renewable by
mutual agreement. We expect manufacturers
to offer advertising support in theform of
brochures - in German and English - and
catalogues, and in return we promise our
customers afull after-sales service andtwo-
year guarantees on all products.Therefore,we
would expect afrst-class spare-parts service
with deliveryfor both products and spare
parts within six weeks of receipt of order. We
would pay you direct by 4o-day biII of
exchange, documents against acceptance.

Ifthis type of agency interests you, please
contact us so that we can draw up a draft
aqreement.
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Offer of an aBen(y

MrJaydescr ibes his
company, their products,
and the type of agency
he is offering. Note how
he'sells'the agency.

Who recommended
the agency to Brit ish
Crystal?

Where does Brit ish
Crystal export to at
present?

What commissions
could the prospective
agent earn?

Are British Crystal
offeringthe
ptospective agent
any addi t ional  help?

What must happen I
before the agent can
offer good credit
terms to customers?

What doyou think Mr
Jay means by
'resources to handle a
sole agency'?

Which words in the
letter have a similar
meaning to the
following?
a toget bigger
b range
< special

'Bririslr Clgtnl t.rrl
\;vJ

r*-\r

CLAZIER I{( , I ' ,5E CRTIN tANE DF9[]Y DTI ]RI

tELt Pr{oNE:+44 (o)r  112 4579o FAcsrM| '  n * . . i  i  (o)r332 Slg7l
Ernai l : ia ' , . r ' r  r1 n,r , f3 l  6grn rvwut br i l ichrrygtr l  com

4 May 20-

S.A.Importers Ltd
AIManniWay
Riyadh
SAUDIARABIA

Dear Sirs

Mr Mohamed A1 Wazi, of the Saudi Arabian Trade Commission in London,
informed us that you may be interested in acting as our agent in your
country.

As you will see from the enclosed catalogue, we are manufacturers of high-
quality glasswareWe produce a wide selection of products from moderately
priced tableware in toughened smoked glass to ornate Scandinavian and
Japanese designed light coverings.

We already export to North and South America and the Far East, and would
now like to expand into the Middle Eastern market, where we know there is
an increasing demand for our products.

The type of agency we are looking for will be able to cover the whole of
Saudi Arabia. We are offeringaTO% commission on net list prices, plus
advertising support. There would be an additional 2.5% del credere
commission if the agent is willing to guarantee the customer's accounts,
and he may offer generous credit terms once we have approved the
account.

This is a unique opportunity for someone to start in an expanding market
and grow with it. Therefore, ifyou believe you have the resources to handle
a sole agency covering the area mentioned, and feel that you can develop
this market, please write to us as soon as possible.

Yours faithfully

Nk^h,o/ar /,eu
Nicholas Jay 

t

Managing Director

Enc. Catalogue
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Agent's reply,
asking for more
details
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Nicholas Jay

Jear Mr Jay

-nank you for your letter of 4 May in which you offered us a sole agency for your products in
Saudi Arabia.

=irst, let me say that we can handle an agency of the type you describe, and we agree the
:emand for good quality chinaware is increasing here. Howevel before we can take your offer
-urther we need the following information:

1 . Payment of accounts. Would customers pay you direct in the UK, or would they pay us, and
we in turn settle with you after deducting our commission? How would payment be
arranged? Bill of exchange, lefter of credit, or bank draft?

2. Delivery. Would we hold stock or would you supply customers direct? lf you supply direct,
how long would it take for an order to be made up and shipped once it had been received?

3. Advertising. You mentioned that you would help with advertising. Could you give us more
details?

4. Disputes. lf a disagreement arises over the terms of the contract, who would be referred to
in arbitration?

5. Length of contract. How long would the initial contract run? In our view three years would
allow us to estimate the size of the market.

lf you can send us this information, and possibly enclose a draft contract, we could give you
our answer within the next few weeks.

Mohamed Kassim
Director
S.A. lmporters Ltd
Riyadh
Tel: (+966;1 35669
Fax: (+9661 1 34981
m.kassim@saimp.co.sa

I What sort of agency
is Brit ish Crystal
offering?
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ls Mr Kassim
confident about
sel l ing Br i t ish
Crystal's products
in his country?

Does he suggest a
method of payment?

4 Howlongdoes he
wa nt the agency to
run?

5 What is a draJt
contract?

5 Which words in the
emai l  have a s imi lar
meaning to the
following?
a subtracting
b argument
c first
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Manufacturer's
rcply,giving more
detai ls

Mr Jay provides the
information Mr Kassim
asked for, and encloses a
draft contract.

Howwould
customers pay British
Crystal?

Would customers be
supplied from 5.A.
lmporters'
warehouse?

What sort of
advertising material
does Mr Jay offer?

4 Howlongwouldthe
agency run init ially?

5 Whatdoesmutuol
agreementmean?

Which words in the
letter have a similar
meaning to the
following?
a typical
b fulf i l
c  dependingon

10

CLAZIER HOUSE.CREEN LANE.DERBY DEl 1RT

TELEpHoNE: +44 (o)r312 4579o. FAcsrMrLE: +44 @)t332 5t977
Ema i  l :  jayn@crysta I  com .  www.br i t ishcrysta I  com

6 June 20-

MrM.Kassim
S.A.Importers Ltd
AlManniWay
Riyadh
SAUDIARABIA

DearMrKassim

Thank you for your email. As you requested, we enclose a draft contract for
the agency agreement.

You will see that we prefer our customers to pay us direct, and usually deal
on a letter of credit basis.

You would not be required to hold a large stock of our products, only a
representative selection of samples. We can meet orders from the Middle
East within four weeks of receipt.

Advertising Ieaflets and brochures would be sent to you, but we would also
allow f 2000 in the flrst year for publicitl4 which could be spent on the type
of advertising you think most suitable for your market. In our other markets
we have found that newspapers and magazines are generallythe best
media.

The initial contract would be for one year, subject to renewal by mutual
agreement. Disputes would be settled with reference to EU law.

If you have any further questions with regard to the contract, or anything
else, please contact me.

I look forward to hearing from you.

Yours sincerely

Nkh"o/"a.r tay
J/

Nicholas Jay
Managing Director

Enc. Draft contract
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Allison & Locke
Irnporters Ltd.

Rooms zr-28 Telephone +44(o)2o7636 9o1olr l2/314
Rothermede House Fax +44 b)zo 786 gzTt

Festp: te Street Fmni l  mal l ison@al lock co uk

London Cable ettoc:< London
r_frc1 IAR

17 October 20-
Sr F. Iglasis
Iglasis Leather Manufacturing SA
Enrique Granados 109
Barcelona
Spain

Dear Sr Iglasis

We are interested in the offer you made to us in your letter of 8 October to
act as sole agents for your leather goods in this country.

While we agree that there is a steady demand for high-quality leather cases
and bags here, in our opinion the annual turnover you suggest is too
optimistic. We estimate that half the figure you quoted would be more
realistic. In view of this, the 6% commission you offer is rather low, and we
would expect a minimum of 10% on net invoice totals.

With regard to payments, we feel it would be preferable for customers to
settle with us direct, and we would remit quarterly account sales deducting
our commission. However, we are prepared to leave this matter open for
discussion.

FinaIIy, we would be willing to hold the stock you suggest, but if there is a
rush of orders, as there may be now we are nearing Christmas, you would
need to shorten the delivery date you quoted from six weeks to three weeks
from receipt of order.

If these conditions are acceptable, then we would be pleased to take on an
initial one-year contract to act as your sole agents.

I iook forward to hearing from you.

Yours sincerely

M. AL'.;..r0r,,,
M.Allison(Mr)
Director

D 'e. ' .  s i ' !  Al l rson B Lo: 'E

I€:  i ' .  l . r r ior  8o7o?l

i 'AT i \ 'c  2?2 515573

Reply to an offer
of an agency

This letter is a replyto an
offer of an agency, but
the prospective agent is
asking for the terms to
be changed.
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What sort of agency
is 5r lglasis offering?

Whydoes MrAl l ison
think a s ix per cent
commission is rather
low?

Which matter is he
prepared to
negotiate?

Why might del ivery
dates be a problem?

How long would the
init ialcontract run?

lf you were Sr lglasis,
what concessions do
you thinkyou could
make to meet Mr
All ison's terms?

? Which words in the
letter have a similar
meaning to the
fol lowing?
a the least amount
r send money
; reduce

o
5
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Request for an
agency

In this email, Brian
Glough, Director of a
British motorcycle retail
chain,  is  asking an
American motorcycle
ma n ufactu rer, Hartley-
Mason Inc., if he can
represent them in the
UK. Mr Glough describes
his company,tells Mr
Mason where he saw his
product,convinces him
that there is a market,
and suggests terms.

10

Jack Mason

Dear Mr Mason

We are a large motorcycle retail chain with outlets throughout the UK, and are interested in
the heavy touring bikes displayed on your stand at the Milan Trade Fair recently.

There is an increasing demand here for this type of machine. Sales of larger machines have
increased by more than 70o/o in the last two years, especially to the 30-50 age group, which
wants more powerful bikes and can afford them.

We are looking for a supplier who will offer us an exclusive commission agency to retail heavy
machines. At present we represent a number of manufacturers, but only sell machines up to
600cc, which would not compete with your 750cc, 1000cc, and 1200cc models.

We operate on a 10o/o commission basis on net list prices, with an additional 3% del credere
commission if required, and we estimate you could expect an annual turnover in excess of
t2,000,000. With an advertising allowance we could probably double this figure.

Our customers usually settle with us direct, and we pay our principals by bill of exchange on a
quarterly basis. 

f,
You can be sure that our organization would offer you first-class representation and excellent
sales, and guarantee the success of your products in this country.

I look forward to hearing from you.

Brian Glough
Director
Glough & Book Motorcycles Ltd
Nottingham NG1 3AA, UK
Tel. +44 (0)1 1 5 771 53
Fax: +44 (0)l 15 48865
Email: b.glough@gloughbook.co.uk
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Eear Mr Glough

-liank you for your email of 1 March. We were pleased to hear of your interest in our heavy
nuring machines.

R,egarding the type of agency you suggest, I should point out that we never use exclusive or
:cmmission agencies as we have found that they tend to be rather restrictive both for
:urselves and our customers. We rely on distributors who buy our products on their own
account and then retail them at market prices in their country. We offer a 30% trade discount
cff net list prices and a further 5% quantity discount for sales above $100,000. Our terms of
cayment are 60 D/S bills, D/A if the customer can provide trade references.

As far as publicity is concerned, you may be interested to hear that we have arranged for an
extensive campaign in Europe. lt begins next month and features our heavy machines. We
are sending dealers throughout Europe brochures, leaflets, and posters, and this will be
followed up by TV advertising in May.

I hope you will be interested in the terms outlined here, and look fonryard to hearing from you.

Best regards
Jack Mason
President
Hartley-Mason Inc.
Chicago, l l l .
Telephone: (+1) 312 81 8532
Fax: (+1) 312349076
Email: j. mason@hartley-mason.com

Reply to a request
for an agency

Mr Mason is interested
in Mr Glough's proposal ,
but would orefer him to
act as a distributor.

1 Why doesn't
Hartley-Mason offer
sole agencies?

2 What are they
planning to do in
Europe?

3 What are their usual
terms of payment?

4 Which words in the
emai l  have a s imi lar
meaning to the
following?

sel l  d i rect tothe
publ ic
prices charged in a
competit ive
market
continued with
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Ofrerfrom a
buying agent

This letter is from a
buying agent in the UK
asking ifthey can
represent a French store.
Good buying agents
have a first-class
knowledge of a country,
its products,andthe
most competitive prices
on the market for goods,
freight, and insurance.
For this reason they
often take a commission
on crr  invoicevalues
ratherthan NET rNvorcE
VALUES.

L. Dobson & e*.  Ltd Royal Parade
Plymouth
PLr 48G

Telephone +44 (o)r75: 3rz6r
Fax +44@)t752 3r7o8
Email I  dobson@dobco uk

8 June 20-

Vivas S.A.R.L.
138 rue Cimarosa
F-75006 Paris

For the attention ofthe Chief Buyer

Dear Sir / Madam

I am replying to your advertisement in the trade magazine Homecare for a
buying agent in the UK to represent your group of stores in France.

My company already acts for several companies in Europe and America. We
specialize in buying domestic appliances and other household goods for
these markets. We have contacts with all the leading brand manufacturers,
so are able to obtain heavily reduced export prices for their products. In
addition, we can offer excellent terms for freight and insurance.

Our usual commission is 5% on CIF invoice values, andwe make purchases
in our principals'names, sending them accounts for settlement.

We can keep you well informed of new products that come on to the market,
sending you any information or Iiterature that we think maybe helpful.

I have enclosed our usual draft contract for you to consider. I hope you will
be interested in our terms, and look forward to hearing from you.

Yours faithfully

l - ( .1 t  : . ' .4 ! ' .  \

Leonard Dobson
Managing Director

Enc. Draft agreement
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VIVAS S"A"R.L"
r38 rue Clmarosa F-75oo6 Parls

Tel: (+33) | 46 o3r3 og
Fax (+33) r 46 o3r9 3r

Email: varenne m@vivas.com

23 June 20-

MrLeonard Dobson
[. Dobson & Co. ltd
RoyalParade
PlymouthPtl4BG
UK

DearMrDobson

Thank you for your letter in replyto our advertisementinHomecare.
Although we are interested in your proposition, the 5% commission you
quote on CIF invoice values is higher than we are willing to pay. However,
the other terms quoted in your draft contract would suit us.

We accept that you can get competitive rates in freight and insurance.
Nevertheless, we do not envisage paying more than 3% commission on net
invoice values, and if you are willing to accept this rate we would sign a
one-year contract to be effective as from L August. We can assure you that
the volume of business would make it worth accepting our offer.

Yours sincerely

Martp, Vayercnp
MarieVarenne (Mme)
ChiefBuyer

4 Which words in the
letter have a similar
meaning to the
fol lowing?
a business offer
b foresee
c come into

operation

Replytoa buying
agcnt's oficr

The French company is
interested in taking on
L. Dobson & Co., but is
not happywith their
proposal to charge five
percent commission on
ct r invoiced values.
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Does MmeVarenne
concede that Dobson
& Co.'s usual
commission is
iustif ied?

lf Mr Dobson accepts
MmeVarenne's
counter-proposal,
how long would the
contract be for?

How does Mme
Varenne suggestthat
her offer is worth
considering?
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International
Trading Co. Ltd
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ASeirt'rE?ort

Here is a report from an
agent who is sending an
account sales to a British
publisherfor books she
has sold on his behalf in
South-East Asia.The
agent takes advantage
of the letterto make an
enquiry.

5ri Silom Road
Brngkok
Thailand

Telephone +66 287549
Focstmrle +66 z 4859
Cable lnl]ad
E m o t I l.ch athng@ | nt rad.co.th

Your Rel:

Our Ref LC|PC

Date' 4April 20-

MrJ.Trevor

Educational Books Ltd

187 Springfield Road

Chatham

KentME45SN

UK

DearMrTrevor

We are submitting our account sales forthe consignment delivered ex-
Orianna.\ouwillfind our draftf.or f-4,196.60 enclosed,which is forthe total
sales less our commission at 10% and charges.

a

A number of booksellers here have enquired about the availability of
scientific textbooks and classic fiction vwitten in a simplified form of
English and suitable for intermediatelevel students.

If you publish anybooks of this kind, please wouldyou send us details? If
not, we would appreciate it if you could put us in touch with a publisher
that specializes in this kind of book.

Enc. Account sales and draft
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Yours sincerely

L. chailtr4j
t. Chailing (Ms)
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ACCOUNT SAI.ES

Aceount relcs

This shows the amount
International Trading Co.
received for sel l ing
books on behalfof
Educationa I Books, less
charges and
commission.
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By International Trading Co. Ltd
5tr Si lom Road I Bangkok I Thai land

4April20-

Inthe matter of books ex-MV Orianna,soldfor the account of Educational
Books Ltd, Chatham,Kent, England.

No. of copies

100

50

100

80

70

90

Title

English Dictionary

Adv. Eng. Studies

International English

Eng. for Proflciency

Eng. for rst Cert.

Beginning English

t260.o0

f154.00

f189.60

f103.00

t544.80

Price per copy

f 14.00

trz.00

t10.00
f10.50

L9.60

t10.40

10
f1,400

t600

[1,000

t840

L672

L936

t5,M8

L7,251,.40

t4,196.60

ln
x
!l

3
'ct
o
e
3

Less Charges

Ocean Freight

DockDues, etc.

Marine Insurance

Customs Tariff

Commission @IOo/oon
t5,448.0O

LISS

FINALTOTAI

Signed

L.
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Points to remember
1 If you are offering an agency, convince the

agent that your products are worth selling
andwillfind a markdt intheir area.

2 Be clear about the type of agency you are
offering, for example exclusive or non-
exclusive, on a consignment basis on the
agent's account.

3 Ofier terms and suggest ways of settling
accounts. Be positive about the support that
you, the principal, can provide for your
agenr.

4 If you are asking for an agency, convince the
manufacturerthat their products willbe
well represented.

10
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Road, rail, and air transport
186 cHARAcrERrsrrcs
t86 Road transport
t86 Rai l  t ransport
r86 Air transport
186 DocUMENTATIoN
r86 Road transport
r86 Rail transport
t86 Air transport
t86 General

EXAM pLEs t88 Request for  a quotat ion for  del ivery by road
189 Quotat ion for  del ivery by road
r90 Advice of  del ivery
191 Complaint  of  damage in del ivery by road
1gz Replyto complaint  of  damage
193 Complaint  to the carrrer
194 Request for  a quotat ion for  del ivery by air
195 O_uotat ion for  del ivery by air
196 Airwaybi l l

Shipping
197 TYPES OF VESSEL

197 SHTPPING ORGANtZAT|ONS

197 The ShippingConference
197 The Baltic Exchange
198 SHTPPTNG DOCUMENTATTON

198 Freight account
198 Standard shipping note
r98 Bi l l  of  lading
198 Letter of indemnity
198 Packing l is t
199 SHIPPING LlABlLrTlEs

199 FORWARDTNG AGENTS

EXAMpLES 2oo Requestforfreight rates and sai l ings

2o1 Replyto requestforfreight rates and sai i i r 'gs
2oz Bi l lof  lading
2o3 lnstruct ion to a forwarding agerr t
2o4 Forwarding agent 's enquiryforfreight rates
2oS Shipping company's reply
zo6 Conf i rmat ion of  shipment
2o7 Advice of  shipmentto importer 's forwardingagent
zo8 Advice of  shipment to importer
zo9 Delay in arr ival  of  shipnrent
z1o Shipping company's reply

Container services
211 CONTAINERS

211 DOCUMENTATION

211 Forexportinggoods
21't For importing goods

EXAMpLES 212 Enquiryto a containercompany
213 Container company's reply
214 Certif icate of origrn
2l5 E nq u iry for a time cha rte r
z16 Shipbroker 's reply
217 Enquiryfor a voyage charter
zt8 Shipbroker 's reply
219 Ceneral  charter

Points to remember
2zo Road, rai l ,  and air  t ransport
22o Shipping
22o Container services
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person. It acknowledges that the goods were
r eceiv ed in app are nt g ood o r de r.

Only the consignee named on the air waybill
can claim the goods, and they will need to
quote the bill number. When a ToRwARDTNG
AGENT USES CONSOLIDATION SERVICES

> see page r99, each consignee receives their
own Housx ArR wAyBrLL, and wil l need to
quote the numbers of boththe master air
waybill and house air waybill.

General

Consignment notes and air waybills are
obtained from the freight company by the
consignor (sender) fllling out an instructions
for despatch form and paying the freight
charges. Charges are calculated by size
(volume),weight, orvalue, and sometimes also
risk.

Most freight companies are private carriers,
and are responsible for taking proper care of
the goods and getting themto their
destination on time.

Correspondence in transport is generally
between consignors andfreight companies, or
consignors and forwarding agents, who send
goods onbehalf of the consignor. Customers
are kept informed about consignments by
means of. advice notes, which can be sent by
ordinary mail or email. They give details of
packing and when goods will arrive.

In the European Union (r u) and European
Free Trade Association (r rra), movtuE Nr
cx RrrFrcArE s are used, especially for
container shipments >see page 21r where the
consignment is taken through different
customs posts to member countries.

In the nu, the sTNGLE ADMINISTRATIVE
DocuMENr (se,o), an eight-part set of forms
for export declarations, incorporates what
were previously several customs forms. The
srMpLrFrxD cr,xARANcx pRocEDURE (scr)  is
used to make documentation easier for
exporters and agents.

No customs documents are requiredfor
trade between Eu member countries.
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Request f  or . r

quotat iorr  for

del ivery by ro.rd

In th is example Mr Cl i f f
of Homemakers, the
furniture manufacturer
we met in ear l ier  uni ts,
faxes a road haulage
firm to ask for a
quotation to deliver
furniture to a customer,
R. Hughes & Son. He
describes the packing
(note that size rather
than weight wi l l  be the
main concern of  the
carr ier  in th is case),
states the value of the
consignment,  and
ment ions a del ivery
t ime.

54-59 Riverside I Cardiff | crr lw
Telephone: +44 @)zg zo 4972l
Fax:+44(o\zgzo 49937

Sff i  U{b f l  f ld,  lH- €, \ {  # bf f i  f l  f f i  H

To Cartiers Ltd

Fax 02920498315

From R. Cliff

Date 10 November 20-

Subject Quotation for Swansea delivery

Pages 1

Please quote for collection from the above address and deliveryto:
R. Hughes & Son Ltd, 21 Mead Road, Swansea.

6 divans and mattresses, T00cm x 480cm

7 bookcase assembly kits packed in strong cardboard boxes, each
measuring r4me

4 coffee-table assembly kits, packed in cardboard boxes, each
measuring 10m3

4 armchairs, 320x190 x 260cm

The divans and armchairs are fully protected against knocks and scratches
by polythene and corrugated paper wrapping, and the invoiced value of the
consignment is f 4,660.50.

I would appreciate a prompt reply, as delivery must be made before the end
of next week.
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RiLhaloLilff
Richard Cliff
Director
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CARTNERS LTD

516-519 CATHAYS PARK.CARDTFF CF1 9UJ

Telephone + 44 @)29 zo 821597 / I / 9
F acsimile +44 @)zg zo 4983t5

Quotation for
delivcry by road

In her replyto MrCliff 's
fax, notice how Ms
Weldon refers to the
consignment note as a
recerpt. She includes
loading and unloading
the consignment in her
quote. (Carriers may
quotefordeliveryon a
time basis, as here, i.e.
how long i t  wi l l take to
load or unload the
vehicle.)
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To

Fax

From

Subject

Date

Page(s)

R. C]iff

029 20 49937

H.Weldon(Ms)

O_uotation for Swansea delivery

10 November 20-

2
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Dear Mr Cliff

In reply to the fax you sent today, we can quote t272.20 for picking up and
delivering your consignment to the consignee's premises. This includes
loading and unloading, plus insurance, and is valid with immediate effect
until 14 December 20-,

If you would like to go ahead, please complete the Despatch Note with this
fax, and let us know two days before you want the delivery to be made. Our
driver will hand you a receipt when he collects the consignment.
Ifyou have any queries, please do not hesitate to contact me.

H. We,ll"on'
H.Weldon(Ms)
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Advice of delivery

Homemakers Ltd now
advise their customer
by emai l .

Jalx l
Jj_pu:rylF*.#l#--h*_Gl*R_tCIl" M a'l ! + l" lEooTpl Q

- l  'o ' iClB r  u lF==-==
Lnsert Fqrmat fools Actions Hetp

11
Subject: I Order No. B'1 517

lnvoice No. DM2561

Dear Robert

As our own driver is ill, I have arranged for Cartiers Ltd to deliver the above order on
Wednesday 18 November. Before signing the Delivery Note, could you please check that the
consignment is complete and undamaged?

I have attached the invoice, No. DM2561, and wil l add it to your monthly statement as usual.

Richard Cliff
Director', Homemakers Ltd
54-59 Riverside, Cardiff CF1 1JW
Tel.'. +44 (0)2920 49721
Fax: +44 (0)29 20 49937
Email: rcliff@homemakers.com
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Complaint of
damage in
delivery by road

In th is example the
goods were sent by
road, at the consignee's
request, and were
received damaged.
Disc S.A., the customer,
is emai l ing their  suppl ier
to complain.
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Edit View lnsert Fermat Tools Actions l|elp

t " -  l lnorcertacn

subject: I 
Consignment Note 671342158

lear Herr Gerlach

Yesterday we received the above consignment to our order No. 021310, but found that the
lDs in boxes 4, 5, and 6 were damaged - either scratched, split, or warped.
The goods cannot be retailed, even at a discount, and we would l ike to know whether you
vant us to return them or hold them for insoection.

Regards
Pierre G6rard
Manager
Disc S.A.
251 rue des Raimonidres
F-86000 Poitiers C6dex
Tel: (+33) 2 99681031, T6lecopie: (+33) 2 74102163
Email: p.gerard@disc.co.fr
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1 ln what ways are the
cos damaged?

2 Were allthe boxes
damaged?

3 ls there any chance of 4 ls M. G6rard going
sel l ing the goods? to return the

consign ment?
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Replyto complaint
of damage

What does Herr
Gerlach quote in
the letter?

Why is he sure the
goods were in perfect
condition when they
left his company?

ailf Serl^arA,
Rolf Gerlach
Sales Director

Enc.

'R.G. Electronics AG Havmart 6ol
D-5oooo Kiiln r

Telefon (+49) 221 j2 42 98
Telefax (+49) zzt 83 6t z5
Email gerlachrqrge.co.de
www,rge,oe

Your Ref:

lTAugust 20-
P. Gerard
Manager
Disc S.A.
251rue des Raimonidres
F-85000 Poitiers C6dex

DearM.Gerard

Iwas sorryto hear about the damage to part of the consignment, No. T1953,
that we sent you last week.

I have checked with our despatch department and our records show that
the goods left here in perfect condition. Our checker's mark on the side of
each box - a blue label with a packer's number and date on it - indicates
this.

As you made the arrangements for delivery I am afraid we cannot help you.
However,I suggest you write to Gebrtider Bauer Spedition, and if the goods
were being carried at'carrier's risk', as they usually are in these cases, I am
sure they will consider compensation. .
I have enclosed a copyof the receipt fromtheir goods depot at KoIn. Please
Iet me know if we can supply any other documents to help you with your
claim.

Yours sincerely
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Why doesn't he take
responsibi l i t l r  for the
consignment?

What help does he
offerM.G€rard?

Which words in the
letter have a similar
meaning to the
fol lowing?
a harm
b place from which

goods are sent
c provide
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251 rue des Raimonieres
F-86ooo Poitiers C6dex

Tdlephone (+33) z 9958ro3r
T6f 6copic (+33) z 7 4loz16g
Email p.gerard@disc.co tr

R'f. PG/AT

14 September 20-

Gebriider Bauer Spedition
Mainzerstrasse, 201-7
D-50000 Kdln 1

Dear Sirs

Consignment Note 671342 158

The above consignment was delivered to our premises, at the above
address, on 6 September. It consisted of eight boxes of read / write CDs,
three of whichwere badly damaged.

We have contacted our suppliers, and they inform us that when the goods
were deposited at your depot they were in perfect condition. Therefore we
assume that damage occuredwhilethe consignment was inyour care.
The boxes were marked FRAGI tE and KE E P AWAY FROM HEAT. However,
the nature of the damage to the goods (the CDs were scratched, warped, or
split) suggests that the consignment was roughly handled and left near a
heater.

We estimate the loss on invoice value to be €500.00, and as the goods were
sent 'carrier's risk'we are claiming compensation for that amount.

You will find a copy of the consignment note and invoice enclosed, and we
will hold the boxes for your inspection.

Yoursfaithfully

Complelrtto
the crrrhr

Disc 5.A. write to the
carrier. On receipt of this
letter, the ca rrier wil I
inspectthe goods and
decide whether the
damagewasdueto
negligence. lf it was, the
customerwill receive

' compensation.
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?. QeranL
P. G6rard
Manager

What did the
consignment consist
of?

What condition were
the goods in when
delivered to the
carrier's depot?

Howdoes M.G6rard
think the damage
was caused?

What compensation
is M. G€rard asking
for?

Whydoes M.G6rard
feel he has a right to
claim compensation?

What is being sent
with the letter?

Which words in the
letter have a similar
meaning to the
following?
a placeofbusiness
b acceptastrue
c easilydamaged
d keep
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Rcqucrt fiora
quotetlon for
doltnrybyelr

British Crystalfax an
airl inetofind out how
much it would cost to
send glassware to their
agents in Saudi Arabia.
rSee pages q4-t76
for previous
correspondence.

GTAZIER HOUSE 'CREEN LANE'DERBY DEl lRT

rE LE PH oN E: +44 (o)r332 4j7 go. FAcs I  M |  [E:  +44 @)1.33z 51977
Email : feltha ms@crysta Lcom . www.britishcrystal.com

FAX M E55AG E
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To UniversalAirwaysLtd

Faxno. 0207638 55555

Date 15 June 20-

S. Feltham (Export Manager)

Shipmentenquiry

1

From

Subject

Page/s

We would like to send ex-Heathrow to Riyadh, Saudi Arabia, L2 crates of
assorted glassware, to be delivered within the next ro days.

Each box weighs 40 kilos, and measures 0.51m3. Could you please quote
charges for shipment and insurance?

S. Feltha*n
S.Feltham (Ms)
ExportManager
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UniversalAirways ltd
Airt ine House
Palace Road
London swl

Telephone +44 (o)zo 7538 4rz9
Fax+aab)2o7638 ISSS
CabJe UNIWAY

ffJ:'"',ffi:;:;*''""-
Ms S.Feltham
ExportManager
British Crystal Ltd
Glazier House
Greenlane
Derby DEl1RT

DearMs Feltham

Thank you for your enquiry of 15 June.

We can send your consignment to Riyadh within z4 hours of delivery
to Heathrow.The cost of freight Heathrow-Riyadh is f10.60 perkilq plus
f,8.00 air waybill, and f 54.00 customs dearance and handling charges.
Youwillneedto arrange your own insurance.

Please f,ll in the despatch form and retum it to us with the consignment
and commercialinvoices, one of which shouldbe included inthe parcel
for customs inspection.

Please contact us for any further information.

Yours sincerely

R. La/"e/o
R. Laden (Mr)
CargoManager

nf3 rio Lo{hdac ]8r}95

v.r lto 85r!5259!t

4 Whatform must be
completed?
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Quotdbnfior
deltvcrybyelr

Here is the airl inel reply
to Ms Feltham.We saw
on page r87 that airl ines
calculate freight charges
byweight orvolume. In
this case both will have
been taken into account.

11

What other charges
arethere besidesthe
freight charges?

Why should a copy
ofthe invoice be
included in the
parcel?

Whowill arrange
insurance?
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Air waybi l l

Which air l ine is the
carrier?

How many original
copies would the
consignor get?

3043 3174 3043 3174

Nature and Ouantiiy of Goods
(incl  Dlmehsions orVolum€)

Shipper cerlifies lhat the particulac on lhe face hereof are correct and that Inaofar as any p6n ol
th€ conaignmgnt contalns dangerous goods, such ped iB prop.rly descrlb€d by hamo and is ih
proper condition ior €.dage by air according to the appli€ble DEngercus Goods Rogulations

What international
associat ion is the
carrier a member of?

ls this a document
of t i t le?

Can the air waybil l  be
transferred to
another person or
company?

c How is the consignee
referred to?

Signalure of Shipper or his Agent

'  Which two signatures
are required?

!;  Howdoestheair
waybill refer to what
the goods consist of
and how much is
being shipped?

125- 30433174

t  5hipping goods r. a'
can be charged i . :x
ways.What are t'.r

Nol negotiable

Air Waybill --{rr L
lssuedby BR|TISH AIRWAYS 

'fl:*li'#ixio'**" woRLD cARGo
CopEs 1 2 and 3 of lhis Ar Waybill arc odginals and have th6 same vahdrty

il rs agreed lhal the goods h€r€n ars ampt€d In apparent god ord€.and ondtoon
(€r@Dl as no ed) ror cail aoe SUBJECT TO THE CONDI_ O\S OF CONTMC I oN IHF
REVERSE HEREot A,L dooDs MAy aE CARR,Eo By ANy orHER MEANS ,NCLUDTNG
ROAO OR ANY OTIER CARRIER UNLESS SPECIFIC CONTRARY INSTRUCIIONS ARE
GIVEN HEREON BY THE SAIPPER. AND SH PPERAGREES THAT THE SHIPMENT MAY BE
CARRIED VIA INTERMEDIATE SIOPPING PUCES WHICH THE CARRIER OEEMS
APPROPR ATE THE SHIPPER SANENTION S DMWN TO THE NOTICE CONCERNING
CARRIER S L MITATION OF LlSlLlw Shipper may increase such hnabn of labilIy by
decl.r n9 a h gher value for €rna96 and pay ng a supplemental charge f reqund

ISSUING CARRIER MAINTAINS CARGO ACCIOENT LIABILIry INSUMNCE

lssuing Carrier's Agent Name and CiV

Airporl of Departure (Addr of First Carrer) and R6qu6sted Routing

Handhng Informalion

CANCELLED .  SPECTMEN COPY
Rale Class Rate 

///
lt Chaqe

oRTGTNAL 3 (FOR SHTPPER)
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shipping
TYPES OF VE55Et

A variety ofvessels are used to transport
goods:
- Burr cARRr.ERs transport bulk

consignments such as grain, wheat, and
ores.

- Taxrzns transport liquid bulk
consignments, usually oil

- Container vessels have special lifting gear
and storage space for the containers (1arge
steel boxes) that they transport.

- Passenger cargo vessels concentrate on
cargoes, but also carry passengers. They offer
more facilities for loading and unloading
than passenger l iners.

- Passenger liners follow scheduled routes and
concentrate on passenger services, but can
also carry cargo.

- Roll-on roll-off (Ro-Ro)ferries are vessels
constructed with large doors at each end so
that cars and trucks can drive on at one port
and off at another without having to unload
and reload their cargo.

- Lighters are used for taking goods from a
port out to a ship, or vice versa They can also
do the same work as a barge

- Barges are large flat-bottomed boats which
are used to transport goods inland along
rivers and canals

SHIPPI NG ORGANIZATIONS

Exporters can choose whether they use a
companywhich is a member of the SHrpprNc
CoNFE RENcE Broup, or one that is l isted on the
Barrrc Ixcuarct .

The Shipping Conference is an international
organization of shipowners who meet
periodically to set prices for transporting
goods or passengers. There are several
advantages for their customers. The costs of
shipping are steady,i e theydonotfluctuate
over a short period, and universal, i.e. the same
price is quoted by all members. Also, vessels

registered with the Shipping Conference keep
to scheduled routes, so bookings can be made
some time in advance Final1y, customers can
claim rebates (discounts) by shipping in bulk
or for regular shipments

Now-CorrnRENcE sHrps, as the term
suggests, are not registered wtth the Shipping
Conference. They travel anywhere in the world
on unscheduled routes, picking up and
dellvering cargo. The old term for this kind of
shipis atramp.

The airline industry has an organrzation
similar to the Shipping Conference This is the
International Air Transport Association (rara)

Among its other functions the Baltic Exchange
has a freight market which offers facilities for
exporters to cHARTER (hire) ships and alrcraft
through sHrpBRoKERs Shipbrokers work on a
commisslon and are specialists with a
knowledge of the movement of ships and
aircraft, and the most competitive rates
available at any one time

Once a broker is contacted they will flnd a
shipowner who is prepared to hire a vessel on
ei ther avoyacx cHARTIR or arIME cHARTER
basis Voyage charter charges, i.e charges for
taklng freight from port A to port B, are
calculated on the roNNecn velul of the
cargo For example, if an exporter ships 5oo
tons ofgrain att4.zo perton,the cost ofthe
charter will be !z,roo. Time charter charges are
calculated on the tonnage (size) ofthe ship
plus its running costs, excluding wages. So the
larger the ship, the more the hirer pays,
regardless ofwhether the cargo is 5oo tons or

5,ooo tons. A contract between a shipowner
and a hirer is known as a cHARTER pARTy

Ships listed on the Baltic Exchange do not
run on scheduled routes and freight charges
vary from company to company depending on
supply and demand. Telephone, fax, or cable
are used for speedy communication between
hirers and brokers, and brokers and owners,
and letters to conflrm transactions.
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SHIPPI NG DOCUMENTATION

The main documents used in shipping are
describedbelow

Freight account

A rnnroHt AccouNT is an invoice sent bythe
shipping company to the exporter stating their
charges.

Stend.rrd shippirrg note

A sTANDARD sHrpprNG Norg is a document
completed by the exporter. It is sent to the
forwarding agent, an rwlAND cTEARANcE
DEpor (rco), orthe docks. It is used as a
delivery note or receipt and gives information
about the goods. When the goods are delivered
to the docks, the driver hands over copies to the
shipping company. One copy goes with the
goods to the consignee;two are for customs;
one remains at the dock oftce of the carrier;
and one is used by the shipping company to
prepare the bill of lading.

Si l lof  lading

A g rrr oF LADTNG, often abbreviated to s/r
> see Page 2o2, is the most important
document in shipping and describes the
consignment, its destination, and who it is for.
It can be a document of title, i.e. it gives
ownership of the goods to the person named
onit. Ifthewords ro oRDER are writteninthe
consignee box, it means that it is a
NEGoTTABLE DocUMENT and can be traded.
In this case it will be E N DoR sED ( i.e. the
exporter will sign it on the back). If it is not
endorsed, there are no restrictions on
ownership. In a letter of credit transaction the
advising / confirming bank will usually ask for
the bill of lading to be made out to them when
they pay the exporter, and then transfer it to
the customer when the customer pays them.

Bills of lading can be made out singly or in
signed sets of two, three, or more original
(negotiable) copies, with further unsigned

copies kept for records. As soon as one ofthe
originals is used as a document of title, the
other original copies become void.

A sHrppnp BILL oF LADING is s ignedwhen
the goods have been loaded onto the ship.
Sometimes thewords shipped on board are
used to mean the same thing.

Bills of Iading are marked cLxAN to indicate
that the consignment was taken on board in
good condition, or c LAU s E D to indicate that on
inspection there was something wrong with it,
e.g. the goods were damaged, or there were
some missing. The statement c/cused protects
the shipping companyfrom claims that they
were responsible for any damage or loss.

In crr and crR transactions the words

fieight prepaid are used to signify that the
costs of shipment have been paid.

Bills of lading can be made port to port,
i.e. from the exporting port to the importing
port. lMhen containers are used and are trans-
shipped from one mode of transport to
another, e.g. truck to ship and then to train, a
MUITTMoDAL BrLL oF LADING is used. This is
also known as a rHRoucH or coMB INE D
TRANSPORT BILL.

The Bolero Project is developing full
computer-to-computer shipping and bank
documents, making paperless documentation
available. In this case a bill of lading is referred
to as aBolero biII of lading.

Letter of  i r rdenrrr i ty

A rxrrER oF rNDEMNrty is used if the bil l  of
lading is lost or missing. The importer gives
details of the consignment on company
headed paper, and confirms that they wiII be
responsible for the debts to the carrier against
their assets.

Packing l i r t

In addition to the bill of lading, a racxrNc rrs:
may be required. Like a bill of lading, this gives
details of the consignment. Banks use them r
letter of credit transactions and the customs :
some countries insist onthem.

11
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SHIPPING LIABITITIES

The Hague-Visby Rules, amended by the
Brussels Protocol of r968, govern Iiability for
loss or damage to cargo carried by sea under a
bill oflading. They state levels of
compensation andthe limitations of the
carrier's responsibilityfor goods. The carrier is
not responsible underthe following
conditions:
- acts of war. riots. civil disturbances
- FORCE tttatnvpr,i.e. exceptional dangers

such as severe storms
- negligence, i.e. when the goods have not

been properly packed or were in bad
condition when packed

- TNHERENT vrCE,i .e.when goods are subject
to deterioration because oftheir content or
nature, e.g. flsh can go bad, wood can be
attacked by parasites, metal can oxidize

The Hamburg Rules of 1978 extendthe
shipping companies'liability for damage or
delay to goods in their charge, unless they can
prove theytook aII measures to avoid
problems.

To be safe, most companies insure
their consignments underall nrsrs (an)
cover, which protects them against most
contingencies, but special war insurance is
necessary for particularly dangerous zones.

FORWARDING AGENTS

Forwarding agents are used to arrange both
import and export shipments. Inthe case of
export shipments, their services include
collecting the consignment, arranging
shipment and, if required, packing and
handling; also all documentation, includlng
making out the bil l  of lading, obtaining
insurance, sending commercial invoices and
paying the shipping company for their clients.
They are involved in the logistics of
transportation, finding the most effective and
economical route. They also inform the
importer's forwarding agent that the shipment
is on its way by sending an advice note.

The importer's forwarding agent, in turn,
informs the client, sends the goods on, or
arranges for them to be stored until collected.
Many forwarding agents in importing
countries also act as cr,EARrNG AGENTS,
ensuring that the goods are cTEARE D through
customs and sent to the importer

Because forwarding agents handle large
numbers of shipments, they can use
consolidation and collect consignments for the
same destination and get competitive
cRouIAGE RATE s for sending several
consignments in one shipment.
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Requcrt for frclght
ratcr and sallln6s

Lee Boat Builders of
Hong Kong fax Far
Eastern Shipping Lines
to ask about freight
rates and sail ings.
>See the
correspondence on page
r65 for the beginning of
this transaction.

Dock4,Mainway
Hong Kong
Telephone +85238516z
Fax +852662553

Focsimile tee Bootbuildcrs ltd

11

From John Lee

To Far Eastern Shipping Lines

Fax 852 602135

Subject Your order No. 90103

Date 2lApril20-

No.ofpages 1

xe
g
r
E
|!
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rll
Dear Sir / Madam

We intend to ship a consignment of dinghies and their equipment to
London at the beginning of next month. The consignment consists of ten
boats whichhave been packed into wooden crates marked 1-10, each
measuring 4 x 2 x 2.5 metres and weighing 90 kilos.

Could you inform us which vessels are available to reach London before the
end of next month, and iet us know your freight rates?

I look forward to your repiy.

Jolwtoo
John lee
Director
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Eit l  of  lading

' See page r98 for
detai ls of this
document.

E I Which words make

3 the bi t t  of  lading
E negotiable?

Cl . l  Whatdoescombined
tronsport shipment
mean?

202

for Combined or Port to Pod

fthsisee or Ordd (for tJ S ftlde only: Nol Nesdisble unl6c dndired fr Otrr')

B/L No

IN WITND$of$. snrr.cl hemin (onbin.d the numbr olonFns !
rbted opPsib h,s hn iriu.d, oneolwhich b.rq rccohpli.h.d

FOR P&O NEDLLOYD LTD, A5 CARRIER'

Bill of

Nority P.rtJlAddress ilt'..fa'Yl 117r'.t*tl1,t.s.

Plac€of Del ivery '^rdtrsbrrunr '*h.^rhrhn.n(!

Fr.ight payable st

11

Morks and Nosi (bnkincr Nds; I Numk. and rind ofPackag€€i Descriphon ofcsds

I

I

Total N-o of ( 'onhrneMackn[ai reccivcd by thc CoilEr

Iumhr otOnB'tr.l Bilh of ldins

(unl.$ otheil 'k nobd Mei.) $. bkl nunhrorouM
0r... &bN. b dl rhc tefr. lnd @ndil 'on! h€.rcti lN(
lA8[E TARIFF' lmn dc FR of krD! or th Pod of

'n.rr, 
rhrr 

' .dic.tp.6.r 
rk Gnt{id.r ir i b.n D'rrFd

voF. wh'ch. tuonKucnl l r  ur tno*n to hrm rSr iCluus'
,he lf th. cnd.r € Nur br. hlorc h. trrrn.F! d.l v.t
i lhor khon rR.rbbl. b rhe Crms In kr.ruDr thr
trad nolvtrhtbtorn! rhe non..rri l{ uf rhF 8il ldlL

4261 88

Where would you put
the name of the ship?

Who usual ly s igns the
bi l l  of  lading?

Where would you list
detai ls of the
consignment?

6 Howwould
consignees identify
the goods when they
a rrived?

; Who is the bil l  of
lading's issuing
company?

C,.\NCE[.L
mns B/u l@8

What would i t  mean
if  the bi l lof  lading
was claused?

Which part of the bi l l
of  lading would the
consignee use to
col lect the goods?

lto Wherewouldyou
write the place for
the goods to be
unloaded?

D . SPECIN,TEN COPi'

Uodermentioncd paniculars as dcclared by Shippei but not acknowledged by the Cafiier (s4 clause 11)



John Simpson

I  What documents are
involved in this
shipment?

Whowi l l  let the
customer know about
shipment?

Whowil l  paythe
charges?

4 Which words in the
emai l  have a s imi lar
meaning to the
fol lowing?
a col lect
b transported
c dealwi th
d inform

lnstruction to a
forwarding agent

This email is from Delta
Comouters to their
forwarding agents, Kent,
Clarke & Co. Ltd.
instructing them to pick
up a consignment of
twentycomputers
which is to be sent to
their customers NZ
Business Machines Pty.
>See pages r57-r64for
previous
correspondence.
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Dear Mr Simpson

Could you please pick up a consignment of 20 C2000 computers and make the necessary
arrangements for them to be shipped to Mr M. Tannel NZ Business Machines Pty, 100 South
Street, Wellington, New Zealand?

Please handle all the shipping formalit ies and insurance, and send us five copies of the bil l  of
lading, three copies of the commercial invoice, and the insurance certificate. We will advise
our customers of shipment ourselves.

Could you handle this as soon as possible? Your charges may be sent to us in the usual way.

Nei lSmith ,
Senior Shipping Clerk
Delta Computers Ltd
Wellingborough, NN8 4HB, UK
Tet.'. +44 (0)1 933 16431 l2l3l4
Fax'. +44 (0)1933 20016
Email: smithn@delta.com
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1(ENT, CLARKE P CO. 1,TD
SOUTH BANK HOUSE.BOROUCH ROAD.TONDON SEI OAA

r E t E P H o N E : +44 @)zo 7gz8 7V6. FA c s I M I L E : +44 @)zo 7 928 Tttt
Email :  simpsonj@kencla.com

Facsimile

To InternationalShippersLtd

Fax 02073126117

From J. D. Simpson

Date 13 May 20-

Pages 1

Subject NZ consignment

We have packed and readyfor shipment 20 C2000 computers which our
clients, Delta Computers, Wellingborough, want forwardedto Wellington,
NewZealand.

The consignment consists of 4 wooden crates, each containing 5 machines
intheir cases. Each crate weighs 210 kilos and measures 94 x 136 x 82 cm.

Please let us know by return the earliest vessel leaving London for New
Zealand, and let us have your charges and the relevant documents.

l. D. Sirttpsott,
J.D.Simpson(Mr)
Supervisor

CHAI RMAN :  LoRD MATHERSON

DI R EcTORS: B. KENT A.C.A.,  C.D. CLARKE H.N.D.,  r .P.  Dl tLER

REG NO:LONDON 3395162

vAT NO:41618231 5g
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Shlpplng
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Trlephone + : . :
FaCtimi le *4.1 i . .  " -  i  " :  ' . ' :  I

Fmet l  po la ," ;  l  ' "  ' '  h '1 ' ronl

,nr ' \vvj t i . '4 1_: '  -^ -

14May20-
MrJ.D. Simpson
Supervisor
Kent, Clarke & Co. ltd
South Bank House
Borough Road
London SEl 0AA

DearMrSimpson

In reply to your fax of 13 May, the earliest vessel due out of london for
New Zealand is the Northern Cross, which is at present loading at No. 3
Dock, Tilbury and will accept cargo until 18 May, when she sails. She is

$ue in Wellington on 25 June. The freight rate for cased cargo is L612.OO
(six hundred and twelve pounds) per ton or 10 (ten) cubic metres.

I have enclosed our standard shipping note and biII of lading for you to
complete and returnto us.

Yours sincerely

Yuonne, Po//arr{'
Yvonne Pollard
ShippingManager

Enc. Standard shipping note
Bill of Iading

Cherrmln \ r r  0()nald [^\ \

[ )u4l4r1 pR (dst l . . [ ) \ l \4 i ]  r r l ' rnq RI Kr lson

9eg No, tncl- in, l  . ,

\?T No. r2 6lr ' .4 j  I  I

11

What is the Norfhern
6ross's closing date
for ca rgo?

2 Whatotherwords
could be used instead
of due out ofand due
in?

What are the
shipping charges?

Which two
documents wil l  Mr
Simpson receive,and
what should he do
with them?
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Cocfimlrdonof
rhlpmcnt

Kent,Clarke, & Co.
have informed Delta
Computers that a vessel
is available and have
quoted the cost of
shipment. Delta have
confirmed that the
sai l ingt imeand rateis
acceptable. Kent, Clarke,
& Co. now return the
completed standard
shipping note and bil l  of
lading to Internationa I
Shippers with this
covering letter.

I (ENT, CLARK E g CO. l -TD
SOUTH BANK HOUSE.BOROUGH ROAD.I .ONDON 5El OAA

rt l. E PH o N ! : +44 lolzo TgzB 77r6. FAcs I M I r E : +44 (o)2o 7918 7il1
Emai l :  s impsonj@kencla.com

17May20-

Yvonne Pollard
International Shippers ltd
CityHouse
CityRoad
LondonEC2 lPC

Dear Ms Pollard

We have arrangedforthe consignment of computers (see ourfaxof 13 May)
to be sent to Tilbury for loading on to the Northern Cross,which sails for
New Zealandon 18 May.

Enclosed you wiII find the completed standard shipping note and bill of
lading (6 copies), 4 copies of which should be signed and retumed to us.
I have also attached a cheque in payment ofyour freight account.

Yours sincerely

J. D.1il4,f40ru
J. D. Simpson
Supervisor .

Enc. Standard shipping note
Bill of lading (5 copies)
Cheque No. 0823146

(  h l ' rMAN totD MA!Hlt9oN

DrRt(TO8S B f l r i tA,CA (D ({r t . (d i lO aaOriret

acC rvo rOtoorr  i  19l tOJ

Y^T i lo ' { r6r82Jr tq
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HARTLEY-fuTASON INC.
613WestandVineStreet/Chicago/l l l inois Telephone (+r)3128r8532

Fax (+t)3t2349o76
Email t .hacken bush@hart lev-mason.com

Advlcc of
rhlpmcnt to
lmporter'l
forwerdlng.gcnt

In this fax,
Hartley-Mason Inc.
is advising a Brit ish
importing agent that
a consignment of
motorcycles is being
sent for them to forward
to their customers,
Glough & Book.
>See pages r78-r79
for previous
correspondence.
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Fax Message
To

Fax

Date

Ref.

Pages

Eddis Jones

0151 88970

19 April20-

Invoice EH 3314

1

The following consignment will arrive on theAmerica,due in Liverpool on
27April.

20 'Lightning'L000cc motorcycles. Packed 1 machine per wooden crate.
Weight 1.25 tons gross. Size 5'x 3'x 2'. Markings Cases numbered L-20 I-M.
Value 19,840.00 each. (Insurance Chicago-Nottingham England AR.) CIF
invoiced value f 203,000.

Could you please arrange for the consignment to be delivered to your
clients, Glough & Book Ltd, Nottingham? If there are any problems, please
contact us immediately.

Tlu rna.r N. Hadcm^bu,sh,
Thomas N. Hackenbush
ExportManager

President J.R. Mason D.F.A.

Directols P. Ha rtley snr. P. Hartley Jnr.
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Delay in arrival
of shipment

Goods can be delayed,
damaged, or carr ied over
to another oort.  ln such
cases the sel ler or his
forwarding agent wi l l
contact the shipping
company. Here, Mr
Simpson of Kent,Clarke
& Co.,theforwarding
agent, emails
International Shippers
about a delay. >See
pages zo3-zo5 for
previous correspondence.
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Dear Ms Pollard

Our clients, Delta Computers, Wellingborough, UK inform us that they have received an email
from their customers, NZ Business Machines, Wellington, New Zealand that the Northern
Cross, which was due in Wellington on June 25, has not yet arrived.

The vessel was carrying a consignment of computers for our clients, shipped B/L No. 6715,
and they want to know the reason for the delay and when it is expected to dock. A prompt

reply would be appreciated.

John Simoson
Supervisor ,
Kent, Clarke, & Co. Ltd, London
rer. +44 (0)2079287716
Fax'. +44 (0)20 7 928 7 1 1 1
Email: simpsonj@kencla.com

209



Shipping
company's reply
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Dear Mr Simpson

Ihe Northern Cross docked in Wellington within the last 24 hours. lt was briefly delayed by
engine trouble. I am sure that your customers wil l now be able to collect their consignment.

We apologize for the delay. You wil l know from previous experience of shipping with us that
our l ine makes every effort to keep to schedules. This incident was an unfortunate exception.

Please contact us if there is anv further information vou need.

Yvonne Pollard
International Shippers Ltd
City House, City Road, London ECzlPC
Telephone: +44 (0)20 7312 5038
Fax: +44 (0)2073126117
Email : pollardy@intership.co. uk



Container services

CONTAINERS

Couraru r ns are large metal boxes with two
basic lengths of zoft (6.rm) and 4oft (rz:m).
They are 8ft (2.4m)wide and Sft 6in (2.6m)
high The cubic capacity of azoft container is

33.3m3, and of. a 4oft container, 66 9m3. A zoft
container can carry zo tons and a 4oft one
z6 tons. They can be loaded from the top, front,
or side Special equipment is needed to move
them

There are various types of container for
carrying individual items, bulk goods such as
grain or sugar, or liquids such as oil and
chemicals. Containers for carrying perishable
goods are refrigerated.

Container stowage is rated in units called
rur, with a zoft container equal to r tue and a

4oft one equal to z tue. Containers may be
f l l led as a FULL CoNTATNER roao (rcr) ,which
is charged at a'box' rate no matter what its
weight or volume. However, shippers or
forwarding agents canload smaller
consignments from different exporters into a
single container. This is known as
coNSoLIDATIoN or cRoupacr,  and each
consignment is charged as atnss rHAN FULL
coNrArNER roep (rcr) .

Most ports have facilities for loading and
unloading containers Once a container leaves
the ship, it is sent by rail and / or road to the
consignee. Container bases for imports are
known as coNTAINER FREIGHT sTATIoNS

(cFS).

DOCUA'IENTATION

The usual documentationfor goods to be
exported by container is a coNrArNxR
wAyBrLL This is not a document of title,but
can be used to transfer the goods from one
method of transport to another, e.g truck to
ship, and ship to train However, container
shipments can also be covered by a
multimodal bill of lading. Goods covered by
these documents are collected at inland

cieatance depots (rcos) and then sent on to
their flnal destination.

A bill of lading can be used as it is in ordinary
shipments, with the usual conditions
applying, e.g for a clean shipped bill, naming
the port of acceptance (where the goods have
been loaded) and port of delivery (where the
goods will be unloaded), the shipping
company only accepts responsibility for the
goods while on board ship But if a combined
transport bill is used, the place of acceptance
and place of delivery may be covered, which
means the shipping company accepts door-to-
door responsibility.

Norrr-NtcorrABLE wAyBILrs are also used,
but unless instructeci, banks will not accept
them as evidence of shipment, and they are
not documents of title which can be
transferred. Although waybills do not have
ciauses relating to responsibility printed on
the back of them, as bli ls of lading do,
container companies will accept the usual
liabilities as applying to a waybill.

A freight account is needed ifthe sea-freight is
to be paid in the UK, and this is accompanied
by an arrival notificationform, which advises
the importers that their goods are due On
claiming the goods, the customer has to show a
customs clearance form, which allows the
goods to be taxed, coples ofthe certif icate of
origin, and if necessary a coMMERcTAL
INVorcx, an import l icence, and a health
certificate for food or animal imports. The bill
of lading or waybill also has to be produced to
prove ownership of the goods, or if 1ost, a letter
of indemnity. Customs issue an our or
cHARGx worE once the goods have been
cleared by them

This procedure is used for all forms of
importation, not only those in which
containers are used. The amount of
documentation required is one of the reasons
why clearing agents are employed by either
exporters, to get their goods accepted quickly
in a foreign country or importers, to clear their
goods intheir own country.
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Enquiry to
a containcr
(omPany

Universal Steelfax
I nternational Conta i ners
about a consignment of
steel that they wa nt
shipped to Hamburg.

Tef ephone +44 (o)rl476o27l
Fax +44 (o)rr4 5to3r8
t.pike@ u n isteel.co.u k
www.u n isteel.com

Furnace House . Granville Road . ShefFeld sz zn l

11

To

Fax

From

Date

Reference

Pages

International Containers

0207387 665s

T. Pike, Export Dept

15 March 20-

Shipmentenquiry

i

xe
-gg
E
t!
x

UI We are a large steel company and wish to export a consignment of steel
tubing, approximate weight 16 tons, and lengths varying from 2 to 6
metres.

The consignment is destined for Dortner Industries, Hamburg. Could you
pick it up at our works in Sheffeld and deliver it to Hamburg by the end of
April?

If you can handle this consignment by the date given, please let us have
details of your sailings and freight charges. We can promise you regular
shipments if you quote a competitive rate.

Tlumnr ?ika,
Thomas Pike
Export Department

Chairman H. El tham
Directors D.E.R. Machin, O il
Ret No. 62U97o
var No.31428716



Container
company's reply
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Tariffs Export cargo shipping instructions Export cargo packing instructions

Dear Mr Pike

Thank you for your fax of 15 March.
rl"::l.l ilrr

The Europe sails from Tilbury on March 26 and will arrive in Hamburg on March 28, which |l;t,;l.l
appears to suit your schedule for delivery. Please note, however, that the vessel closes for .,'lt,ll.
cargo on 24March.

You will see from our list of tariffs that charges are calculated by cubic metre or cubic kilogram
and that we offpr substantial rebates for regular shipments.

The most suitable container for your consignment would be a half-height container which is
20' x 8' x 4'or', in metres, 6.1 x2.4 x 1.3. This can carry a payload of 18,300 kg. lt has a solid
removable top, and will protect the metal against all elements,

I suggest that, as the consignment is to be loaded from lorry to ship and then transferred
again, you should use our combined transport bill. This would cover the goods from point of
acceptance to point of delivery. lf you would like to go ahead on this basis, please complete
the attached export cargo shipping instructions and the export cargo packing instructions and
return them to us as soon as possible. Although we accept door-to-door responsibility, we
would advise you to take out an all-risk insurance policy, and send a copy of this and three
copies of the commercial invoice to us.

The cargo should be marked on at least two sides with a shipping mark which includes the ,,,,
destination port. This should correspond with the mark on your shipping documents. i.t l i

I look foruard to receiving your instructions.

David Muner
Customer Service Manager
International Containers plc
London WCl H gBH 

',,:.
Tel: +44 (0)20 7387 681 5
Fax: +44 (0)20 7387 6655
Email: munerd@incon.co.uk

How a re the freight
charges estimated?

ls there any
advantage in the
exporter making
regular shipments?

3 When does the
Europe closefor
cargo?

4 What type of
container does Mr
Muner recommend?

5 Why is a combined
transport bil l
suggested rather
than a bi l l  of  lading?

6 What sort of l iabil i ty
wi l l the shipping
company accept?

7 Doestheexporter
need to insure the
cargo?
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Certificate of
origin

AcERTtFtGATE oF

oRrcrN isusedtoshow

where the goods
original ly came from.
Goods from the member
state of an economic
union of countr ies, such
asthe eu and
Association of South-east
Asian Nat ions (aserru),
pay a lower rate of
import taxthan non-
members. l t  is general ly
issued and authorized by
a chamberof commerce.

'See also page r65.
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CENTIFICATE OF OFIGIN
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consignor's ref ll
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,,:"',rr.iur.lrai,iri+sr , ,,

ArrbE' [5r  l f i  ] r , , r .  {  ! '  i , , ( '  Ar. i lJ  ) , ' '

a i lshcfanb{ rr . i , r  r , r  I  l r r f t r  , j  I  I , :  I

IDosorlplon ot Goods:
,Ll+jrcu+I,"

Weight(gross&net) i  16,
, (1LryiJ s/LJr) JjJr Z

THE UNOERSIGNED AUTHOFITY CEBTIFIES THAT THE GOODS DESCRIBEO ABOVE ORIGINATE IN THE COUNTRY SHOWN IN 8OX 5
of.lr/isJl y';JJSrIl $Lll lr: i1';)Ui ;15r.tt gt.',tt;i .L:r1 i;3'Il i!l-.Jl Jd-.x

l-iili+J-i.Jl l-=Ft!..r.Jl tjlr-+'iJl ai1-i

ARAB-BRITISH CHAMBEB OF COMMERCE

, lkYlE,E., ' ,1S.

Placa and Da' ls ol  lssue lssuing Authori ty zluYl iJ*L-
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llo n! o n Gr utn ffilercbuntr :lLt\
CENTRAL HOUSE.ROWtEY STREET.TONDON ECl

rE LE PHoN E +44 @)zo 7742 8315

rex +44(o)zo7174z3.j1

FAX TRANSMISSION

To Charter Dept, Keyser Shipbrokers Ltd

Fax 7671.9873

From B.Meredrew

Subject Grain transport to S. America

No.of pages(inc.this page) 1

Date 10lanuarv20-

This fax is to confirm our telephone conversation this morning in which we
asked if you could flnd a ship of six to seven thousand tons which we could
charter for six months to take shipments of grain from Baltimore, North
America, to various ports along the South American coast.

We will need a ship that is capable of making a fast turnround and will be
able to manage at least tentrips withinthe period.

B. Mudra,r
B.Meredrew(Mr)
Director

cHAr RMAN L. Spencer m.sc.  (Econ.)

Dr REcroRs B. Meredrew. L.Oban.C.M.Chirmi l l

Enquiry for a t ime
charter

A London firm wants
to charter a ship to
transport grain.They
contact a shipbroker.
Most of this
correspondence is done
byfax or email, with
letters used to confirm
the charter and a charter
party signed to confirm
the transaction.
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Shlpbroker'r raply

I IBYSf,N Str IPBNOtrENS lTI)
123-5 tOWtAND STREET, LONDON ECl 2RH

rELE pHoN E: +44 @lzo767t. FAx: +44 (o)2o 767t 9871,

T'AX i lBSSAGB

11
To

Fax number

From

Subject

Date

Total pager

Mr B. Meredrew, London GrainMerchants Ltd

o207L742337

BelindaMarston

Grain transport to South America

12January20-

1

x
,E
s
c
E
|!x
|rI

DearMrMeredrew

With reference to your fax of 10 January 2G-, we are pleased to inform you
that we have identified a vessel that will meet your requirements.

She is theManhattan,andis currently docked inBoston. She is abulk carrier
with a cargo capacity of seven thousand tons. She has a maximum speed of
24 knots, so would certainly be capable of ten trips in the period you
mentioned.

Please fax us to confirm the charter and we will send you the charter party.

Yours sincerely

geli"nl^a' Ua{storu
BelindaMarston
Charter Department

CHAIRMAN: P.5.  KEYSER

DIRECTORS: L.M. NOSOME, R.N. LANDON

REG No: TONDON 818171

vAT No;31 4281563
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To

Fax

From

Date

Subject

Pages

rE rE p Ho N E +44 @)zo 7467 3149 (ro lines)
rrx+44(o)2o7467 Sg5g

Enquiry for a
voyage charter

Putney& Raven
Merchants need a
ship to tra nsport a
consignment of
ba uxite.

PUTi lEY & RAVEi l

MERCHAilTS I . ID

Dealers House
Cantley Street
London
WCl 1AR

Keyser Shipbrokers

o2076719873

David Raven, Shipping Dept

7luly20-

Ship charter

1

We would like to charter a vessel for one voyage from Newcastle, NSW,
Australia, to St Malo, Brittany, France, to take a consignment of 4,000
(four thousand) tons of bauxite.

Our contract states that we have to take delivery between 1 and 5 August,
so we will need a ship that will be able to load during those dates. Please
advise us if you can get a vessel and let us know the terms.

Dilil'Rilren
David Raven
ShippingManager

DI RECTORS

M.L. Putney
D. Raven

REc No.England 615113
vAr No.21 37',1942

11
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11 To Putney&Raven
t t

Faxnumber 74675959

X From Belinda Marstone
g Subject Option on MS Sheraton
G

E o"t" 1o July 2o-
Gxsj Total pages 1

I (DYSDN S HIIDB I IOIIDRS I ,TI)
' r23-5 tOWTAND STREET, LONDON ECI 2RH

r E L E p H o N E : +44 @)zo 7 67t. FA x : +44 (o)2o 7 67t 9873

FAX II IJSSAGE

You should have already received our fax in which we said that we had an
option on a vessel, MS Sheraton, which is docked in Melbourne, Australia
at present. She has a cargo capacity of 7,000 (seven thousand) tons and
although she is larger than you wanted, her owners are willing to offer a
part charter.

They have quoted f,12.30 (twelve pounds, thirty pence) per ton which is a
very competitive rate considering you will be sharing the cost.

Could you fax us your decision as soon as possible?

BeL/4d^a' Marstort
Belinda Marston
Charter Department

CHAIRMAN: P.S. KEYSER

DIRECTORS: L.M. NOSOME, R.N LANDON

REc NO: rON DON 818171

vAT No:31 4281563

p lWhatdoesanopt ion 2WhereistheMS 3lstheshipexact ly 4Whyisthecharter ing

€ onavessel mean? Sheratonatthe whatPutney&Raven costlowerforthis
d moment? wanted? shipment?
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Adoptedby the

Drumtuy Comitee of the

Chuber of Shipping ofthe

UnrtYdom

CODENAME:

GENCON.

Owners.

RECOMMENDED.
lssued to some inlo iorce forlinures on and after | 5th Septemben 1922

The Documentary Council ofThe Baltic &White Sea Conference.

UNIFORM GENERAL CHARTER.
AS REVISED I922

(Only to be used for trades for which no approved form is in force).

Owners of the steamer or motor-vessel . . . . . . . , . , . . . . . . . . .

of ........ tons ffifl Register and carrying about tons of deadweight cargo,

now., . . . . . . , . . . . . .

and expected ready to load under this Charter about ...................

and Messrs

of. . . . . . . . . . . , . . . . .  . . .  as Charterers

That the said vessel shal l  proceed to , , . . . . . . . . . . . . , . . ,

,.,.,.,. or so near thereto as she may safely get and lie

r always afloat, and there load a full and complete cargo (if shipment of deck cargo

agreed same to be at Charterers'r isk) of . . . . . . . . . . . . . . . . .

(Charterers to provide all mats and/or wood for dunnage and any separations required,

the Owners allowing the use of any dunnage wood on board if required) which the

Charterers bind themselves to ship, and being so loaded the vessel shall proceed to

n

Position.

Charterers.

lVhere to
load.

Cargo.

Destination.

Rate of
freight.
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as ordered on signing Bills of Lading or so near thereto as she may safettf.ilr3*i

lie always afloat and thete deliver the cargo on being paid freight -on intat en

ouantitv-as follows
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Points to remember

Road, rai l ,  and air transport

1 In road, rail, and air transport the choice of
method depends onwhetherthe main
consideration is speed, direct delivery or
economy. These considerations obviously
relate to the type of consignment involved.

2 The consignment note is the main form of
documentation used in road and rail
transport, and the air waybill in the case of
airtransport. They are receipts, not
documents of title. andtherefore not
negotiable.

5hipping

1 There are various types ofvessel available to
carry difierent goods, e.g.bulk carriers,
tankers, and container vessels.

2 Shipping companies can either belong to
the Shipping Conference, an international
organization which sets prices for
transporting goods or passengers, or get
ships on Baltic Exchange, where ships and
aircraft can be chartered through brokers.

3 The bill of lading is the main form of
documentation used in shipping. It can be a
document of title.It maybe cleanor claused,
terms used to indicate whether the goods
were in perfect condition when taken on
board or if there was something wrong with
them.

Container serYice$

A convenient method of transporting
many types of consignment is containers
(large metal boxes) which are taken to the
docks and then loaded on to container vessels.
Small consignments from different exporters
can be loaded into a single container. For
documentation, container companies usually
use either containerwaybills or multimodal
bilis of Iading.

11
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Accident insurante

Accident insurance covers four areas:

1 InsunarqcE oF LrABrLrrv,which covers
employers' Iiabilities for industrial
accidents, accidents to people attending
functions on company business, and motor
lnsurance.

2 Property insurance,which is part of the
service fire insurance companies provide,
but also includes a wide range of protection
against riots, terrorism, gas explosions, etc.
Usually, the client takes out an all risks
policy, which offers full protection.

3 Personal accident insurance, which ofiers
compensation in the form of benefit
payments to people injured (or their
dependants ifthey are killed) on outings, in
sporting accidents, or travelling by train,
coach, or air.

4 InsunancE oF INTEREsr,which protects
companies against making costly mistakes.
For example, publishers might want to cover
themselves against libel, i.e. being sued for
publishing something which damages
someone's reputation. Accountants and
Iawyers also protect themselves with
insurance of interest. FrDE Lrry B oNDs can
be included under this heading. These are
used by companies to insure against their
employees defrauding them or stealing from
them.

Claimr

Companies and individuals make claims for
loss, damage, or accident byfilling in a claim
form, which tells the insurance companywhat
has happened. If the insurers accept the claim,
often after an inspection or investigation, they
will pay compensation.

The insurance company will not pay
compensation under the following conditions:
if the claruaNr was negligent; if the claimant
suffered the injury or loss outside the terms of
the policy; or if the claimant misled the

insurers when obtaining insurance, e.g.
overvalued the article, insured the same
thing twice, or gave false information on the
proposal form.

The insurer may, of course, ofier Iess
compensation than the claimant is asking for.
If the claimant disagrees with the offer, they
can call in an independent assrsson, and
then, if necessary take the case to court. But
usually insurance companies are quite
reasonable intheir assessments, and small
claims are sometimes paidwithout ouestion.

5
6
g

!l=
o

12

22]



o
E
a!
5

5

Request for
comprehensive
inlurance

United Warehouses
want to change their
insurance company.
I n th is letter they ask
Westway Insurance
for a ouorarroru.

Head OfFce
Bruce House
Bruce Street
Aberdeen
AB9 1FR

Telephone: +44 @)tzz4 4t6t5
Fax: + 44 (o)lzz4 6zz19
Emai l :  daracotb@uniwar com

12

United
Warehouses
Ltd

Your ref

Ourref N3762-1.

Date 6 April 20-
Westway Insurance Co. Ltd
Society House
EIIison Place
Newcastle-upon-Tyne NE1 8ST

Dear Sirs

We would be grateful if you could quote us for comprehensive cover, i.e.
against fire, flood, accident, industrial injury and theft.

We are a large warehouse selling furnishings to the retail trade, and
employing a staff of thirty. The building we occupy belongs to us and is
currentlyvalued, along withthe fixtures and flttings, at [350,000.At any
one time there might be stock worth f 250,000 on the premises.

If you are able to supply a quote, please would you take the following into
consideration:

Our fire precautions conform to current regulations: we have a fully
operational sprinkler system, which is serviced regularly, and fire exits on
every floor. In general, our health and safety record is excellent.

Our premises are on high ground, and the only danger from flood would be
burst pipes.

Since we began trading six years ago we have never had to claim for
industrial injury and damage to stock has been minimal. Pettytheft,which
is common in warehouses, has cost us only f 800 per annum on average.
Our present policy expires at the end of this month, so we would require
cover as from 1May.

We are changing insurance companies because of our present insurers'
increase in premium, so a competitive quotation would be appreciated.

Yours faithtully

B. Dararott
B.Daracott (Mr)
FinanceManager

Chairman B R MacDonald AC A
DirectorsN 5 Souness.A Cemil l  Msc.B Daracott
Registered in Scot land No 166cl5r
vAr No 54 9oror3

5 Which words in the
letter have a similar
meaning to the
fol lowing?
a ful l  coveragainst

al leventual i t ies
b maintained and

repaired

very small
steal ingthings in
smal lquant i t ies
rnsurance
protection
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What sort of policy is
United Warehouses
asking for?

How many people do
theyemploy?

What precautions
have they ta ken
against f ire?

Why are they
changing their
i ns u rers?
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W
lnsurance Go. Ltd

Regional Office
Society House
El l ison Place
Newcastle-u pon-Tyne
n rr  8sr

Telephone +44(o\ig1 326115ExL 417
Fax +44(o)'rg't 5ot'r6
E m a i I nsagum @westway.co. u k

YourRef: N3162-1
Our Ref: 7134/9L
Date: 9 April 20-

Mr B. Daracott
United Warehouses Ltd
Bruce House
Bruce Street
AberdeenAB9 lFR

Dear Mr Daracott

Thank you for your letter of 6 April in which you enquired about insurance
cover.

I enclose leaflets explaining our three fully comprehensive industrial
policies which offer the sort of cover you require. Policy A,3 51 would
probably suit you best as it offers the widest protection at 45p% with full
indemnification. I would stress that this is a very competitive rate.

Ifyou would like one ofour agents to call on you to discuss any details that
might not be clear, I would be pleased to arrange this. However, if you are
satisfied with the terms, please complete the enclosed proposal form and
return it to us with your cheque for f,3,700.00, and we will effect insurance
as from 1 May this year.

I look forward to hearing from you.

Yours sincerely

N. Saguu,t,
N. Sagum (Mr)
District Manager

Enc. Leaflets A'351, 4352, A353
Proposalform

ChairmonsiDavidWedge Reg.No England544712
Directors M.Orwell r. p.a., C.R. Archer r.r.s., D F. Clement s VAT No.61576192

Quotation for
comPrehensive
insurance

In th is reply to U n ited
Wa rehouses' request,
notice that Westway
Insurance has three
policies available which
offer cover under
different conditions. Mr
Sagum draws attention
to one ofthem and
offerstosend an agent 

nto explain the details.
The rate of45p% is
mentioned withfutt S
indemnification,i.e. 3
cover for compensation E
based onthe market Eo
values of the client's F
stock and machinery.
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O_uotation for
bonding an
employee

lnternat ionalCredi t
Cards have asked i f
Westwaywould provide

a f idel i ty bond for one
of their employees, i .e.
insure him against
defraudingthe
company. Here is the
reply.

W
lnsurance Go. Ltd

Regional office
Society House
El l ison Place
Newcastle-u pon-Tyne
n rr  8st

Telephone +44 (0)191 326l't1 ExL 4i7
Fax +44(oltgt 5ort6
E m a i I nsagum @westway.co. u k

YourRef: A4517
Our Ref: 1./47/9165
Date: lTAugust 20-

MrE.Brockway
International Credit Cards plc

117-120 HardmanRoad
Sheffield 52 2RL

DearMrBrockway

Thank you for your letter of 15 August in which you asked about bonding

your employee, Mr Alfred Cade.

We have checked the references you gave us and he appears to have an

excellent record. Therefore, we are willing to cover Mr Cade for f 60,000 on

the understanding that he only handles credit cards and customers'

accounts. If, however, he is going to deal with cash, would you please inform

us at once?

Insurance will be effected as soon as we receive the enclosed proposal form,

completedbyyou.

Yours sincerely

N. Sanru,u'
N. Sagum (Mr)
District Manager

Enc Proposalform

ChairmansirDavidWedge Reg.No En9land544712

Directors M.Orwdl t p.a , C.R. Archer F.t s , D.F. Clements vAT No.61576192
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United
Warehouses
Ltd

Head Office
Bruce House
Bruce Street
Aberdeen
AB9 1FR

Tef ephone: +44 (oltzz4 4t 6t 9
Faxt+M(ol122462219
E mai l: da racotb@ u n rwa r.com

Clelm ior firo
drmegs

Here is a claim forfire
damagefrom United
Warehouses )see pages
zz4-zz5 for previous
correspondence.
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Your ref

Ourref  N3215-1
Date 16 October zo-

Claims Department
Westway Insurance Co. ltd
Society House
Ellison Place
Newcastle-upon-Tfne NEI 8ST

Dear Sirs,

Poliry No.18465314C

We regret to informyouthat afue broke out inthe basement of our
warehouse yesterday. Although the blaze was quickly brought under
control, we estimate that about f 18,000 worth of stock was badly damaged.

The Fire Service has advised us that the blaze was caused by an electrical
fault, and is likely to have started at around midnight. Fodunately, their
prompt action prevented more extensive damage.

I would be grateful if you could send us the necessary claim forms.

Yours faithfully

B. Damntt
B. Daracott (Mr)
Finance Manager

Cheirman B R.MacDonald Af A

Dlrortors N S. Souness, A. Cemrtl m i(., B Daracott
ReBrstered in Scotland No,166o9r
vAr No.54 9oror3
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Reply to claim for
fire darnage

When Westway
Insurance received
United Warehouses'
claim, rather than
sending a form straight
away,they sent a
surveyorto inspect the
damage, confirm the
cause ofthe fire, and
assess whether ft8,ooo
compensation was a fair
estimate.

Who investigated
the claim?

Why is Westway
Insurance offering
only f 9,ooo for the
damaged stock?

What is the f z,8oo
compensation being
offered for?

4 What must Mr
Daracottdo i f  United
Warehouses accept
Westway's offer?

5 Which words in the
letter have a similar
mea n ing to the
fol lowing?
a examtne
b current
c as a result
d f i l l in

W
Insurance Co. Ltd

RegionalOff ice
Society House
El l ison Place
Newcast le-u pon-Tyne

n rr  8sr

Telephone +44 (o)191 326i l5 Ext:4r-
Fox +44(o) lgt  5ou6
Emai l  dpruet@westway.co, u k

Your Ref: A 451.7

Our Ref: 1/47/9765

Date: 28 October 20-

Mr B. Daracott
United Warehouses Ltd
Bruce House
Bruce Street
AberdeenAB9 lFR

Dear Mr Daracott

Policy No.18465314C

I now have the report from our surveyor, Mr McNulty, who visited
your premises on 18 October to inspect the damage caused by the fire on
15 October.

From the copy ofthe report enclosed, you will see that although he agrees
that the fire was caused by an electrical fault, he feels that f 9,000 is a more
accurate evaluation for damage to stock at present market prices. However,
he suggests that we also pay a further f,2,800 for structural damage to your
premises. Consequently, we are prepared to offer you a total of f,11,800
compensationunderthe terms of your policy.

If you accept this assessment, please would you complete the enclosed
claim form and return it to us, with a covering letter of confirmation?

Yours sincerely

D. Pru.et
D. Pruet (Mr)
Claims Manager

Enc. Claim form

12
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Choirman 5ir Dav id Wedqe Req No England 544j12
DirertorsM Orwel l r .p,a,C R ArcherF rs,DF Clements VATNo 61576192
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MARINE INSURANCE

Ltovo's or Lonpou is not an insurance
companybut an international insurance
market consisting of insurance brokers and
uNDERWRrrlns who are controlledby
Lloyd's Council.

If insurance is to be arranged through a
Lloyd's underwrlter (and remember, there are
other insurance associations), the transaction
has to go through a lloyd's broker who,
working for a commission, will contact
underwriters on behalf of the client to get a
competitive rate. Underwriters fi.nance the
insurance, which means theywill paythe
claims and take the premiums as their fees.
They usuallywork in syND IcArE s in order to
spread the risk, with large corporations
supporting the syndicates. Syndicates may
cover marlne rnsurance or non-manne
insurance such as motor and aviation
insurance, or life assurance Members of
syndicates write the insurance details on a
Lloyd's slip, which is sent to the lloyd's Policy
Signing Office where it is checked and signed
on behalf ofthe syndicate concerned.
Underwriters get a percentage of the
premiums they guarantee. If, for example, an
underwriter accepts r5% of a f,ro,ooo policy,
he or she will be responsible for fr,5oo
compensation in the event of a claim and
will receive r5% of the premium.

Iloyd's is responsible for, or associated with,
a number of publications:
- Lloyd's List and Shipping Gazette, a dally

newspaper read throughout the world,
which gives details of shipping movements,
sea and air accidents, fires, strikes, etc., and
essential information concerning shipping
and dry cargo markets.

- Lloyd's Shipping Index ofrers daily details of
the movements of merchant ships.

- Lloyd's Loading Listprovides UK and
European exporters with lnformation on
cargo carriers to all parts of the world.

Generally, marine rnsurar.ca r: i:-, '=:::t :-. '
the International Unde nv:ri -.. g 

---r : : : - :-.. : . ;
(tua's) three main clauses, ca.-: i -:,s:-: -:::
Cargo Clauses. The most cornrr,c:. -s l-.-ls= .--
which offers the broadest form o: ::'"'=: -^:. -:
all-risk basis. This is the most expe:.s--,'e
Clauses B and C offer more ]imlted .c';er a:1
consequently are cheaper If the pol:: ' .--;
issued by Lloyds, there are also Lloy o. s c';. -.
clauses, which offer different types o: :: ' .-=: :--
difierent rates.

The client must read the clauses care:*---,' : -
make sure that their particular cargc :s :: ' . ::: :
against all the risks that the shipmer.: ::.-:::
meet. These could include strikes, war, ar'l
piracy, as well as coll ision and sinking

Varuro poLIcIE s are based on the va-*= :  :
the invoice plus insurance and freight '. ' ,--::. ::
extra percentage,e.g.to%o, on the value :: .: =
goods. There are also UNVALUID poLIc I  :  s
where the value of the goods is not agree,: -:
advance but assessed if loss should occ;: - : -.
means the client will, if their goods are
damaged or destroyed, get the marke: rr-:: i  j

compensation. The owner of the bill cf -a;-:.=
has the right to claim compensation

Goods are usually insured for a vovag: : : ::
agreed value basis. However, if a clie:.: s: .: ;
regularly with a given company, thev :: - = : :
askforanopEN covER poLIcy,e g for t -" . '=-- . '=
months. The premium wouid be agree: :. .: .
beginning and the client would declar: ::::
shipment, without limit on the nur.-r:r ::
shipments they make. Alternativell- :.: : : --:-. '
might accept all shipments without
declarations. An init ial payment rr ':;-* : =
charged and adjusted according tc :i = : -: '  : ::
of shipments made over that per:cc
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Inthis case an insurance certificate covers the
agreement.

For goods by air, Institute Cargo Clauses
provide similar covertd marine insurance.
Insurance by air is cheaper than by sea as the
time taken to transport goods is shorter.

Clalmr

Most policies cover cBNERAL AvERAGE
sacnrrtcr, which means that compensation
will be paid for goods which have been
deliberately thrown overboard (e.g. higtrly
flammable goods if fire broke out), but it is
essential that the client checks the clauses of
thepoliry.

As is the case in large claims in non-marine
insurance, AvE RAG E AD J u srE R s, i.e. assessors,
are called in to examine damage and estimate
compensation. In a crr transaction, the
expoder transfers their right to compensation
to the importer as the importer holds the bill of
lading. In rou and crn transadions, the
importer holds the insurance poliry as they
arrange their own insurance.

12
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Requert  for

marine insurance

q uotat ion

Kent, Clarke & Co. are
forwarding agentsfor
Delta Computers
> see pages 157-t64and
zo3-zo6 for previous
correspondence.They
faxWorldwide
Insurance, asking them
to q uote a rate for
Delta's shipment to New
Zealand,which is
outside the terms of
their open cover policy
> see Page 229. Notice
the exoressions tx-
(from)the port of
departure,and our (at)
the destination oort.
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To

Fax

From

Date

Pages

I (ENT/ CLARKE p CO.1-TD
SOUTH BANK HOUSE'BOROUGH ROAD.LONDON 5E1 OAA

r E L E p H o N E : +44 @)zo 7 928 77r 6 . rn c s r rvr r r- E : +44 (o)2o 7 928 7't1'l
Ema i l :  sim psonj@kencla.com

Facsimile

Worldwide Insurance ltd

0207263 6925

J.D. Simpson

15May 20-

3

Subject Delta shipment

We will be sending on behalf of our clients, Deita Computers Ltd, a
consignment of 20 computers to N.Z. Business Machines Pty, Wellington,
New Zealand. The consignment is to be loaded onto theNorthern Cross,
ex-Tilbury 18 May due Wellington 25 June.

Details of packing and values are attached. Please quote AR port-to-port
rate.

We would appreciate a prompt reply

12

J. D. Suapson,
I. D. Simpson (Mr)
Supervisor

CHAI RMAN: tORD MATHERSON

DlREcToRs:B KENT A.C.A.,  C.D. CLARKE H.N.D.,  R.P. Dl tLER

REc NoTLoNDON 3395t62

vAr No:41618231 5g
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Quobtlon for
mednc Intunnco

In this replyto Kent,
Clarke, & Co., Worldwide
Insurance suggest a
valued policy,which
would coverthe
consignment for
f22,ooo plus ro%
against all r isks
including war, strike, and
normal and exceptional
damage.The
consignmentwould be
insured from the date
the ship leaves port to its
arrival. A orc t-ARATtoN
ronn givesthe
insurance company
information about the
shipment so they can
PreParean rNSuRANcE
CERTIFICATE.

WORTIIWIIIE II{$UNA}TGE I.Id
Worldwiile House, Vorley ftoad, London N r9 5x r

Telephone : + 44 @)zo 7 zg 6 zt6
Fax:+44(o)zo72636925
E mail: d.adair @worldwide.co.uk

FAX

Chairman
A,L.Galvinaca rrs
Managing Director
P.R. Erwin crs
Dire(f.ors
L. Swanne,T.R. Crowe Mc
H.B.Sideyua

12
To J. Simpson-Kent, Clarke & Co.

Ref 3982/13098

Fax 02079287111

Subject Delta shipment quotation

Pages 2

x
€
g
B
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DearMrSimpson

Thank you for your fax of 15 May regarding the above cover.

I notice the net amount of the invoice is f,22,000, and payment is by letter of
credit. I would therefore suggest a port-to-port AR valued policy for which
we canquote f4.35p"/o.

We will issue a cover note as soon as you have completed and returned the
attached declaration form.

Yours sincerely

Oadd'r+d^atr
DavidAdair
Manager
O_uotations Dep artment

212



Cert i f icate
InturJnce
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MGINAL

THIS CERTIFICATE
REQIIR.ES EIIDORSEMENT IN
IIIIE EVENT OFASSIGNMENT

CLAIMS SETTLEMENT
INSTFUCTIONS

t Lloyds S€illing A96nl nearesl d€srinalion is
auftorb€d to adusl a^d stle on b€hal' ol ths
Un&rMners, and lo pu.chas€ on b€hall ol tha
Co@€tion ol Lbyds, in aeo.danca wilh Lloyd's
$andingAquhrionslorrhe S€ff lementotCl . ims
Abroad. any claim whrch may ar ise on this
Gniftar€.

2 ll Lbydb Agsnrs are nor ro deal wilh craims, it

- 

lhoub be clsily marke by an 'x rr r\€ adjacgnt
I  lbrandchmFpsrsseni lo. .A.Shod&Co Lrd. ,
U I Lotrn tuad. London EC9 ltr

c 0000/
lhiS iS tO Ceftify tfr.t rhere h6 beetr depGited with the c(Mil of Lloyd's a Contract effe dedb! A. short & Co. Lrl., of Lloyd's, acting on
wEol&'dgitandScarpilt,l..wiilrutderwritersatLloyd's,foriEuranc6cttachingfheretoduringthepcriodsmmencingth€ Fi6tdayof Murch.
]e:- ed ending the TwentJ-eiEhthday ol Febracry, 199,9. both days itrclNivc, and that thesaid UnderwrileE have underlaken to issueto A. Short & O'.
j Po{icy/Pofici6ofl8uranceatLloyd'stocoveiuptoUS$J,Ooo,000(orequlralentinothercurrencies),i^illhyan!Mesteanrcrdnd/orconveytnre.r,
".!t'ngbyai|and/or4tst,GeneralMerthttndiseand./orCuldtand/orEquiPM4toJ4nynd|urwh4tsoe|e|inclut]i'|8bu|no|limi|edk,Rit

-?La 
Pans, Bictcles, Cefteruktr Sets, Raw Jute, Jurc Curdi frcm any port or ports, place or plac6 iE lhe Wtild, lo an! porl or ports, place or places in

ec a'rA, includingal l teJhipnenttasoMwhenoccurr ing,tdlht tBodRilardScaryaLld,are€nl i t ledtodeclarageiNtthesaidConaract i t ruran6
@rrhing thereto-

\*\\S

Certificate of Insurance No.

'a2
m
x
ol
3
9
o
o
3

specificd.bovc so valued subject to th. sFcidl condirions sratcd below and Dn rhe

Instlub
ldhule

{Ah) (€rcluding sn&g. by tu30 es .pllcabl€. Excluding rusr, oxrd$do^, d@loraton, rwisting and bsd,.g
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Glaston Potteries have
built up a regulartrade
with customers in North
and South America.They
now emailWorldwide
Insurance askingthem
for open cover insurance
for their shipments.

Why does Glaston
Potteries want the
policy changed?

I What are the
destinations for
Glaston Potteries'
consignments?

I Do Glaston Potteries
want a policythat
insures them against
any eventuality, or
only specific things?

12

David Adair

Open cover

Dear MrAdair

As you know, we have been insuring individual shipments of our chinaware with you for some
time and have now established a firm customer base in both North and South America.

We will continue to be making regular shipments, and wondered if you could arrange open
cover for f200,000 against all risks to insure consignments ex-UK to North and South
American eastern seaboard oorts?

I look fonuard to hearing from you.

Elaine Goodman
Export Department
GLASTON POTTERIES Ltd
Clayfield, Burnley BB10 1RQ
Tel: +44 (0)1282 46125
Fax: +44 (0)128263182

Email: e.goodman@glaston.co.uk
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In an open cover policy,
the client can be certain
that the consign ment is
insured as soon as they
have returned the
declaration form to the
insurance company.
Settlement may either
be on a monthly or
quarterly basis, or per
shipment.When
insurance cover is nearly
used up,the insurance
companywi l l inform the
cl ient  and ask whether
they wa nt to renew the
poliry.
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Lirre 7 March 20-

Ms Elaine Goodman
Export Department
Glaston Potteries Ltd
Clayfield
BurnleyBBl0lRO_

DearMs Goodman

In reply to your email of 5 March, I am pleased to say that we can arrange an
AR open coverpoliryfor chinaware shipments to North and South
American eastern seaboard ports.

As you propose to ship regularly, we can offer you arate of f4.48p7"for a
total cover of f 200,000. I enclose a block of declaration forms - you would be
requiredto submit one for each shipment giving full details.

I look forward to yow confi.rmation that these terms are acceptable.

Yours sincerely

D,rut<{ AtLttr
DavidAdair
Manager, Quotations Department

Enc. Declaration forms
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Glaston Potteries
have made a shipment
to Canada.

c, l6urn,eyrocro,-, W fnt+?ili *o
tl4lmc +aa,(olalr 46115
trolmlr r44 (ohrtr 6ttr
Eandl cgoodman t}glrttonco. u&
$rufru€hfton.Cqn

14July20-

MrDavidAdair
Worldwide Insurance Ltd
WorldwideHouse
VorleyRoad
LondonNl9 5HD

DearMrAdair

Open Cover Policy OC 515551

Please note a shipment we are making to our customers, MacKenzie Bros,
Canada. Details are on the enclosed dedaration form, No. 117 65913.

Yours sincerely

e{ah+*Qmdman
ElaineGoodman
Export Department

Enc.
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subject: I Ctaim

I Francis Korvin

One of Glaston
Potter ies 'sh ipments
to Canada has been
damaged so Elaine
Goodman emai ls
Worldwide Insurance
claiming under their
open cover pol icy. Notice
that she saves the main
d eta i ls for the c la im
form and states that the
goodswere shipped
clean on board,
indicat ing that the bi l l  of
lading shows there was
no damage when the
goods were del ivered to
the ship.

12
Dear Mr Korvin

Policy No. OC 515561

I am writing to inform you that a number of pieces of crockery were damaged in a recent
shipment to MacKenzie Bros of Dawson, Canada. The consignment was shipped clean on
board the Ma nitoba, ex-Liverpool 16 September You have our declaration form No. 1 17
6591 6.

I would be grateful if you could send me a claim form.

Elaine Goodman
Export Department
GLASTON POTTERIES Ltd
Clayfield, Burnley BB1 0 1 RQ
Tel:+44 (0\128246125
Fax: +44 (0)128263182

Email : e. goodman@glaston.co.uk
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Worldwide lnsurance
are wil l ing to accept
Glaston Potteries'claim,
buttheyoffera warning
as this is one of a
number of claims
Glaston have made.
Notice howthey
acknowledge the fact
that the bil lof lading
wasclean.

When wil lWorldwide
lnsurance consider
the claim?
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DearMsGoodman

PolicyNo. OC 515551

I am sendingyouthe daimform yourequested inyour email of 19 August
20-.We will considerthe claim once we have full details.

May I point out that this is the fourth time you have claimed on a shipment
under yow open cover policy? Though I appreciate your products are
fragile, and that in each case the goods have been shipped clean, it wor.rld be
in your interest to think about new methods of packing. I agree that the
claims have been comparativelysmall,but infuture you willhave to ask
your customers to hold consignments for our inspection to assess the cause
of damage.

I should also mentionthatfurtherclaims mayaffect yourpremium when
the policyis renewed.

Yours sincerely

Fraath Kordn
Francis Korvin
Claims Manager

Enc.Claimsform

r^:  \ .  { .  t i :  j -

WhydoesWorldwide
Insurance think
Glaston Potteries
have made so many
claims?

I WhatdoesMrKorvin
meanby mayafect
your premium?

Which words in the
letter have a similar
meaning to the
following?
r thinkabout
b bringtoyour

attention
c ways
d thecostof

insurance
238



Rejection of claim

ln this letterWorldwide
Insurance reject a claim
on the grounds that the
bil l of lading was not
clean. Note that the
exoorter is entitled to
call in his own assessor
to inspect the damage,
and that if there is a
dispute,the case would
be settled by
ARBITRATION.
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Worldwide House, Vorlcy Roed, London xr9 5x o

Tele ph on e : + 44 @)zo 7 263 6zt6
Fox : +44@\zo 7263 6925
Email: f korvin@worldwide co rrl<

Chairman
A.L GalvinAcA rrs
Managing Director
P R. Erwin c ls
Directors
L.Swanne.T.R CroweMc
H B Sidey MA

Your Ref:
Our Ref: M2-D23140
Date: 28 october 20-

MrT. Shane
Excelsior Engineering plc
Valley Estate
Birkenhead
Merseyside I417ED

Dear Mr Shane

PolicyNo.AR 66L72241

I have now received our assessor's report with reference to your claim
CF 37568 in which you asked for compensation for damage to two turbine
engines which were shipped ex-Liverpool on the Fre emont onTIOctober, for
deliveryto your customer, DV. Industries, Hamburg.

The report states that the B/L, No. 553719, was claused bythe captain ofthe
vessel, with a comment on cracks in the casing of the machinery.

Our assessor believes that these cracks were the first signs of the weakening
and splitting of the casing during the voyage, and that this eventually
damaged the turbines themselves.

I regret that the company cannot accept liability for goods unless they are
shipped clean (see Clause 26B ofthe policy).

I am sorry that we cannot help you further.

Yours sincerely

Franrl,s Korri,rt,
Francis Korvin
Claims Manager

Registered rn England No 6 9r56t4 VAr No 56 341 27
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Points to remember
1 Insurance is designed to cover a business

or individual against risks such as loss,
damage, or injury. Numerous types of policy
are available to offer cover against various
eventualities. The client has to decide which
hazards apply.

2 Indemnification is the cover which allows
compensation because of loss or damage,
and is calculated on the market value or
depreciation value of goods, not their
original value. To be insured, a client
completes a proposal form, and the
premium is then assessed and quoted (in the
UK, in pence per cent). On acceptance, the
client is issued with a cover note, which
gives cover until the policy is ready.

3 Marine insurance is governed by Institute
Cargo Clauses (or Lloyd's Own Clauses if the
policy is issued by tloyd's). Shippers are
offered a variety of policies to cover
shipments. However, most exporters ship
under an all-risks valued policy, which
covers them against most eventualities and
allows them compensation for loss or
damage, plus ro%.

4 Open cover policies are used when exporters
make regular shipments. Each shipment is
declared and the insurance company covers
it underthe agreement,

12
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RESERVATIONS

APPOINTMENTS

HOSPITALITY

SPECIAL OCCASIONS

Points to remember
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R ES E RVATION S

Reservations can be
made by letter,fax, or
email, as appropriate. lt
is important to check
that you have given the
correct details.

Air travel

Train travel

Hotel reservation

DearMrWood

This is to confirm our phone conversation this morning.

Please would you make two Business Class reservations,Iondon-Kobe
return, in the names of Mr P.R. Dell and Ms B. Newsome. Outwardflight
DA164, departing Heathrow at 10.05 on Wednesday 12 June, return flight
DA165, departing Kobe at 20.30 on Tuesday 18 June.

Please send the tickets for my attention and charge to our account.

Yours sincerely

Beth, Cowan
Beth Cowan

DearMsMeek

To confirm the arrangements we discussed this morning, would you please
book a return ticket, with couchette, in the name of Ms Jean Miles for
London-Paris-Zagreb, depart Thursday L8 July, and returning
Zagreb-P aris-London, depart Saturday 3 August?

The reservation shouldbe in a non-smoking compartment.

Please send your invoice to Jane Lewis in our Finance Department.

Yours sincerelv

l. Meltta,
S.Mehta(Mr)

DearMs Okada

Please could you reserye two Executive Grade rooms from 3 June to
18 lune inclusive for Mr P.R. Dell and Ms B. Newsome?

Iwould be grateful if you could confirmthese reservations by return.

With best regards

BetluCowat'u
BethCowan
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DearSir/Madam

We are holding our annual conference this year in Kyoto and are looking for
a hotel which can offer us accommodation and conference facilities from
Thursday 14 November to about 4.00 p.m. on Sunday r7 November.

We require accommodation and full board for 50 delegates, 15 of whom will
be accompanied by their spouses. Therefore, we will need 45 single and 15
double rooms for three nights. We would also like coffee and tea to be
senredto the delegates mid-morning and mid-afternoon on each dayof the
conference.

For the sessions we will need a room with fulI conference facilities
(including PowerPoint), that can accommodate 60 to 70 people.

Please would you send us a list of your tariffs and let us know what
discounts you allowfor block bookings?

Yoursfaithfully

W. tlurort,
W.Herron(Ms)

DearMrGomez

Could you contact our Production Director, Mr Norman Luman, to discuss
the possibility of setting up a contract for you to supply us with steel over
the next year?

He willbe in his office all nextweek, and if you could email ortelephone
him he would be glad to arrange a meeting with you.

Best wishes

Pat Narlt
Pat Nash (Ms)
PA to Production Director

APPOINTMENTS

Emailoffers speed
and flexibility when
arra nging appointments.

Confenncc
frcillttcr
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Confirmlngan
eppolntmcnt

Crncclllng en
eppolntmont

Follow-uprftcrrn
eppolntmcnt

DearMrGomez

Mr Luman has asked me to confirm the appointment you made to see
him at our Head Office, 25 City Road, London \Ml at 11.30 a.m. on Tuesday
2 August.

He looks forwardto meetingyou.

Best wishes

Pat Narlu
Pat Nash (Ms)
PA to Production Director

DearMs Nash

Unfortunately, Mr Gomez will not be able to keep his appointment with
Mr Luman on Tuesday 2 August. An urgent matter has come up in our
Lisbon ofrce which needs his immediate attention.

He offers his sincere apologies for the inconvenience, and will contact you
as soon as he returns to London.

Bestwishes

Marh, Vuttura
MariaVentura
Assistantto Diego Gomez

DearMrLuman

Just a Iine to say that I was glad we were finally able to meet yesterday.

I am also pleased we were able to work out the main points of our contract
so quickly and come to a mutually acceptable agreement.

Iwill callyou in afewweeks to reviewprogress.

Withbestwishes

Dujo Qomzz
Diego Gomez
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DearMr Deksen

Thank you for your last consignment. You will receive our next order in a
fewweeks.

I am writing to ask if you could offer assistance to our Overseas Sales
Manager, Mr Michael Hobbs, who wiII be visiting Oslo from 1 to 17 May?

You may remember that when you were here a few months ago I
mentioned that we intended to expand our export sales. We are now
Iooking at market potential in Scandinavia, and Michael Hobbs's trip is part
of this research. It would help us a great deal if you could introduce him to
wholesalers and retailers who may be able to advise him about the types of
product that we would need to offer in your market. He would also be
interested in finding out more about marketing methods and importing
procedures.

I understand that you are very busy, but I would much appreciate any
assistance you can offer and will, of course, reciprocate as and when the
opportunity arises.

Yours sincereiy

Frank wuford,
fTANK WCIIOIO

Managing Director

Dear Mr Deksen

Thank you very much for assisting Michael Hobbs while he was in Oslo
I know he has already written to you expressing his gratitude, but I would
Iike to add a word of appreciation myself. The introductions you made for
him and information he gained will be extremely useful in our
Scandinavian export programme.

If we can return the favour on some future occasion, please let me know.

Yours sincerely

Frank WefforcL
FrankWelford
Managing Director

HOSPITATITY

Letter, fax, or emai I can
be used. Letters are more
appropriate for more
personal invitations and
replies.

Request for
hospi ta l i ty

A Brit ish company,
which wants to expand
its sales to Scandinavian
countries, asks a
Norwegian business
associate to provide help
and hospitality during a
visit to Norway by the
company's sales ,
manager. Notice that
the letter does not open
with the request, but
with a reminder of the
compa nies' association.

. r ' t t l r  of  th.rnks

3
5

g
!l
5o
otr
5

o
d

!o
I
CI
o
f

o

t'lx
t,
3
g
o
o
o

!
o
I
CL
o
I

o

13

245



o
I
tr
o

!tr
o
A
6g
g
Ut
I
ootr
I
o
v
t^

=

o
I
E
o

!
E
o
t\
6o
o
t

s
g

E
Gx
ul

13

lrwltation

Acceptintan
lrwitetion

tledlnlngrn
inYitftkrn

DearMrOkada

Ihave pleasure inendosing aninvitationfor our annual award ceremony,
whichwilltate place on14December.As one of our distinguished ex-
students, we wondered if you would be willing to distribute the awards,
and give a short address beforehand on a subject ofyour choice?

We would also liketo inviteyouto aformal dinner afterthe ceremony.
This willbe held inthe Principal's Lodgings, at 6.30 for 7.00 p.m.

We would be delighted if you are able to accept our invitation. I look
forward to hearing from you.

Yours sincerely

DatA HoFu
DavidHope
Principal

Enc.

DearMrHope

Mr Okada has asked me to vwite saying he is honoured to accept your
invitation to distribute the prizes and speak at your annual award
ceremony on 14 December. He also has much pleasure in accepting your
kind invitation to the formal dinner afterwards.

He has fond memories of the college andwelcomes the chance to visit it
again.

He suggests speaking on the topic'Changing technology in the next
decade'. Hewould appreciate it if you couldlethim knowwhetherthis
would be an acceptable theme.

Yours sincerely

Vo*n tto
Yukolto
PAtoMrOkada

DearMs Lee

Mr van Ek would like to thank you very much for your kind invitation to
attend the reception being held next month at your embassy.

Unfortunately he will be in the United States at that time. However, he
sends his apologies, and hopes to be able to attend on another occasion.

Els Spruit
PAtoMrvanEk
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DearMr Corney

I would like to offer my congratulations on your election as Chairman of
our Trade Association.

No one has done more to deserve the honour, or has worked harder to
promote ourinterests. You can count on myfull support, andthat of my
colleagues, during your term of office.

I wish you every success for the future.

Yours sincerely

Arlikg, Butron,
Mike Benson
Chief Executive Officer

DearJack

I d like to congratulate you on being appointed Depadment Manager.
I know you've worked very hard to achieve this well-deserved promotion.
I wish you the very best in a job where I'm sure you will be successful.

Saa/r*
Sandra

DearRob

I amwritingto congratulate you onyour newappointment andto thank
youforyour contributionto making this department so successful.

Yow future employers are very lucky to have you joining them, and I am
sure you will carry your success here over to the challenges of your new
position.

With very best wishes

Da,u,ubn
Damien

SPEC IAt

occAStoNS

Notice that this
correspondence is often
quite brief.When
expressing wishes on
special occasions, it is
better to write simple,
sincere messages, and
avoid exa ggeration. For
personal messages, a
letter or card is often
more appropriate than
an emai l .

Congntulations
ofl an
aPpointment

Congratulations are also
best given directly, not
by someone on your
behalf.

Congrrtulatlonr
on I Promotlon
Thetoneyou usewi l l
depend on how well you
knowthe person.In th is
note,the people know
each other quite well
and are on first-name
terms.
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DearYuko 
|l

We were very sorry to hear about your illness. Take care of yourself.
We all send our best wishes for a swift recovery and look forward to seeing
you back again soon.

With very best wishes from everyone in the Sales Department.

Su.e
Sue

13 Rctiring
Dear Jack

o

- 
I d like to take this opportunity to thank you for all your dedication and

E
o commitmenttothe work of the Production Department.Itwillbe!
E
o extremely difficult to replace you.
e
5

g May I offer you my best wishes for a long and happy retirement.
g
s Martin Sluuttt^on
g

F Martin Shannon
Gx
|rI
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Meregc of
condolcncc

Messages of condolence
should never be written
by someone else on your
behalf. ln these
circumstances, it is more
appropriate to write a
letter ratherthan send
an email message.

Sceronel Srcctlngr
Seasonal greetings often
come in the form of
greetings cards and
messages. Be aware that
people in different
countries orfrom
different religious or
cultural backgrounds
may not share your
festivals and holidays.

DearMrWatanabe

I was saddened to hear about the death ofyour partner, Mr Hiroshi Tanaka,
and would like to offer my condolences. He was a fine person and a well-
liked man who will be gre atly misse d by all who knew him.

Please pass my sincerest sympathies to his family.

Yours sincerely

gun^ald reA
Bernard Fell

Dear Mr Peters

May I offer my very best wishes for the New Year to you and your staff ?
I hope you enjoythe holiday andlookforwardto workingwith you again
nextyear.

Pa,hL Darie,t
Paul Davies

I  r+8



Points to remember
1 The conventions of social correspondence

are much the same as those for business
correspondence. You should consider the
relationship between the writer and receiver
and choose not onlythe most appropriate
language but also the most suitable
medium, e.g.letter, card, or email.

2 Letters of invitation should state clearly
where and when the event will take place,
and give some indication of its formality so
that guests can dress appropriately.

3 When cancelling an appointment, you
should say why you are unable to keep it and
offer an alternative day / time if possible.

4 Letters of condolence or congratulation
should never be written on someone else's
behalf.

5 Personal correspondence on special
occasions should be short, simple, and
sincere.
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M EMOS

Layout
Cuide to contents
Length

REPORTS

Types of report
Structure ofa report
Summary

Points to remember
Memos
Reports



MEMOS

Memos are written internal communications
which advise or inform staff of company
policies and procedures. They are usualiy quite
formal and impersonal in style.Memorandum
is the full term, but the abbreviated form is
usuallyused.

Memos maybe put on a noticeboardfor
everyone to see, or circulated in internal mail.
In the latter case the receiver/s may be asked to
sign the memo to acknowledge that they have
read it.

Memos may also be posted on internal email
(the Intranet). However, as email is an open
access system, this method is not suitable for
confi dential communications. In addition,
some employees, e. g. non-administrative staff,
might not be able to access email regularly and
might not see the memo.

Memos can address many different subjects,
from informing staff of a retirement to
announcing important administrative or
structural changes in the company.

Layout

Companies often use headed paper for
memos. This gives less information aboutthe
company than the letterhead for external
correspondence, but indicates whlch
department has issued the memo.

A memo should state who it is to, who it is
from, the subject, and the date. It may also be
signed.

Important points or long lists of points
are usually best presented using bullets (.)
or numbers.

Guide to eoni{ jnts

A guide to the contents of three example
memos, (t), (z), and (3), is given below. They
could be sent by email, but it might be
advisable to put (r) on a noticeboard too, so that
it reaches staffwho do not have access to
email.

Memos should have an appropriate titie, not
onlyto indicate their topic, but also for fi,ling

PuIposes.
(t) Introduction of shiftwork
(z) Annualaudi t
(3) Pension scheme

Introduce the subject in the opening
-^.-^---LPara6LaPLr

(t) A shtftwork system is to be introduced
nextmonth.

(z) The annual auditwil lbegin on
t March zo-.

(3) A contributory pension scheme is to be
introduced asJrom t IuIy zo-.

Explain to staff how they will be afiected.
(t) The shiftwork system wiII affect aII

employees in this branch oJ Halliwell &
Fischer and wiII be introduced on a two-
shift basis: o6.oo to t4.oo hours,'and t4.oo
to zo oo hours.Your department
manager wil l inform you...

(z) The auditors will require ofices, which
means that some members of stafr wiII be
temporarily transferred to other ofices in
the building .. .

(3) Members of staf who join the pension
scheme will contribute 6% of their gross
monthly salary.The contributions wiII go
towards a retirement benefit plan which
at 6o will offer a pension of 7o% of gross
salary. . .

Employees should be told when changes will
take place, or a policy will become effective.

(t) The scheme willtake effectfrom
t February zo-.

(z) The annual audit wiII begin on t March
and should take about three weeks ..

$) Deduction of contributions to the scheme
wiII start inthe month ending z8IuIy
20-.

State which staffwill be affected.
(r) AII production staff, supervisors, and

factory managers wiII be involved . ..
(z) The auditwill affect allbranches of the

company. Stafrwill be expectedto explain
the loss of any equipment or damage to ...
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$) The pension scheme wiII only affect those
members of staffwhowere employedon
or before t lanuary zo-. Employees who
joined aJter that date will be included in
the scheme as soon as they have
complete d s ix months' full-time
employment.

Once you have mentioned how andwhen stafi
will be afiected by an event or chan ge,where It
will operate, and who will be involved, you
must explain what should be done.

(r) Please see your supervisor or department
manager tofind out which shift you wiII
be working onfor thefrst month.
Another memo wiII be circulated next
week, explaining a bonus scheme which
willbe introduced as nart of the new
arrangement.

(z) Please see eitheryour supervisor or
department manag er fo r fufthe r
information on what materials the
auditors will want to se e.

(3) Everyone included in the scheme wiII
receive a booklet, Pgot, giving details oJ
how the pension plan wiII work and what
benefits they / their beneficiaries will
receive. Two copies of a contract will also
be enclosed.You should sign both copies,
and return one to your department
manager before zt June zo-. Please keep
the otherfor your own records.

Finally, if you think the memo might not be
understood, advise staffwhere they can go for
an explanation and how to communicate their
comments or complaints.

(t) If you have any problems with your shift
allocation please contact your supervisor
or department manager.

(z) IJ there are any problems you would like
to discuss before the auditors arrive,
p Ie as e co ntact y o ur d e p art m e nt
manager.

$) The booklet should explainthe scheme
clearly, but if there is anything you do not
understand, or iJ you are already in a
pension scheme that might be afrected by
this plan, please inform your department
manager as soon as possible.

Length

Memos can be short or long. They can deal
with a number of different points but these
should be connected to the same topic. For
example, a single memo which tried to deal
with canteen facilities, punctuality, and a new
accounting system might confuse its readers.
It would be better to write a separate memo for
each topic.
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123-5 LOWTAND STREET, LONDON Ecl  2RH

rE tEpHoN E: +44@)zo767t.FAx: +44 (o)2o 7671 9873

IIBIIOBANDUII

To Department managers

From The Chairman

Topic Donald Crayford

Date 26 November 20-

Strictly Confidential
Please sign to confirm receipt.

Donald Crayford has decided to retire from his position as ChiefExecutive
on 20 December this year. We have considered several candidates for his
replacement, but no firm decision has yet been reached. However, we hope
to make a confldential announcement by the end of this week at a private
meeting 6f department managers.

JessicaRenfrew

Thomas Dillon

FrancescaAmis

WilliamThornton

Travis Shiran
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Whywouldyou not
send this memo by
emai l?

Whydoyou thinkthe
memoisstrictly
confidential?

What are the
department
managers asked
to do?

When wi l l the
Managing Director's
successor probably be
announced?

Which words in the
memo have a similar
meaning to the
following?
a secret
b a number of
c people hopingto

get a job
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€ Vlrlt of a curtomer
o
S CoventryComponents

E are expecting some
F important visitors to
p theirfactorysothey
d circulate a memo.
=

14

To Allstaff Date 1July20-

From HenryWoodfield

Topic Zorbra Industries visit

From 8 to 1l July Mr Jason Zorbra of Zorbra Industries, Athens, and two of his
colleagues, will be visiting the factory. Zorbra Industries has recently placed
a three-year contract with us to supply them with components.

Although Michael Hobbs, out Overseas Sales Manager, will escort theni, it
might be necessary for individual employees to answer questions or
explain production procedures in their section. Therefore, please ask your
stafito be as helpful and informative as possible. It will also be necessary
for lunch hours and breaks to be re-arranged so that there is always
someone available in each section.

Your co-operation in this matter is essential and will be appreciated.

I  Whowi l lescort the 2 Whatareemployees I  Whyistheirhelpso 4 Whichwordsinthe a partsofanengine
visitors? asked to do? important? memo have a similar b ways of doing

meaning to the things
following? c help

d very important
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r23-5 LOWTAND STREET, LONDON EC1 2RH

rE LE pHo N E: +44@)2o767'r.FAx: +44 (o)2o 767t 9871,

IIf,IIOBANDI]II

To AII staff

From The Chairman

Topic Mr D.G. Crayford

Date 2 December 20-

Donald Crayford will retire as Chief Executive on 20 December.

As many of you may know, Donald Crayford has been with the company
for over 20 years. The ro years during which he has been CEO have seen a
period of unprecedented growth, despite difficult economic conditions in
some of our overseas markets.

Diana Hawks has been appointed CEO with effect from 2lanuary 2O-.
I am sure you wlll join me inwishing her every success.

Would all department managers please attend a meeting in the Main
Meeting Room on Monday 6 December at 15.3 0 hours, where they will be
introduced to Diana Hawks.

Retirement of B
e chlcf exccutive 3
officcr I

3
Notice howthi,  -d
memo covers a number !
of different points i
connected to the 

5

retirementof a ce o:
i t  announces the
retirement, advises
everyone ofthe new
appointment, tha nks
the ret ir ing ceo, 

Awelcomes his successor,
and announces a
meeting. t||xql
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Industrial changc

This memo describes a
change in the
workplace.

Why are the
machines being
introduced?

Panton Manufacturing Ltd
Panton Works I Hounslow I Middlesex I rw6 zaq

rE rE PHoN E +44@)zo 8353 orz5
FAcsr M I rE +44 (o)zo 8353 5783
rmar l  d.panton@panman.co.uk

MEMO

FENTtrN

l4 To

From

Date

Subject

AII supervisors

The ChiefExecutive

6February20-

Newmachinery

0
E
o
E
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E
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As part of the company's expansion programme, we are introducing RS100
andDS100 machines whichwill increase productivityand reduce costs,
thus making us more competitive in overseas markets.

The newmachinerywill not in anyway affect job security, andthere willbe
opportunities for retraining for all production staff.

A full consultation process has taken place with the Union, andcooperation
has been agreed in installing and maintaining the new machines.

Please call a meeting of yourteam members onWednesdaymorning at
9.30 a.m. to informthemof these changes.

Er
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What does the Chief
Executive mean by:
The new machinery
will not in ony woy
offect job securitlr?

Who have
Management
consu lted a bout the
introduction ofthe
machines?

Which words in the
memo have a similar
meaning to the
following?
r makesrnaller
b irffcre
< harn-gwsEs



Prince of Wales Road
Shefheld
s9 4Ex

L, Franksen plc
Merno

To Allemployees

From TheChiefExecutive

Date 15 July 20-

Subiect Cutting output and redundancies

Following the meetings last week I am writing to confirm that, with regret,
we have to announce a 10% reduction in the workforce. The reason is that
rising production costs and a fall in demand for our products have caused
the company to run at a loss for the past three years. The fdl in demand is a
result ofcontinuing stagnation in the industrial sector.

We are now therefore, in a period of consolidation, during which time we
hope that the necessary reduction can be achieved by voluntary
redundanry and early retirement.

Those employees affected will meet individually with their managers over
the next two weeks.

I Whyisthecompany I Howmanypeople ) Whatdoesyoluntory 4 Whenwillthose
reducing the size of will be affected? redundancy mean? affected be informed?
the workforce?
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Arial

We have been reviewing our policy on smoking in the workplace, which currently allows staff ,.,
who have individual offices to smoke unless prohibited by fire regulations. Smoking is also
permitted in ten outdoor areas provided that smoke drifting through open windows does not
i nconvenience other staff.

Since this policy was drawn up ten years ago, there has been much medical research.
Passive smoking is now known to be a serious health hazard, significantly increasing the
chances of lung cancer in non-smokers.

Bearing in mind both the weight of medical evidence and the legal duty we have to protect the
health and safety of employees, we will be making the following change to our smoking policy:

Smoking will no longer be permitted in individual offices with effect from 1 November 20-.

We appreciate that this decision will affect a minority of staff and that for them this change will
be difficult. Therefore, we will provide support and practical help to individuals who wish to
stop smoking. Please contact my secretary, Madeleine Richards, for further details.

Frances Easton
Health and Safety Officer

llemoebout
rmoklnt

This memo has been
posted on internal
email,the Intranet.
However, copies of
memos describing
changes in offce
regulations should also
be put on noticeboards

'to ensure that members
of staffwho do not have
access to email are
informed.
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REPORTS
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The two main types of report are:
- Regular reports, which companies prepare

monthly, quarterly, or annually, and which
give information, e.g about sales, income,
credit status, or the company's performance

' see page 253.
- Ad hoc or special purpose reports, which are

written to describe or explain a programme,
e.g. the introduction of a new company
programme ' see page 262, or the result of a
credit investigation.

AII reports should be planned carefully and
drafted in outline before they are written. You
need to consider the purpose of the report so
your reader knows what you are trying to
achieve. The report should be comprehensive,
and aimto include every relevant point; it
should be logical and intelligible so the reader
can understand it easily; and it should be
accurate in all facts and details.

\ l r  ,  i , ,  I  r

Whether the report is short or long, the
structure will be similar

Title
This should explain exactiy what the report is
about.
- Thefuture of smallbusinesses underthe

Consumer Prote ction Acts
- The results of an investigation into the

damage to two turbine engines covered by
policy an 66t 7zz4t

- Fossilfuels as a source of energy

lntroduction
This should summarize the content and
references of the report, i.e. what it will cover,
why it is being written, and possibly the
methods used to collect the information. Often
it is easier to write the introduction once the
body of the repod has been completed, when
the writer's ideas are clearer.

- This report def.nes small businesses as
companies with a staff of less thanthirtlr
employees and an annualturnover ofnot
more than f4.5 mill ion....We have been
concerned aboutthe effects of the Consumer
Protection Acts and thefinancial position of
our members if they are sued ... We
investigated the situation covering the years
L9- tO 2O-.

Main body
This section, in which the topic of the report
is examined, will include the facts you have
collected and your sources. These can be either
PRIMARY S OURC E S, WhiCh ATC diTCCt

interviews and questionnaires, or sEcoNDARy
souRcE s such as books, magazines, and
newspapers.
- We usedtwo sources of information: a

questionnaire sent out to small businesses in
the designated areas, and government
publications covering the years ry- to zo-.
A copy ofthe questionnaire and a list of
publications can be found in the Appendix

Conclusions
Conclusions are the ideas you have formed
from the evidence examined inthe main body
of the report. Whereas facts are objective
statements, conclusions interpret and
comment on the facts and draw together the
different aspects ofthe situation as you see it.
- From the evidence we have examined it

appears that the new legislation will have the

following effects:
1 Businesses with an annual turnover of not

more than f4.5 mill ion wil lf ind that . ..
2 Customers in groups a, aL ct, and cz wil l try

to . .
3 Electrical and mechanical products will

certainly . ..

Recommendations
You may or may not have been asked for
recommendations. If you have, you should
explain that the conclusions lead you to
recommend a particular course, or courses, of
action, You might also predict the outcome of
following, or not following, a particular course
of action.

14
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- WeJeelthat as consumers'rights are
strengthened by the legislation it would be
betterfor small traders to consider more
extensive liability insurance. We also believe
they should. . .

Headings
In a short reportyou might need only afew
headings or even no headings at all. However,
in a longer report a more complicated
numbering system might be used. Two
examples are given below.

- Introduction
Procedures
Mainpoints
(a)
(D)

k)
(i)
(ii)

Conclusions
Recommendations

- 1. Introduction
2 Data colledion

2.1 Questionnaires
2.2 Interviews
2.3 Focus groups

3 Mainfindings
3.7 Internetusers

3.1.1 Age group t83o
3.1.2 Age group 3o-So
3.1.3 Age group 50 +

Long reports maybe made up of many
different sections.It is best to include a
contents list with page numbers for easy
reference. They may also include tables,
graphs, Iists of references, and
acknowledgements thanking people who have
helped in the writing of the report. There may
also be an AppENDrx giving extra information
not required in the main body of the report, e.g.
a copy of a questionnaire, transcripts of
interviews.

Summaly

Busy people do not always have time to read all
the reports they receive, especially ifthey are
very long or do not affect them directly.
However, it may be useful or important for
them to know the gist of what the report
contains, and so it is a good ideato include a
brief summary of not more than one page at
the beginning of your report. The summary
should explain why the report has been
written and contain onlythe main findings,
conclusions. and recommendations.
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Report on
lnternet sa!es

This report from a sales
director suggests that
his company should
introduce onl ine sel l ing.
Notice that this is a
summaryof a much
longer report containing
statistical data.

Why do the research
team believethere is
a ootential market in
lnternet sales?

Which is the best
market for SP
Wholesalers to enter?

What do they want to
do about sel l ingtheir
other oroducts?

How much would the
company need to
invest?

SP Wgrslesafiers pI€ Memo

The Board ofDirectors

Derek Logan, Sales Director

15 October 20-

Introduction of Internet sales

The Sales Department research team came to the following conclusions on
the issue of Internet sales. Further statistical and technical data can be
found in the full report (pages 4-30).

Market
Internet sales have expanded steadily in our markets in recent years for
three main reasons: (1) the range of goods we can offer in a virtual
warehouse environment, (2) convenience, and (3) increased securitywith
the development of digital signatures. The main area of expansion - over
21% in the period concerned - has been in clothes, especially children's
clothes covering the age groups of 4-11 years (see statistical analysis on
page 9).

With regard to sales of linens and general furnishings, there has been a 6.7%
increase in sales over this period We would like to monitor this over the
next 1.2 months to see howthese markets develop (see pages 28-9).

Finance
If we concentrate on the garment area of the market, supplying all age
groups, we estimate an increase in our annual budget of 4.8%,which
includes administration, warehousing, expanding stock, advertising, and
the capital needed for new technology. This will increase our present
turnover in this areaby 7/" over a two-year trial period (see pages 15-18).

The Finance Department suggests that this increase in capital investment
should come from share issues rather than loans because, in the case of the
Iatter, increasing interest rates will reduce profits.

Conclusions
With our main competitors already in this market, and its potential for
international sales, we recommend that we should implement a new
Internet strategy as quickly as possible.I would suggest a meeting before
the end ofthis flnancial vear.

Where could the
companyobtain the
moneyto invest in
the project?

When does Derek
Logan thinkthe board
should meet to
discuss the project?

Which words in the
report have a similar
meaning to the
following?
a information
L. created by

computer
c total business in a

given period

To

From

Date

5ubject

' |4

tor
o
o
CL
E
|!x
ul

e

z6z



= l ta

ol
G. I  s

u l l=

n /= l \ lseno He=7ldo h6
Iro

r0 iM
BI

=-lul  ^ l

| | l ' l  ootions.. a-l
t t (J ' -

/\g-e mt's qnr*nterf,y
ret]ort

This report has been
produced by Mohamed
Kassim,who is Br i t ish
Crystal's agent in Saudi
Arabia, for Nicholas Jay,
the Managing Director
ofthe company.
> 5ee pages r74-r76.
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You wil l see from the attached accounts that turnover in the past nine months of trading has
been disappointing. There are a number of reasons for this:

1 Sales
Although there is a steady demand for the main ornamental l ines, I think there is a much
larger market potential for tableware, including glasses, jugs, and serving bowls. lt might
be useful if you could send me a wider range of these products as samples to show customers.

2 Advertising
Our agreed advertising budget of f7,000 is not enough to promote your products, even
though we use only newspapers and magazines. lt would be useful to double this budget
with a view to extending advertising into neighbouring countries, where there are good
opportunities to become established. You wil l see from the attachment concerning the
market research I have done through questionnaires to retailers, that there is a positive
response in Jordan, Kuwait, and the Emirates.

3 Competit ion
a As I am sure you are aware, your main competit ion is from manufacturers in the Far

East, who undercut your prices by at least 40% While they do not sell the same quality
products, a number of large companies are becoming established here and are l ikely to
start targeting the upper end of the market with better quality goods. I am monitoring the
situation and wil l let you know of any developments.

b Some competitors copy designs, so it is important for us to get your new designs as
quickly as possible and put them on the market f irst.

4 Finance
a Your credit l imit of f2-3,000 should be at least doubled, as this is a very low figure in

this market. As your del credere agent I am quite wil l ing to cover the risks lnvolved.
b In my view, the letter of credit payments you require do not allow sufficient t ime to clear

accounts. I would recommend that you consider credit terms and payment over 45 to
60 days by term draft

I look forward to your comments on this report.

Mohamed Kassim

i  Howwouldyou
describe business for
Brit ish Crystal in
SaudiArabia?

In which part  of  the
market does Mr
Kassim suggest there
may be opportunit ies?

How much does he
recommend the
future advert is ing
budget should be?

Which other markets
is Mr Kassim
consider ing?

Where is the
compet i t ion coming
from?

6 What sort of
concessions does Mr
Kassim recommend
MrJayshould make?

7 What is attached to
the emai l?

Which words in the 
'{ !

report  have a s imi lar  f
meaning to the i "
fol lowing? , ' ,
a everythree

months
[i  l ist of questions
c restr ict ion on

money borrowed 263
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Advertising
agency'e report

This report comes from
an outside agency and
is written at the reouest
ofthe company, Katz
Electrical, who
manufacture domestic
appliances.They are
losing ground in the
market and have
employed an advertising
agency with market
research resources to
find out why.The agency
has submitted a
preliminary report based
on their market
research,which they
hope wil l persuade Katz
Electrical to attend a
oresentation in which
the agencywill propose
an advert is ing
campargn.

How did K&G
Advertising obtain
their information
a bout Katz Electrica l 's
prod ucts?

What does the
document attached
to the report show?

Why do K&G think
that Katz does not
have a good image,
and what do they
suggest to improve i t?

4 What symbol dothey
suggest Katz use?

5 What kind of
publication do they
suggest Katz
advertise in?

What do K&G say
they could do i f  Katz
al lows them to
handle their account?

Which words in the
report have a similar
meaning to the
fol lowing?

type of product
l ikes and dis l ikes
out ofdate
area of business
handled by
a nother
orga nization

K&6 ADVERTI5ING ASSOCIATE5
Thornton House Kensington Church Street I  London wB 4aru

Date:10 April 20-

Preliminary Market Research Report for Katz Electrical Ltd

We have completed our market research on testing consumer reaction to your brands,
and attach a statistical analysis ofthe research resuits. This preliminary report is a
summary of our flndings, conclusions, and suggestions, which you might iike to
discuss with us after you have considered the results.

Our surveywas based on discussions by a number offocus groups ofusers and non-
users of your products. These were moderated by a psychologist. Using the results of
the discussions, we constructed a questionnaire which was presented to a randorn
sample of 500 people reflecting the population distribution of this country. We asked
them about their preferences and awareness ofyour products comparedto others on
the market, and from this usage and attitude study we produced a profile of your
brands comparedto those of other companies.

The lists attached showthe statistical breakdown in answers to our questions.In
summarythey suggest the following:
1 Although your products are stocked in leading stores and your name is well-known,

there is a feeling that, in spite oftheir reliability, they are over-priced and old-
fashioned. The 15-25 age group associate your brands with appliances used by their
parents, and the 25-35 age group associate your brands with the 1980s.

2 Your name featured very low on the list when people were asked to name a brand
of electric flre, vacuum cleaner, iron, and refrigerator You will see from the attached
surveythat less than 10% ofthe sample had heard ofyour most recent product, the
'Popup'toaster

We believe that poor marketing is the main reason for the old-fashioned image people
have of your products. Also, there is a lack of brand identiflcation, which we are sure
can be overcome with a well-planned advertising campaign. We suggest the following
^^+i^-  -^ i -+^_4Ltrv l t  Pvl l t l>:

1 Establish a symbol that will be identified with all your products. The rnost obvious
appears to be a cat, a domestic animal for domestic products, which is also
associated with your name.

2 Your current advertisements give the impression of functionalism We suggest
glamorizing the ads, maybe with an exotic cat which will always be recognized
when seen.

3 Improve the packaging of the products, perhaps by using more fashionable colours
and a symbol (see i and 2)

4 Improve the targeting of your advertising campaigns. For example, it would be
better to concentrate on women's magazines rather than national newspapers.

If, after studying the enclosed information, you are interested in attending a
presentation in which we would be able to illustrate these ideas more fully, please let
us know. I am confldent that if we handled your account we could improve your sales
^i  ^-  i t  ^^ -+1-,DrSr LUrL4r r  LIy.

qet,r/ qr'u,er

Gerry Grover
Marketing Director
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Points to remember
Hcmor

Memos are usually quite formal and
impersonal in style.

They can be addressed to an individual or to
a group of people within a company.

A memo should clearly indicate at the top
who it is to,who it is from,what it is about,
and the date it was written.

lcportr

1 There are two main types of report, those
submitted regularly and those submitted
onlywhen they are required.

2 Plan your report carefully: make sure that it
proceeds iogically and that your points are
expressed clearly. Inthe case oflong reports,
a brief one-page summary will help busy
people.

3 Most reports, regardless of length, consist of
a title, introduction, main body, conclusions
and recommendations. The headings you
use must be clear, and guide readers through
your report quickly and easily.
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APPLYING FOR A JOB

Job advert isements
Letters of application
Appl icat ion forms and cvs
Covering letters

MAKING A DECISION

Turning down an appl icant
Offering a post
Accepting a post

Points to remember



APPTYING FOR A 
'OB

Job advert isements

Advertisements (often shortenedto ads) for
employment appear in allthe media, including
radio, rv, and the Internet. However,
newspapers and magazines are a very
common source of vacancies. Some
advertisements use abbreviated forms,
especially in the small ad section, e.g.:

Wntd PA.f.t. sml mnfg co. Gd slry. 5-day wk,
hrs 9-5,uslbnfts.

Afull-lengthversion of this would read:
Want e d, p e rs onal assistant for full-time
employment in small manuJacturing
company. Good salary,fve days a week, hours
of work 9.oo a.m.to 5.oo p.m.,usualbenefts
in terms of conditions and holidays.

Letters of application

Opening
Generally, the lerms vacancy , post, or
appointment are used instead of the word
job in applications.When replying to a job
advertisement, as with most correspondence,
it is best simplyto state what you are doing,
and give a date or reference.
- I would like to applyfor the post of

Programmer advertised in this month's
edition o/Computers.

- I amwriting concerning your advertisement
in the Guardianof tz Mayfor abilingual
secretary towork inyour Export Department.

- I am answering your advertisementfor the
post of bank trainee, which appeared in
yesterday'sTimes.

If the advertisement is not clear about how you
should apply for the job, it is better to phone
the Personnel Department (sometimes called
HumanResources Departmenf) of the company
to flnd out.

Remember to quote any reference numbers
or job titles that are mentioned in the
advertisement.

For ursorrcrrro applications, i.e. applying
for ajob which has not been advertised, you
can open like this:

I am writing to ask if you might have a
v a cancy in y our - departme nt for a (n)
administrative assistant / salesnerson /
accounts clerk.

If someone associated with the company
suggested that you write to them, mention this
rnyour openrng.

I was recommended by -, who is currently
working in your company / who has had a
long associationwithyour company / who is 15
one of y our supplie rs, to cont act y ou
concerning a possible post in your -
Department.

Request for an application form
If you are writing to ask for an application
form, give some very brief details about
yourself then askforthe form.

These examples can also be used for
unsolicited applications
- I am zj years old, and have recently

graduated from - with a diploma / degree
in-. (Give the subject, and mention any
special topics you studied that are relevant
to the post. You can also mention the class of
a degree, and any special honours such as a
distinction.)

- At present I am working for -, where I am
employed as a - in the - Department.

Closing
There is no need to give any more information
at this stage, so you can close the letter:
- Please could you send me an applicationJorm

and any other relevant details?
- Iwould be grateJul if you could send me an

ap plication form. If y ou ne e d any further
details, please contact me at the above
address / email address.
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Application forms and CVs

When you receive an application form, always
read it through carefully so that you know
exactlywhat information is required.It is a
good ideato photocopyit, complete the
photocopy, andwhen you are happy withit,
copy the information onto the actual form.

Some companies prefer a cu RRTcULUM
vrran , usually called a cv (resume in American
English), which is your personal and working
history >see pages 274 and 275 for examples.

Application forms and cvs may be emailed,
faxed, or sent by post.

Cover ing let ters

You may need to send a covering letter with an
application form or cv. If you do, it should
briefly explain points that might not be clear.
You could also give further details to stress
your suitability for the post.

Opening
If the companyhas sent an applicationform,
remember to thank them.

If you are enclosing a cv, mention it at the
beginning of the letter.

Thank you for your letter oJ - and the
applicationformJor the post of -.1enclose
the completedJorm / my cv.

Body ofthe letter
Your covering letter should be short. Ifyou
need to develop or emphasize any points, do so
briefly and simply.

You wiII see that I graduatedfro
Universityr / College in zo-,where I gained a
degree / diploma / certificate in-.
(Mention any parts of your studies relevant
to the post.) During my employmentwith
- my work w as s pe cifi.c ally concern e d w ith
-. (Mention work relevant to the post you
are app$ing for )

Reasons for leaving ajob
If you need to explain why you Ieft a job, it is
best to sound positive. Never say that you
wanted a better salarv or conditions. You

shouldnot sayyouwere bored withyour job,
and never criticize the company you worked
for, their products or senrices, or your colleagues.

Explanations for leaving a company could
include the following:
- / le.7t (old employer) because (new employer)

offered me a chance to use my (languages, rr
training, etc.).

- I was offered a chance to join (company)
where there was an opportunityforfurther
training and experience in-.

- Iwas offeredthe post of SeniorTechnicianby
(company) in (date), and therefore left .
(company) in order to .. .

-I joined (company)in (date) aspartoftheir
new Eastern Europe sales team. This was an
excellent opportunity to ...

Previous experience
Most application forms give some space to
describe previous work experience, e.g. what
your duties and responsibilities were. Here you
have a chance to highlight your achievements,
e.g. any special responsibilities or projects you
undertook, changes you made, or schemes you
introduced.
- While Iwas aTeamLeaderat (company),

I supervised a team of six technicians and
introduced new quality control procedures
which resulted in...

- During mytime at(company),Iwas
responsible for marketing software services. A
large part ofthis role involved successfully
implementing change in the ...

- During my time at (company), /studied part-
timefor an mae,whichl completed in zo-.
Since then I have gained more management
expertence tn ...

- As part of my degree course in Busi.ness
Studies, I workedfor three months in the Data
Processing Department of a large computer
corporationwhere I gained experience in .. .

Reasons for applying
All prospective employers will want to know
why you are applying for a specific job. This not
only means explaining why you want the job,
but why you think your particular skills and
experience would be valuable to the company.
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- I ampartieularly interested inthe post as I
could apply my previous experience in (area
ofwork).

- I am sure I would be successful in this post as I
have the skills and experience you describe, as
weII as ...

- I believe my background in (area of wor$
eqaips me for the post you advertise,
especially my recent experience o/(specialist
area, e.g. project management, website
development).

- Ihatrc some experience of (area of work), and
am enthusiastic about developing a career in
thisfield.

Closing
At the end of the letter, offer to supply more
information if necessary.
- I look Jorward to hearing from yoa However,

if there is anyfurther informationyou
require in the meantime, please let me know.

- Please let me know if there are any other
details you ne e d. Me anwhile, I Iook forward to
hearingfromyoa

- I would be happy to dlscuss with you at
interview how my skills and experience coald
b e use d t o y our advantag e.
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Unsol ic i ted let ter

Notice in this letter
how the applicant f i rst
mentions how he knows
of Mitchel lHi l l (a
merchant bank),gives
brief detai ls of his
education and
experience, and then
refers to his current
employers,who approve
of staff  spending t ime
a broad. Fina l ly, he tel ls
Mitchel l  Hi l lwhy he
wants to join them
temporari ly, and asks for
an appl icat ionform.Of
course, he could also
include a cv wi th the
letter, but in this case, he
knows that company
practice is to send
application forms.

How did Marcus
Bauer hear about
Mitchel lHi l l?

What is his present
post, and what does
he do?

I  What are his
qua l i f icat ions?

Why do you think his
bank encourages
employees to work
abroad?

What does he want
Mitchel l  Hi l l to send
him?

Fiirstenweg uo
D-30000 HanoverTl

21 June 20-

MrJohn Curtis
Manager
MitchellHillPtC
11-15 Montague Street
london EC1 5DN

DearMr Curtis

I am writing to you on the recommendation of David Mclean, Assistant
Manager in your Securities Department. We met last month on a course in
Hanover, and he suggested that I should contact your company and
mention his name. He told me that you often employ people from other
countries on one-year temporary contracts, and I am writing to enquire
about the possibility of such a post.

I am at present employed bythe International Bank in Hanover, in their
Securities Department. I have worked here since 20-, when I graduated
from the University of Munich with a degree in Economics.In my present
position as Assistant to Wolfgang Lilers, Director of the Securities
Department, I deal with a wide range of investments from companies
throughout Europe, buying shares and bonds for them on a worldwide
basis. As well as speaking fluent English, I also have a good working
knowledge of French.

I would like to spend a year in the UK to gain further experience in
securities investment with a British bank, and believe that my experience,
training, and language skills would prove useful to your organization. My
employer encourages all its staff to spend a year abroad and Mr Liiers would
be willing to give you a reference.

I would be grateful if you could send me an application form and further
information about the posts currently available. If you need any further
information, I can be contacted by email on bauerm@aol.com.de or
telephone on 49 511,505941x155.

Yours sincerely

Marcus Bauer
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Mitchel l  Hi l l  p lc rr-r5 Montague Street
London
ECI 5DN

rEtEPHoNt r44 (o)ro 76tS3Jr1lz13
FAcstMrrE +4.{  (o l ro16u5 4or9
cABIr MITHIL (Lorrdonl

EMArL Mclean@mrlh l (o uk

29 June 20-

Marcus Bauer
Fiirstenweg 1.10
D-30000 Hanover 71

DearHerrBauer

Thank you for your letter of 21 June 20-. We currently have two vacancies
in the Securities Department which might be of interest to you.

I am enclosing an application form, and a booklet giving details of Mitchell
Hill, including the salary structure and conditions of employment for
trainees on temporary contracts. Would you please complete the
application form and send it to Helen Griffiths, Human Resources
pepartment, at the above address.

You will see from the form that we require two referees. I suggest that you
include the names and contact addresses of yourDirector and an academic
referee from the University of Munich.

We look forward to receiving your application.

Yours sincerely

shdlA, Burrows
SheilaBurrows (Miss)
p.p.DavidMclean
Securities Manager
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Application form
Application form

Post
:"t

Mitchel l  Hal l  p lc MerchantBank
lr-r5 Montague Street London ECl sDN

Surname (Mr Mrs Miss Ms ) Bauer

Maiden name -

Forename(s) Marcus

Age 28 Date of Birth 12 Nov 20-

Maritalstatus single

Address Furstenweg 1.10, D-30000, Hanover 71

Noof chi ldren -  Ages

Tel daytime (49) 511-506941 x155 relwening (49) 511251068
15 Next of kin Mr Kurt Bauer, father (see above address)

Educatkrn

School/u n ivlcollege From

Secondary Friedrich-Ebert Gyrnnasium 2Q- Herrenhauser St D-30000 Hanover 21

Higher Universitat Minchen 20- 20- Hittorfstr. D-80000 Munchen

E
e
E
.9
G
.c
o.
q
a!

-gg
E
.!x
ul

Ereninetionr

Diploma

Abitur
ICCIHigher
Cambridge Proficiency

Business studies/ 20-
Economics

20-
Business English 20-
English 20-

Hre you any of thc following rtilhl

lT rki l ls: (Tick appropriate box)
!1 Spreadsheets
t l  Wordprocessing
I Desktop publishing (DTP)
X PowerPoint
E Database
7 Keyboard ski l ls
E| Bookkeeping to TB

Accounts:
!  Manual
E Computerized
MTclex
[if Curtomcl contact

Drlvlng Licence
Fll lng

Grade 5ubject(s)

I

1

B

l.filurtGr

Fluent Fair

French

English

Em/oyr'r irmc end Ad&crs lorltlon end dutlg 5elery

International Bank
Georgenplatz 108
D-30000 Hannover L

20- 20- Assistant to Director Lzz,OOO
of International Securities
Dept. Buying and selling secwities

X.mcr rrd dd.rrrcl of two rchrro

Herr Prof. K. Weil, Universitat Mtinchen, Hittorfstr., D-80000 Mi.inchen

Herr Wolfgang Ltiers, Director, International Securities, International Bank,

B*g$!g49lyg e 7 -e, D- 6037 3, Ha:rcvgll
ttoLa;fxt|r{du

Reading, chess, skiing, swimming, andtennis
(rn w" )pprorch your Employer for a reference? (Yes I  No

lVhrn w, l l  you not be avai lable for  an interview? Date (s) before 5 Sept.

Date L7 July 20- Signature
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25 Westbound Road
Borehamwood
Herts
WD61DX

18 June 20-

Mrs J. Hastings
Personnel Officer
International Computing Services plc
CityRoad
London EC3 4HJ

Your Ref: KH 305/9

Dear Mrs Hastings

I would like to apply for the vacancy advertised in the Guardian on 16 June
for a Personal Assistant to the Sales Director.

As you will see from my CV, I am currently Personal Assistant to the Sales
Manager of a small engineering company. In addition to the day-to-day
administration work,l represent the Sales Manager orl some occasions and
am delegated to take certain policy decisions in his absence.

I speak good French and Italian, and use both languages in the course of my
work.

I am particularly interested in this post as I would like to become more
involvedwith an IT organization and am veryfamiliarwith many of your
software products.

If there is any further information you require, please contact me. I look
forwardto hearing from you.

Yours sincerely

(arol, Rrk*
CarolBrice (Ms)

Enc.CV

Covering letter
wlth cv

In this example, notice
that the applicant starts
by referring to thejob
advert isement. 5he then
goes on to expand on
her present duties and
give other information
that she feels is relevant
to the post. She also
explains why she is
applying for th is
particular vacancy. lf, on
her cv, she gives her
current employers as
nereneEs,shecould
mention that she would
prefer lnternational
Computing Services not
to approach them unti l
after an interview.
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Curr iculum vi tae
{cvJl

There are a number
ofways of presenting
information in a cv.
Trad i t ional ly, the
sequence wa5 name,
address, contact deta i ls,
marital status,
education,
quali f icat ions, work
experience, referees,
and interests. However.
i t  is now more common
to begin with brief
personal detai ls,
followed by a short
prof i le or descript ion of
yourself (sometimes

alsocal led a cAREER
suMMARY).Afterthat,
the most important
information is recent
employment history,
and ski l ls  and
qual i f icat ions.  In the
interests of
completeness, you
should account for al l
years since leaving
school, but i f  the
information is irrelevant
tothe posit ion you are
apply ingforor is some
years old,you should
summarize i t  as brief ly
as oossible.

These days, i t  is
general ly unnecessary to
mention marital status.
chi ldren, age, health, or
current salary unless
specif ica l ly asked to do
so, but this wi l lvary
according to the law and
custom in dif ferent
countr ies.

Here is a typical cv
for an exoerienced
professional.

Address

Telephone

Email

Profile

Employment
2002-present

1995-2002

1997-1995

Qualifications

Publications

WendyBenson
Chartered Statistician

48 DanburyRoad
Amersham
Bucks
HP8 5SM

07494665093

bensonw@amc.co uk

- A highly competent qualitative and quantitative market researcher with
wide experience in advertising, market research companies, government
research, and production and retail organizations in the UK and overseas.

- Highly numerate, with excellent communication skills.
- Analytical, innovative, self-motivating, confident.
- Able to lead ortowork as part of ateam
- Welcomes new challenges, especially if they involve implementing and

developing schemes.
- Experienced trainer and facilitator
- Fluent inFrench and German
- Computerliterate.

Department of Employment
Senior Market Research Officer Responsible for planning and implementing
research on future government manpower requirements; formulated
marketing strategies; conducted customer care study; set up database for
labour-force survey. Organized statistical training courses for government
staff at all levels. Responsible for a team of six market researchers

Universal Advertising PLC
Assistant Director, Research and Planning Department.Responsible for trade
and consumer research; market information systems; market forecasting;
trade and consumer analysis of existing and new business for marketlng and
sales departments. Managedtwo members of staff

MMBC Associates
Market Researcher. Involved in research on products and data relating to the
retail food and beverage market.

MBA, Open University (part-time)
Diploma of Institute of Statisticians
BSc. (Mathematics and Statistics), University College, London

See list atiached
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Date of birth:
Address:
Tel.:
Email:

ProfiIe

Education

Work experience

Other information

Interests

References

20--20-

Leeds Metropolitan University
LSz 3RX

Whatdid hedowhi le
he was in Poland?

Who is Dr Elzbieta
Gordon?

AdamHall

25 February19-
25 Victoria Road, Birmingham Bl9 zZK
orzt 895399t4
adhall@interserve net uk

A highly-motivated, well-travelled, and creative graduate with practical work
experience in both sales and TEFL teaching A 4-month postgraduate residency at
the Biosphere 2 Center, Arizona, has given me wide-ranging knowledge of, and
insight into, environmental problems and ways of presenting them to the pubiic.

19--19- King Edward's School, Birmingham
O Levels: Art, Biology, Chemistry English, French,
Geography, History Maths, Spanish

Alevels:
Art A
Environmental Studies A
Chemistry B
Spanish B

Leeds Metropolitan University
BA Hons Environmental Studies: 2:7

Academy School ofEnglish, Leeds Cert CELTA

JA School oflnglish
Ulica Czysta 14
Katowice
Poland

What doyou think
Adam's main
interest is?

Where did Adam
graduate from?

Curriculum vitae
(cv) 2

This is a typicalcvfor a
recent graduate.

What commercial
experience has he
had?
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April 19--luly 19- Weekend sales assistant, Kings Norton Garden
Centre, Birmingham

January 20--May 20- TEFL tutor, lA School of English, Katowice, Poland

September 20-- 4-month residency at the Biosphere 2 Center,
December 20- Arizona, USA

May 15-16, 20- Co-presented'No smoke ...'at the Bretton Hall Sculpture
Park, University of Leeds. An installation which explored
the environmental implications of major forest fires, both
natural and man-made

Itne 20-24,20- Co-presented 'Time microscope' at the Covent Garden
Flower Festival. An installation which explored different
ways of presenting information about the natural world

My main interest outside work, although related to it, is travel. In 19- I took part in
a school expeditiontothe HighAtlas mountains in Morocco, and produced a video
of thetrip.In my gap year I travelled extensively in SouthAmerica, again
documentingthe trip bymeans of sketchbooks andvideo.l also enjoy World Music,
particularly that from countries I have visited, and play the oud (Moroccan lute)

Prof. T.N. Fagin Dr Elzbieta Gordon
DepartmentofEnvironmentalStudies Principal

Where did Adam
study environmental
problems?
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lnvitation for an
intervlew

L.B. Richrnan
Associates

z7-29 Moore Park Road
Peterborough
PE2 7tB

Tel.t +44@)r73572947
Fax:+44 @)t733572948
Fmail: levina@richman.co u,k

15

Your ref: 18 June 20-
Ourref :  KH305/59

29 June 20-

MrAdamHall
25 Victoria Road
Birmingham
BtgzZK

DearMrHall

Thank you for your application of L8 June for the post of -. We would
like you to come for interview on Thursday 12 Jr.rly at 11.00 a.m. Could you
phone me on Ext. 217 to confi.rm that you will be able to attend?

I look forward to hearing from you.

Yours sincerely

Atttt"e Lepih,
AnneLevin

Recruitment Department
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MAKING A DECISION

Teirning down an applicant

Companies reject applicants for a varlety of
reasons,the most common of which are lack of
relevant quaiifi cations or experience. However,
it is unusual for a candidate to be toJ.d why he
or she has been rejected
- Thankyoufor attending our selection panel

ot1 -. We re g r et to inform y ou that y ou
were not successful inyour application.

- We regret that we are unable to offer you the
position of -,for whichyouwere
interviewedo Thankyouforyour
interest in XYZ Ltd.

- We have decidednotto appoint any of the
applicants who were intenriewed for the post
of - on -, and wiII be re-advertising the
vacancy.

Offering a post

Letters to successful applicants can vary in
Iength and detail depending on the type ofjob,
whether the company has a standard printed
contract, or if for some reason, it is necessary to
give details of the terms of employment,

Opening
- We are pleasedto informyouthatyouwere

successful in your interviewfor the post

- We would like to offer you the post of -
- The selection panel has approved your

appointment
- The bank has agreed to accept youfor the

post oftrainee, subject to the usual references.

Details of employment
Aswe discussed inyour interview,your duties
will include ... Working hours arefrom o8.oo
to t6.oo,Monday to Friday.You are entitledto
z 5 d ay s' annual I e av e, plu s all p ubli c holid ay s.
There is a staff contributory pension scheme,
which you wiII be eligible to join on successful
completion of a six-month period of
pr obationary employ ment. Staff b e nefits
include a subsidized canteen and free

membership of the staff social club. Four
weeks'notice of termination of employment
is required by both you and the company.
Your terms and conditions of employment are
asfollows:

Title : Trainee Maintenance Eng ineer.
Commence: o83o, Monday gth March zo-.
Duties: Servicing aII company products.
Hours: 8.oo a.m. to 4.oo p.m.
Days: Monday to Friday, plus occasional

weekends at overtime rate.
Holiday s : z 5 d ay s' annual le av e, plus all

public holidays.
Paid sick leave: maximum z8 days per

annum
Annual salary: f-.
Ov e rt i m e : T ime - an d - a-half . D ouble time for

publicholidays.
Pension: pension scheme at 7% of annual pay.
B e nef.ts : Sub s idiz e d st aff cante en,

membership of staffsocial club.
Notice: Four weeks'notice of termination of

employment must be given.
Your training wil l commence on Monday,

4 November for a period of one year.
Pleasefind enclosed a copy ofthe Staff
Handbook,which containsfull details of the
terms and conditions of employment with
Mitchell HiIl.

Closing
Aletter offering a job would invite questions if
anything is not clear about the terms and
conditrons of employment, and ask for written
confi.rmation of acceptance.In the UK, the law
requires that companies offer a contract of
employment, and two copies of this are often
sent with the letter. The applicant would be
asked to return one slgned copy with their
confirmation, and keep the other for their oum
records.
- I lookJorward to seeing you in my ffice at

og.oo a.m. onMondayto January zo-.If you
have any questions concerning the enclosed
conditions, please contact me immediately.
Otherwise, please would you sign the enclosed
contract oJ employment and return it with
your letter of acceptance.
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- Two copies of your contract of employment
are enclosed with this letter. Please sign one
copy and return it to the Personnel Oficer, Mr
Terence Wright, with a letter confirming you
have accepted the position. Mr Wright wiII
then get in touch with you with your joining
instructions.

- Please reportto Reception at o83o on
Monday 4 N ove mber. You wiII receive a two -
day indudion and orientation course, and
then begin work on Wednesday 6 November.

Accepting a post

Letters confirming that you accept a post can
be brief, as long as they cover all the relevant
points.
- Thankyouforyourletter of 4 December

zo-offeing methe post of -.1am
delightedto accept. I lookforward to seeing
youat og.oo,onMonday to January.As
requested, I enclose one signed copy ofthe
c o nt r a ct of e mpl oy m e nt.

- I am returning a signed copy ofthe contract
of employment, which you sent me with your
Ietter of ry February.I confi.rmthatlwillbe
able to begin work on Monday 9 March at
o 8.oo, and look Jorward to s e e ing y ou then.

- Thank you for offering me the temporary
position of trainee in your bank, stafting on
Monday 4 N ovemb er. I have re ad the Staff
Handbook andthe relevant details
concerning traineeships, and accept the
conditions of e mploy me nt.

15
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L.B. Richrrran
Associates

z7-zgMoorePark Road
Peterborough
PE2 7tB

Tel.:+44 (o':733 1-- ,  ,7
Fax: +44 (olr l i . :  ' .  r-  ' - !s
Ematl : lcvt t r , r . . t .ct , :^  . '  I  r )  t , I i

Your ref: 18 June 20-
ourref :  KH305/59
Date: 25 Julv 20-

MrAdamHall
25 VictoriaRoad
Birmingham
BI9 zZK

DearMrHall

I have much pleasure in offering you the pesf ef -.

I can confirm that your starting salary will be f 21,000 p.a., and your
employment will commence on Monday 15 August 20-.

Please sign both copies of the enclosed contract of emplopnent and return
" them to Joanna Hastings, Human Resources Department, at the above

address, with your acceptance letter. Full details of your employment are in

the StaffHandbook, a copy ofwhich I also enclose. Please read the relevant

sections of the handbook carefully, and let me know if you have any queries.

Please arrive at Reception at 9.30 a.m. onMonday 15 August, and askfor me.

I look forward to meeting you and welcoming you to the company.

Yours sincerely

An*w Lain
Anne Levin
Recruitment

Enc.: Contract of employment (2 copies)
StaffHandbook

Making a job offer F
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25 VictoriaRoad
Birmingham
B192ZK

27luly2}-

Anne Levin
L.B. Richman Associates
27-29 MoorePark Road
Peterborough
PE27]B

Your Ref: KH 305/9

Dear Ms Levin

I amverypleasedto acceptyour offer of the posf ef -, slarting on
15 August 20-.

As requested, I enclose a signed copy of my contract of employment.
I look forward to meeting you.

Yours sincerely

Ad^a.il,t HalL
AdamHaIl

Enc. Contract of employment
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Points to remember
1 The wordjob is not usually used either in

advertisements or applications. The terms
vacang/, post, or appointmenf are more
appropriate.

2 If requesting an applicationform, keep the
letter brief, but provide essential details
about yourself. \Mhen returning the form,
include a covering letter expanding briefly
on details that might not be clear, or
pointing out important or relevant
qualifications and experience - but keep this
short as the application forrn or cv should
containfull details.

3 When writing to a prospective employer,
rememberto explain whyyou left your
previous post, but do not complain about the
salary or conditions. Concentrate instead on
your suitability for the post, what you can
offer your new employer in terms of
experience or expertise, and why you
particular$want it.
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> pagez6
1 Because he wants to see how well they will sell
2 Trade references, i.e. assurances from other

furniture dealers that Mr Hughes'business has
a good reputation.

3 A provisional order; as an email attachment.
4 No, Mr Hughes says the consignment can be

sent with the next deliverv.
> Pa8e27
1 Yes.
2 None.
3 Return them to Homemakers within two

months of the date of the email.
4 Let us know if we can be of any further help.

Uni t  3
> Page44
1 To indicate that he may be able to sell a large

quantityofcos.
2 From an advertisement.
3 He wants leading brands suitable for domestic

recording, and some samples.
4 Trade discounts.
5 Yourssincerely.
6 aleading bbrand csubstantial ddiscount
> Page45
'1, chainofretailers.
2 Men'sleisurewear.
3 At Hamburg Menswear Exhibition.
4 Quantity andtrade discounts.
5 3o-day bili of exchange, documents against

r r rpnfenrc

6 Over5oo.
7 a range b displayed c net price d garment

Unit  4
> Page 55
1 The reference of M. Gerard's enquiry and also

the date.
2 They are part of a consignment ofbankrupt

stock.
3 No.
4 A price-list enclosed with the letter, and also

samples ofthe cos by separate post.
5 No. Herr Gerlach advises them to order fast as

there is strong demand.
> page 56
I He refers to some of the products in the

enclosed catalogue.
2 He mentions our worldwide list of customers
3 ctr to Canadian seaboard pofts.
4 He invites Ms Lowe to contact Glaston Potteries

for further information.
5 a selection b choose c receiDtoforder

> PaSe 57
1 She is out of stock ofthe types of unit Sr

Monteiro is interested in.
2 She mentions that she is testing another

consignment of units.
3 No, she says she will contact him.
> Page 58
1 No, he offers a 15% trade discount, not the zo%

which Mr Crane asked for.
2 By sight draft, cash against documents.
3 He says that he would be prepared to review it

when a firm trading association has been
established.

4 Satex's summer catalogue and price list.
5 He mentions other retailers throughout Euyope

andAmerica.
6 asightdraft breview cassociat ion
> Page 59
1 An estimate for refitting Superbuys'Halton

Roadbranch.
2 A net total (it excludes ver).
3 Because Wembley Shopfltters use best quality

materials and offer a one-year guarantee.
4 unforeseen circumstances,i.e. probiems that

were not predicted.
5 SeniorSupervisor.
6 apremises bworkedout cbacked

Unit  5
> page64
1 Satex's.
2 No.
3 Within sixweeks.
> page 65
1 The most likely reason is that he wants to see

how the order is handled.
2 The catalogue numbers.
3 Trade and quantity discounts
4 Withinsixweeks.
5 The order number (on 4316).
> page 58
1 The crockery shou-ld be packed in 6 crates, ro

sets per crate, each piece individuallywrapped,
crates marked MacKenzie Bros Ltd,fragile,and
c ro cke ry, and nttmbered r- 6.

2 Letterofcredit.
3 There are regular sailings from Liverpool to

Canada
4 Yes, providedthe designs arethose stipulated

on the order.
5 MacKenzie Bros.
6 acrockery bcrates cfragi le dst ipulated

e made up
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> Page69
1 Bysea.
2 On3oJuly.
3 Glaston Potteries will transfer them to Burnley

City Bank for forwarding to the Canadian
Union Trust Bank.

4 They substituted the same design in red.
5 anecessary bsent casperyour

d withthe exception of
> Page73
1 Their main supplier of chrome has gone

bankrupt.
2 Theywillflnd another supplier.
3 Bythe middle of next month.
4 Yes.
5 Whether or not Majid Enterprises want to

cancel the order.
6 aconcerning bbankrupt cconfldent

d assembled e inconvenience
> Pa8e74
1 The customerwants a very large discount.
2 By saying that z5% is his maximum discount.
3 That his refusal only applies to this order.

Uni t  6
> pageSz
1 The invoice number (ro96la3).
2 at(eachprice)
3 L3,z7r.oo
4 Cost, Insurance, and Freight (cIF).
5 By including n & or (Errors and Omissions

Excepted) at the bottom ofthe invoice.
> page 83
1 l27o.oo
2 L8o.oo
3 f,r8o oo
4 f,r,58o.oo
5 Accountrendered f5zz.oo.
6 Yes,3% discount for payment within seven

days.
> Page89
1 €7,139.oo
2 The company are waitlng for compensation for

cargo lost in a fire.
3 Van Basten's insurance companyhave

promised to pay them compensation within
the next few weeks.

4 aclear bintended cshipment
d compensation e appreciate

> Page9r
7 meet
2 A government order to stop trade with another

country.
3 He plans to sellthe consignments to customers

in Brazil.

4 He suggests that Zenith should draw a new bill
of exchange in sixty days'time, with 6%
interest added

5 atemporary bmajor cconsignment
d draw

> PaEe92
1 Yes
2 He has commitments (i.e. suppliers to pay)

himself.
3 No.
4 He suggests that Mr Franksen should pay half

the outstanding balance immediately, by bank
draft, and the other half within forty days.

5 Mr Franksen will send a bank draft for half the
amount by return ofpost, and the signed n /r

773r for the other half
,  page 95
1 Because they were moving from Milan to

Turin
2 He has enclosed a cheque as part payment and

promises to settle in a few days.
3 To make a note of Omega's new address.
, .Page97
1 Copies of the invoices making up the

outstanding balance
2 Three months
3 Yes. They plan to instruct their solicitors if

payment is not received within ten days
4 instruct our solicitors to start oroceedinas

L, i ' , i  -

b Page 1o4
1 Because he ordered from an out-of-date

catalogue
2 Deliver the correct consignment and collect the

wrong one
3 Because he is cancelling the invoice for the

wrong conslSnment
4 He is sendlng him a newwinter catalogue.
5 a looked into b instructed c pick up

d mislaid
> Pagelo5
1 The boxes were broken open in transit.
2 Because theywere crushed or stained.
3 The sale was on a cIF basis, andthe forwarding

company were Sig. Causio's agents, so he must
dealwiththem.

4 Alist of damaged and missing articles.
5 Keep it until Sig Causiotells himwhatto do

with it.
6 aintransit  bestimate ccontact
> pagero8
1 He thinks it was caused by dripping water. He

will arrange for it to be repaired and seal offthe
area.

5
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2 He thinks it was damaged by metal boxes
being dragged across it. He says he will arrange
for it to be repaired, but only if Superbuys pays.

3 By using trolleys to shift metal boxes.
4 Lessthanaday.
5 a inspected b hardwearing c normalwear

andtear d shifting

Unit  $

> Page122
1 Because he could claim 3% cash discounts.
2 Payment on monthly statements.
3 Because he has been a customer for some time.
4 VVhen he pays his next monthly statement.
> Pagez4
1 He says he knows M. G6rard can supply

references.
2 He operates on smallprofitmargins.
3 No. Herr Gerlach says he d oes not offer any of

his customers credit facilities.
4 He thanks M. Gdrard for writing and says he

looks forruard to hearing from him again.
> Page129
1 Conflrm that MacKenzie Bros's credit rating is

good enough for quarterly settlements of up to
f 8,ooo.

2 MacKenzie Bros have said Pierson & Co. would
be willing to act as their referees.

3 That it will be treated in the strictest confdence.
4 a quarterly b confirmation c warrants

d settlements
> Pagel3o
1 Contacted MacKenzie Bros to confirm that they

were happy for Pierson & Co. to act as referees.
2 He has ahighopinionofthem.
3 Theyhave paidwhen debts were due.
4 He says that Pierson & Co. give MacKenzie Bros

credit facilities in excess oflhose they have
asked Glaston Potteries for.

5 a inexcessof b confidence
> Page132
I He contacted F.Iynch & Co. to confirm that they

wanted Grover Menswear to act as their
referees.

2 ontheirbehalf
3 Because they prefer to take advantage oftheir

cash discounts.
4 He says they will fake no responsibility for how

you use this information.
5 a dealingwith b reputable c confldential
> Page134
1 He asks if theyhave had any bad debts in the

past.
2 Because they may have gone bankrupt under

another name

3 a overdueaccounts b bankruptcyproceedings
> page135
1 Two.
2 t4oo,ooo.
3 Not as far as Credit Investigations know
4 Yes, the company was taken to court by L.D.M

Ltd to recover an outstanding debt.
5 Not always.
6 They tend to overbuy, i e. buy too much stock.
7 a investigated b recover c outstanding

Unit  9
> Page142
1 Because he has a large credit balance in his

deposit account.
2 He suggests that they discuss a formal

arrangement.
3 Because someone else might read it, causing

Mr Hughes embarassment.
> Page143
1 Because a post-dated cheque had not been

cleared.
2 Because it was post-dated, i.e. for a later date.
3 He has transferred f,r,5oo from his deposit

account to his current account.
> Page144
1 Because he wants to expand his business.
2 Furniture assembly kits
3 Shares and local government bonds.
4 An audited copy of his company's balance

sheet.
5 A document that shows the totals of money

received and paid out over a given period, and
the difference between them.

6 adiscuss bexpand cexceeded df1rlf i l
e estimate f audited

> page145
1 A loan of f r8,ooo.
2 It is to be calculated on half-yearly balances.
3 Homemakers'currentaccount.
4 3o September.
5 arepaid bguarantor dagreement
> paget46
1 In order to expand his business.
2 Mr Ellison's previous overdraft and the current

credit squeeze.
3 That he approaches a flnance corporation.
F Pager49
1 To B. Haas BV's bank.
2 Thirty days after it has been presented.
3 The bank will hand them over to her when she

accepts the bill.
> Pagel5o
1 A bill of exchange paid after a period of time,

e.g. thirty days after it is presented to the
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importer (buyer), usually by an agent bank in agent is willing to guarantee the customer's 3
hiq countnr accounts. 6

dLLUurLr) .  
{

2 PantonManufacturing. 4 Yes,advertisingsupport. q

Thirty days after presentation. 5 British Crystal must approve the account F
page r59 6 Sufficient capital, contacts, and facilities

1 Byquotingthenumberofthemodelandthe 7 aexpand bselection cunique
number in Delta's catalogue

2 Cost,Insurance,andFreight(crr).  l  Asoleagency.
3 roJunezo-. 2 Yes.
4 Theyshoulddrawfortheamountoftheinvoice 3 Hesuggeststhree:bi i lofexchange,letterof

onthe agentbank and supplythe shipping credit, orbank draft.
documents listed in the email. 4 Three years

5 EastlandBank. 5 Anunsignedversionwhichcanbediscussed
6 Offcial order 885t and altered
7 The value of the goods might go up. 6 a deducting b dispute / disagreement
> page 16r c initial
1 SpeirsandWadleyl imited. > pagerT6
2 Signed invoice in triplicate; full set of clean on 1 Direct. by letter of credit

boardshippingbi l lsof lading; insurancepolicy 2 No,S.A Importerswouldonlyholdsamples.
or certiflcate in duplicate. 3 Leaflets and brochures

3 Coveringmarineandwarrisksuptobuyer's 4 Foroneyear
warehouse,forinvoicevalueofthegoodsplus 5 ThatbothBrit ishCrystalandSA Importers
toYo. agreeto renervthe contract

4 No.Transshipment isnotpermit ted.  6arepresentat ive bmeet csubject to
5 L4,to6.oo. , pageln
6 ro August zooz. 1 A sole age:.cv
7 Barclay's Bank. 2 Because he coesn t thi.:rk saies would be as high
8 The Downtown Bank & Trust Co. as Sr Iglasis exeecls

9 No. Partshipment is not permitted. 3 The way in u-r;ch par.':nents are settled
10 4oo electric power drills. 4 Six weeks is too ior.g fcr seasonal demaads, e g.
> page 163 the Christmas r..rsh
1 OnrzJune. 5 Foroneyear
2 TheyhavebeensenttotheEastlandBank. 6 (fordiscussion I

3 Bymeansof discount,commission,and 7 a minimum b rernit c shorten
charges. > page179

> pager5S 1 Becausetheyhavefoundtheyarerestr ict ive,
1 On 3 June. both for themselves and their customers.
2 In polystyrene boxes inten crates marked r-ro 2 Run a publicity campaign.
3 Slxty days after sight (i.e. days after 3 Siny D/S (days after sight), D/A (documents

presentationofthe draft). against acceptance)
4 Cooper and Deal are the importer's 4 a retail b market prices c followed up by

(Internat ionalBoats)agentbankinHongKong. '  pagetSt
5 When to collect the documents. 1 No
6 Acert i f icateoforigin. 2 Foroneyear

7 Theboatsmustnotbealteredlnanyway. 3 thevolumeofbusinesswouldmakeitworth
8 a dinghies b supplied c guarantee acceptingouroffer.

d modifled 4 a proposition b envisage c be effective

Unit  ro

> Pagev4 > Pagergl
1 Mr Mohamed AI Wazi, of the Saudi Arabian 1 They are scratched, split, or warped.

TradeCommissioninLondon 2 No,onlyboxes4,5,and6.
2 NorthandSouthAmerica,andtheFarEast. 3 No
3 Ato% commission on net list prices, and an 4 He asks if they shouid be returned or kept for

additional 2.5% del credere commission if the inspection.
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> Page 192 > Page 2o3
1 The consignment number. 1 The bill of lading, commercial invoice, and
2 There is a checker's mark on each box. insurance certiflcate.
3 BecauseDiscSA.madethedelivery 2 DeltaComputers.

arrangements. 3 Delta Computers.
4 Heenclosesacopyofthecarrier 'sreceipt. 4 apickup bshipped chandle dadvise
5 adamage bgoodsdepot csupply >page2o5
'" page r93 1 r8 May.
1 Eight boxes of c o s 2 Leaving or sailing from, and arriving or docking
2 In perfect condition. tn.
3 He thinks the consignment was roughly 3 t 6tz.oo per ton or ten cubic metres.

handled and left near a heater. 4 International Shippers'standard shipping note
4 €5oo.oo - the loss on invoice value. and bill of lading. He needs to complete them
5 The consignment was sent carrier's risk. and return them to International Shippers.
6 Copiesoftheconsignmentnoteandinvoice. > page2o8
7 apremises bassume cfragi le dhold l  WestmorlandBank.
> pagergs 2 Acceptthebi l lofexchange.
1 Air waybill, and customs clearance and 3 The B/L is clean.

handling charges 4 TheAmerica.
2 For customs inspection. 5 In the enclosed catalogue, ppro3-rro.
3 Brit ishCrystalt td. 6 EddisJones.
4 Thedespatchform > page213
> page 195 1 By cubic metre or cubic kilogram.
1 British Airways. 2 Yes, because International Containers would
2 Three offer substantialrebates (discounts).
3 IATA. 3 Onz4March.
4 No. 4 Ahalf-heightcontainer.
5 No. 5Itwouldcovertheconsignmentdoor-to-door.
6 Receiver/lmporter. 6 Door-to-door.
7 Shipper or his agent; issuing carrier or its agent 7 Mr Muner advises him to do so.
8 Natureandquali tyofgoods. > pagezrS
9 Pre-paidandcollect. 1 Achancetohireit .
> page 2or 2 Melbourne
1On7May. 3 No,sheis largerthantheywanted.
2 Lgr.ooperton. 4 Becauseherownersarewil l ingtoofferapart
3 Shipping instructions and an itinerary. charter.
4 adetai ls bvessel  csai ls ddue
> Page 2o2 {rJ rx ' l itr

1 ToOrder. > page224
2 That the bill of lading covers goods that might 1 Comprehensive cover.

betransferredfromonekindoftransportto 2 Thirty.
another, e.g. ship to train or truck. 3 A sprinkler system, and file exits on every floor.

3 Under Vessel andVoy. No. 4 Because their present insurers have raised their
4 Theship'scaptainorarepresentativeofthe rates

shipping agency. 5 a comprehensive cover b sewiced
5 UnderNumberandkindoJPackages, c minimal d pettytheft e cover

DescriptionofGoods > pagezz8
6 They would look for the shipping marks on the I Mr McNulty, Westway Insurance's surveyor.

crates. 2 This is Mr McNulty's valuation of the damaged
7 P&O Nedlloyd. stock at current market prices.
8 Thattherewassomethingwrongwiththe 3 Damagetothepremises

goods. 4 Complete the claim form and return it to
9 The original document Westwaylnsurance.

l0Portofdischarge. 5 ainspect bpresent cconsequently
d complete
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Page44 3 Lr4,ooo.
Because they are making regular shipments. 4 Jordan, Kuwait, and the Emlraies =

North and South American eastern seaboard 5 Manufacturers inthe Far East. F
ports. 6 He should increase his credit lim:t ar-: : :-,-,: l

3 Againstanyeventuality,i.e.allrisks termdraftpayments. C

> Page238 7 MrKassim'saccountsandasumman-: : : : , :
1 When they have all the details market research he has done
2 Becausetheirpackingisinadequate. 8 aquarterly bquestionnaire ccredit i ,r : :
3 Worldwidelnsurancemayraiseit > pagez64
4 aconsider bpointout cmethods 1 Theyusedtheresultsoffocusgroup

d premlum discussions to construct a questionnaire lvh.:::-
they presented to a random sample of 5oo
people.

> page253 2 Astat ist icalbreakdownof answerstoK&G
1 Because it is stricUy confdential andemail is an Advertising's questionnaire.

open system. 3 Their products are too expensive, and old-
2 Because if the information was made public fashioned. They suggest Katz Electrical

before a successor was appointed it might improve their marketing and brand
affect the company's shares, credit rating, etc. identification.

3 Signthememotoconflrmtheyhavereadit.  4 Acat.
4 bytheendofthisweek 5 Women'smagazines.
5 aconfidential bseveral ccandidates 5 Increasetheirsales,
'>pa9e2'4 7 abrand cold-fashioned bpreferences
1 Michael Hobbs, the Overseas Sales Manager. d account
2 Be available to answer questions and explain

procedures.
3 Itwi l lcreateagoodimpressionofthefactory > page2To

for an important customer 1 He met someone who works in Mitchell Hill's
4 a components b procedures Securities Department.

c co-operation d essential 2 He is assistant to the Director of International
> pagez56 Bank'sSecurit iesDepartment.Hedealsin
1 They will increase productivity and lower shares and bonds

production costs, making the company more 3 He has a degree in Economlcs.
competitive. 4 To broadentheir experience of different

2 No-onewil l losetheir job. working systems.
3 Union representatives, 5 An application form and further information
4 a reduce b affect c learningnewskills aboutavailableposts.
> Page257 , Page275
1 Because it has been losing money for three 1 In the Biosphere z Center, Arizona, USA

years. 2 HetaughtEnglishasaForeignlanguage.
2 ro%ofthestaff 3 PrincipaloftheJASchoolofEnglish.
3 Anemployeeagreestogiveuphis/herjob. 4 Theenvironment.
4 Overthenexttwoweeks. 5 LeedsMetropolitanUniversity.
> page262 6 He has worked as a sales assistant.
1 Because they have expanded steadily in SP

Wholesalers'markets.
2 Clothes, especially children's clothes.

3 Studythe market forthe next year.
a 48% of their annualbudget.
5 Eithernew share issues orloans.
6 Before the end of the financialyear
7 adala bvirtual cturnover
I Page25)
1 Notverygood.
2 Tableware.
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account rendered Unpaid amount recorded in a
statement of account, details of which were in
a previous statement. [6]

advice note Document or message informing a
customer that a consignment rs on its way to
them. [5,rr]

advising bank Bank in a seiler's countrythat
advises the sellerthat a letter ofcredit has been
lssued in their favour, and may also guarantee
i t . Is]

agency Company that provides a service. [ro]
agent Person or company that acts on behalf of a

principal, buying or selling goods forthem. [r,ro]
agent bank Bank representing seller (exporter)

usually in the buyer's (importer's) country. The
agent bank will hand the shipping documents
over to the buyer either when the buyer pays
the bank in a documents against payment
transaction (D/P) or when he or she 'accepts',
say, a bill of exchange in a do cuments against
acceptance (D/A) transaction. Agent banks are
also used in ietters of credit transactions in a
^i" . i t^ , - . .^- .  f ""  l
Drfrr f f4r  vv4y, Lrr l

air waybill Document that gives information
about goods sent by air, and states whether the
buyer or seller is responsible for insurance [5,rr]

all risks (an) Type of insurance policythat
provides cover against all risks except those
listed in the policy. lrr,rzl

and (&) Co. Abbreviation f or and company,tsed
ln companynames. [r]

appendix Section of a document, e.g. a report,
that contains additional information and is
attached to the end. Ir4]

an Abbreviation for all risks. [rr]
arbitration Settling a dispute by means of a third

party who is independent ofthe others rather
than by a court of law. [ro]

asat Uptothisdate.f6l
asper Accordingto.[S]
assessor Person who estimates the value of

damage to property for insurance purposes [rz]
asset Anything of value ownedby a company

that can be sold off. lrrl
attachment Separate document attached to an

email message. Icons indicating attachments
form part of the header information. [r]

attention line Phrase indicating who a letter is
f.or, e.g For the attention of the Managing
Director. j.l

average adjuster Assessor specializing in marine
insurance claims. [rz]

backlog A number of jobs waiting to be done,
and which are late, e.g. orders to be filled. [7]

bad debt Debt that is not likelyto be paid. [8]
balance Difference betweenthe totals of money

coming into and going out of a bank account. 16]
Baltic Exchange An intemational exchange for

freight and shipping, based in London. [rr]
bankcharges Fees chargedbyabankfor

handling transactions. [9]
bank draft Cheque that a bank draws on itself

and sells to a customer. [6,8]
bank transfer Movement of moneyfrom one

bank account to another. [6]
b,c.c. Abbrevi ation for b lind c arb o n c o py, used

at the end of copies of a letter or in the header
information of copies of an email message to
indicate that they are being sent to other,people
without the named recipient knowing. [r]

s/e Abbreviationfor bill of exchange.l3,6l
benefi ciary Personwho receives moneyfrom,

e.g. an insurance policy or pension scheme. lrz]
benefit payment Payment made from a pension

fund or a life assurance policy. [rz]
bill of exchange (e/r) Method of paymentwhere

the seller prepares a bill in the buyer's name
ordering them to either pay the amount when
the bill is presented, or a specified number of
days, e.g. thirty or sixty days, afterwards [6,8,9]

bi ll of ladin g (a/l) Shipping document that gives
details of a consignment, its destination, and the
consignee. It entitles the consignee to collect the
goods on arrival. Ir,rr]

blind carbon copy (b.c.c.) Similar to carbon copy
(c.c ), onlythere is no indication onthe copy of
the letter or message sent to the named
recipient that copies are being sent to other
people. [r]

e/L Abbreviation for bill of lading. ft,r.l
blocked style Style of writing, e g. an address, in

which each line starts directlybelowthe one
above. [r]

box number Number given in a newspaper
advertisement as part of the address to which
replies shouldbe sent. [3]

brochure Similar to a catalogue, but usually
shorter. [3]

broker Person or organization that buys and sells
goods, shares, or insurance, for others. [ro]

budget PIan of income and expenditure for a
particular period of time, e.g. a year. [r4]

bu ild ing society Type of organization originally
set up in the UK to provide mortgages, but now
offering a wide range of services similar to
those offered by commercial banks. 19]

bulk buyer Business or organization that buys
goods in large quantities, e g. a supermarket
chain [3]
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bulk carrier Ship that carries very large
quantities of freight without packing, e.g.
grain, coal [n]

bulk consignment Consignment of goods carried
in large amounts and without packing, e.g.
^-^ i -  ^^- l  f . ,  l
5r4rrL,  LV4r Lrr l

bu llion ma rket Market dealing in gold or silver in
bars. [9]

buying agent Agent who buys goods on behalf of
a principal and receives a commission, Buying
agents can also act as forwarding agents,
clearing goods through customs and sending
them on to their clients [ro]

buying house Groupofbuyingagents [ro]

cabotage laws Laws that allow a means of
transportation, e.g ship, aircraft, to pick up
goods from one country and transport them to
another for trade. [rr]

cAD Abbreviation for cash against documents.

l+,sl
career summary Short proflle or description of

the subject at the beginning of a cv. [r5]
carbon copy (c.c.) Exact copy of a letter or email

message sent to people other than the named
recipient. They are listed at the end of a letter
or in the header information of an email
message. [r]

c.c. Abbreviat ion f or carb o n co py, us ed al the end
of a letter or in the header information of an
email message to indicate that it is being sent
to other people. [r]

carriage forward (cr) Condition of saie where the
customer pays forthe transport ofthe goods. [4]

carriage paid (ce) Condition of sale where the
seller pays for the transport ofthe goods [4]

cash against documents (cno) Atransaction
when the age nt bank (acting for the
seller/exporter) in the buyer's country presents
shipping documents to the buyer and asks him
or herto payforthe shipment before the
shipping documents are handed over to the
buyer [4,5]

cash card Card issued by abank orbuilding
society to an account holder that enables
him or her to withdraw cash from a cash
dicnpncpr fo l

cash discount Amount taken offthe usual selling
price of goods when they are paid for by cheque
or cash. l3l

cash on delivery (coD) Condition of sale where
the buyer pays immediatelythe goods are
delivered. [6]

catalogue Book or booklet giving details of goods
or services offered by a company, usually with a
price list [3]

certificate of origin A document that shows
where goods were made. [9,rr]

c/r Abbreviation for carriag e forward l4l
c rs Abbreviat ion f or c o nt aine r fr e i g ht s t atio n. ltt]
chamber of commerce Association of business

people formed to protect thelr interests and
provide services, e.g. supplying information
and setting up recognized standards oftrading.

lr,ro]
charter To hire a means of transport, e g a ship or

aircraft. lrrl
charter party Contract for chartering a ship. [u]
cheque card Card issued by a bank or building

societyto an account holder guaranteeing that
their cheques will be honoured up to an agreed
limit [9]

c r rvr Abbreviation for r ail c o n s i g nm e nt not e ltr)
circular letter Letter, either advertising or offering

a product or service, circulated to a large number
of companies or individuals [3]

claimant Personwho makes a claimfor
compensation from an insurance company. [rz]

claused Termused on abi l lof lading to indicate
that goods were damaged or incomplete when
takenonboard [n]

clean Term used on a bill of lading to lndicate
that goods were taken on board in good
condition Irr]

clean bi l l  Bi l l  of exchange without any
accompanying documents. [9]

clear (A) To pay an account. (B) To pass goods
through customs [6 (sense A); rr (sense B)]

clearing agent Person or organizationthat clears
goods through customs frr]

clearing bank Another termfor commercial
bank lsl

closed indent Order that states the source from
which the buying agent must buy. [ro]

c aa n Abbreviat ion f or r o a d c o n si g nm e nt n ot e. lttl
CoD Abbreviationfor cash on delivery.16]
combined transport bi l l  of lading Anotherterm

f or mult im o d aI b ill oJ I a ding. [tt]
commercial agent Person or companythat acts

on behalf of a manufacturer, selling their goods
to retailers. lro]

commercial bank Type of bankthat deals mainly
withprivate customers and small companies in
domestic and international transactions l9]

commercial invoice A document that will include
the name and address of the seller and buyer,
the terms of delivery and payment and a
description ofthe goods being sold. There is a

o
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standard s Irp R o document, which exporters
can use. [1,1r]

commission Charge for handling a transaction. [ro]
commission agent Another term for com mercial

agent.lrol
commodity market Market inwhich raw

materials and certain manufactured goods
(e.g. coffee, copper) are bought and sold in large
quantities by brokers and dealers. lro]

compensation Money paid by an insurance
company for damage,loss, or injury. [7]

compliments slip Small piece of paper with a
company's details on it, and possibly the name
ofthe person sending the slip. Used as a
coverlng note for a longer document. [5]

complimentaryclose Phrase used atthe end of a
letter, before the signature, e .g.Yours faithfully,
Yours sincerely.lt]

comprehensive cover Insurance cover against
most risks [rz]

confi rmed letterof credit The seller's/exporter's
bank (acting as an agent bank) in the
importer's/buyer's country conflrms to the
seller that they will guarantee payment for the
goods, thus reducing the risk ofthe buyer/
importer not paying the seller/exporter. Ir,rz]

confirming bank Another termfor advising
bank.lgl

confirming house Agencythat receives orders
from overseas, places them, and arranges for
packing, shipping, and insurance. [9, ro]

consequential loss insurance Insurance against
loss of money as the result of an accident. [rz]

consignee Person or organization to which goods
are sent by a consignor. [rr]

consignment O_uantity of goods sent to supply an
order. [r]

consignment basis Basis on which an agent is
employed to resell goods for a commission, e.g.
as a distributor. [ro]

consignment note Document sent with goods,
giving details ofthe goods and sender. It is
signed by the person who receives the goods to
provetheyhave arrived 15]

consignor Person or organization that sends
goods to supply a customer's order. Irr]

consolidation When small consignments fiom
different exporters are Ioaded into a single
container. h1]

consolidation services When shippers or
forwarding agents load small consignments
from different exporters into a single container.

lnl
consular invoice Invoice, or stamp on a

commercial invoice, issued by the consulate in

the importing country which gives permission
for goods to be imported [9]

consulate Branch of an embassythat protects the
commercial interests of the country it
rpnrecenl-c [r  nl

container Very large metal box in which goods
are packed for transportation. [rr]

containerfreight station (crs) Container depot for
imports [rr]

container waybill Document that gives
information about goods sent by container, and
states whetherthe buyer or seller is responsible
fnr  incrrrenrp [ r r l

contract Agreement, with legal force, made
between two or more people. [7]

correspondent bank Bankthat acts as an agent
for another bank. [6]

counterfoil Part of a cheque or paying-in slip
which can be detached and kept as a record. [9]

courtesy title Title such as Mr, Mrs, or Dr used
before a person's name. Ir]

cover (n) Insurance; (vb) Provide insurance

Iro,rz]
cover note Document that provides cover until

the insurance certificate is prepared Irz]
covering letter Letter accompanying a document

or goods, explaining the contents [5]
c/p Abbreviat ion for carri a g e paid. l4l
credit (n) Sum of money paidinto abank

account; (vb) To record in a bank account a sum
of money paid in. [9]

credit card Card, issued by a bank or flnance
company, that guarantees payment for the
goods or services the cardholder buys.
The cardholder pays the card issuer at a
later date. [6,9]

credit facilities Means of allowing credit, e.g.
payment by bill of exchange, open account
facilities. [8]

credit note Document informing a customer of
money owed by a supplier for faulty or
returned goods. It can only be used to buy
goods from the supplier. [6,7]

credit rating Evaluation of the creditworthiness
of an individual or company. [8]

credit status Creditworthiness of an individual or
company. [9]

credit terms Rules involved in maklng a
payment, e.g. allowing a certain amount of
time, signing a contract, paying by bill of
exchange. l8,ro]

credit transfer Transfer of money from one bank
account to another. [6,9]

creditworthy Capable of paying offthe credit
offered [8]
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crossed Term used to describe a cheque or postal
order that has two lines drawn across it to show
that it must be paid into an account and not
cashed. [6]

current account Account into which the
customer can pay money, and draw it out,
without giving notice. [6]

curriculum vitae (cv) Document describing a
person's qualiflcations, work experience, and
interests, usually sent with a job application. [r5]

cv Abbreviationfor curriculum vitae. p5]

o/a Abbreviationfor documents ag ainst
acceptance.l3l

days after sight (o/s) The number of days within
which a bill of exchange must be paid after
presentation 19]

Dc Abbreviationfor documentary cre d.it. 16]
dealer Person who buys and sells shares, goods,

or services to make a proflt. [ro]
debit (n) Sum of money paid out or owed from a

bank account; (vb) To record in a bank account a
sum of money paid out or owed. [9]

debit card Card issued by a bank that enables
payment for goods and services to be taken
from the cardholder's account automatically. [6,9]

debit note Document informing a customer of
money owed for goods or services supplied. [6,7]

declaration form Form used when an open
cover pollcy is in operation to provide details
of individual shipments to the insurer. [rz]

default To fail to do something required by law,
e.g. repay money owed, keep to the terms of a
contract [8]

del credere agent Agent who guarantees
customers'debts ho]

del credere commission Commissionpaidto an
agent who guarantees customers'debts. lro]

delivery note Document sent with goods to
a customer. It is signed by the person who
receives the goods to prove they have arrived

h1l
department of trade Government department

that provides services to industrial and
commercial organizations [ro]

deposit account Type of savings account
that requires notice before money can be
takenout l9l

despatch note Document sent with a
consignment, giving details of what it contains
and any missing items that wili be sent later [u]

direct debit Similar to a standing order, except
the amount is specifled by the payee [9]

discount (a e/r) To sell abiil ofexchange to a
bank at a percentage less than its value. [9]

dishonour Torefusetopay(e.g achequeorbi l lof
exchange) because there is not enough money
in the account [6,9]

distributor Person or company that buys goods
from a manufacturer and then seils them to
ratei lerc [ r  rn l

documentary credit (oc) Letter of credit that
requires the sel ler to supply shipping
documents to obtain payment from a bank 16,9]

document of title Document that allows
someone to claim the goods specif ied on i t ,  e g

r4u!r5 t r r l

documents against acceptance (o/n) When a
bank will not release shipping documents until
a bill of exchange has been signed (accepted) by
the person receivingthe goods 13,9]

documents against payment (o/e) When abank
will not release shipping documents until a bill
of exchange has been paid by the person
receiving the goods. [4,9]

o/p Abbreviationf.or documents against
payment l4l

draw (on) (A) To write a cheque that instructs a
bank to make a payrnent to another person ot
organization (B)To write a bi l l  of exchange
demanding payment from a person or
organization frt  (sense B)]

drawee Person who must pay a bill of exchange
(e g, the buyer) l9l

drawer Writer of a bill of exchange, who draws
the bi l l  on the drawee (e g the buyer) [9]

o/s Abbrevialionfor days afier sight l9l
due Arriving or dock[ng ln (a destination port),

e g due Hong Kong ltz)
due date Date by whlch an account should be

sett led [6]

e and (&) oE Abbreviationfor errors and
omisslons excepted 16l

endorse (vb) To transfer a cheque or bill of
exchange to someone else by signing it on the
back [rt]

errors and omissions excepted (r & oe) Phrase
written or printed at the end of an invoice or
statement of account to indicate that the seller
has the right to correct any mistakes in it. [6]

estimate Price given for work to be done or a
service to be provided. [r,3]

eurobond market Market dealing in bonds issued
by European governments [9]

eurocheque Cheque from a European bank that
can be cashed at any bank in the world
displaying a eurocheque sign. Ig]

ex- From (a vessel or port of departure), e.g ex-55
Or ianna, ex-Hambur g. l t  o,e]

o
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excfusive agent / agency Another term for sole
agent / agency.[to]

executor Person or organization appointed by
the maker of a will to carry out its terms. [9]

factor Agent who buys and sells for another
organization, but in his or her own name. [ro]

factoring Process whereby a companybuys the
outstanding invoices of a manufacturer's
customers, keeps the accounts, and then
obtains payment. [ro]

rcr Abbrevialion f.or full container load. [rr]
fidelity bond Guarantee against an employee

stealing moneyfrom a company. [rz]
fi nancial year Periodusedby companies for

accounting and tax purposes. In the UK, from
6 April to the following 5 April. [r4]

force majeure Term used in insurance policies
meaning an outstanding or unusual event,
e.g. a violent storm, an earthquake. [rr]

foreign bill Term used in the UK for a bill of
exchange drawn, or payable, in another
country. [9]

foreign exchange Money in a foreign currency.

tsl
foreign exchange market Market dealing in

foreign currencies. [9]
forwarding agent Person or organization that

conveys goods to their destination. Forwarding
agents are involved in the Iogistics of
transportation, finding the most effective and
economical route. [5,u]

freight account Invoice sent by a shipping
company to an exporter. [rr]

full container load (rcl) Consignment from a
single exporter that fllls a container. [rr]

general average sacrifice Term used in marine
insurance to referto cargo that has been
deliberately thrown overboard, e.g flammable
goods in the case offire. [rz]

giro System for transferring money from one
bank to another. [6]

gross price Price of goods including additionai
costs such as transport, insurance, and
purchase tax. [4]

groupage Another term for consolidation. Irr]
groupage rates Rate for container shipments

when different consignments are put together
in a single container. [11]

guarantee (A) A promise that if something goes
wrong with a product, the seller will repair it;
(B) A promise to repay another's debt. [7]

guarantor Person who undertakes to be
responsible for, or to repay, another's debt. [9]

handling charge Freight company's charge to an
exporter for dealing with the documentation
for a consignment. [tt]

house airwaybill Airwaybill issuedto an
individual consignee when consignments
have been consolidated. [rr]

I ATA Abbreviation for lnter nat io nal Air T r ans o ort
Association.lttl

I c D Abbreviat ion for inland cle ar an c e d e p o t. [tt]
f Mo Abbreviationfor international money order.

t6l
I nc. Abbreviation for incorporate d, lsed i^

comPany names h]
incorporated_ Americantermfor public limited

company. L1l
Incoterm Term established bythe International

Chamber of Commerce (tcc) indicatingwhich
price is being quoted to the customer > see

Pager 51-52. [2,4]
indemnify To promise to protect someone

against money lost or goods damaged [rz]
indemnity A promise to protect someone against

money lost or goods damaged. [ro]
indent Order fiom another country. [ro]
inherent vice Term used in insurance policies

meaning something inthe content ornature
of goods which causes deterioration, e.g. flsh
or fruit can go bad, metal can oxidize. [rr]

inland bi l l  Termused inthe UKfor a bi l l  of
exchange payable in the country in which it is
drawn up. [9]

inland clearance depot (tco) Depot where
goods are collected and sent on to their flnal
destination. [rr]

insideaddress Addressofthepersonaletteris
written to. [r]

instructions for despatch form Consignors
fill out this form for transport companies
or forwarding agents so the details of the
consignment, e. g. contents, packing,
measurements, and its departure and arrival
dates and places can be put on the relevant
transport documents, e.g. the waybills or
consignments notes.

insurance certificate Document that an insurance
policy is written on. [5,r2]

insurance of interest Insurance against making a
business mistake [rz]

insurance of liability Insurance of responsibility
for loss or damage, e I a company's
responsibility to compensate employees for
injury at work. [rz]

intermodaf Another term f.or multimodal. lrtl
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International Air Transport Association (tara)
Association of major airlines that meets
regularlyto agree on routes and charges for
their services. lrr]

international bank draft Cheque that abank
draws on itself and sells to a customer, who then
sends it to a supplier in another country. [6]

International Chamber of Commerce (tcc)
Association of business people that promotes
and protects their interests in business affairs. [4]

international moneyorder (tMo) Moneyorder
bought from a bank to send to someone in
anothercountry 16]

International Underwrit ing Associat ion (t  ua) Body
responsible for Institute Cargo Clauses. Irz]

invoice List of goods or services that states how
much must be paid for them. [5,6]

irrevocable letter of credit Letter of creditthat can
only be cancelled with the agreement of the
seller. 14,91

issuing bank Bankthat issues aletterof credit.  lg]

t/c Abbreviationfor letter oJ credit.f6,gl
Lc L Abbreviat ion f or le s s than full c o nt ain er lo a d. [tt]
less than ful l  container load (rct) Small

consignment that does not flll a container and
can therefore be shipped in the same container
as other consignments. [rr]

letter of credit (t /c) Document lssued by abank
on a customer's requestthat orders an amount
of moneyto be paidto a supplier [6,9]

letter of indemnity Letter issued by an exporter
accepting responsibility for goods lost or
damaged during shipping [rr]

letterhead Printed address ofthe sender, in the
UK usually at the top of the page. lrl

life assurance Form of insurance providing for
the payment of a specifled sum to a named
beneficlary ifthe policyholder dies. [rz]

limited liability Company in which the
shareholders are only responsible for the
capital they have contributed if the company
goes bankrupt. [r]

line Particular item made or soid by a company

trl
Lloyd's of London An association of underwriters

and insurance brokers. Irz]
Ltd Abbreviationfor limited liability, usedin

company names. [r]
long-term credit facilities Credit facilities that

allow a buyer a long period of time to pay. [5]
loyalty discount Amount taken offthe usual

selling price of goods when they are sold to a
regular customer 14]

make up To put together, e.g. an order. [5]
merchant bank Type ofbank that specializes in

international trade and flnance, and deals
mainly with large organizations. [9]

mortgage A loan for which property is the
security. l9l

movement certificate Usually called a EUR1. This
is a customs certificate completed bythe
exporter and countersigned by Customs to
obtain a preferential duty rate for goods
coming into the EU from an outslde country.It
has preferential duty rates with the EU country
e g. countries that were part of the Lomd
Agreement could get a special duty rate [rr]

multimodal Used to describe units for
transportation, e.g. containers, that can be
transferred between different systems, e g
truck,train, and ship [rr]

multimodal bill of lading BiIl of lading covering
more than one means of transport, e g road
and sea. [rr]

mutual Description of a company or institution
in which there are no shareholders and in
which all proflts are distributedto
policyholders or members. [9]

negotiable document Document, e.g. a bill of
Iading, that can be bought or sold [rr]

negotiable securit ies Securit ies that canbe
exchanged for goods, money, etc. [9]

net invoice value Value of an invoice without
extra charges such as shipping. fto]

net price Pnce of goods without additional
costs such as transport, insurance, and
nrrrcheceiev f r l

new issue market Market dealing in new share
issues. [9]

non-Conference ship Shipthatis not amember of
the Shipping Conference and does not travel on
scheduled routes. frr]

non-exclusive agent /  agency Person or
organization that sells the products of a
manufacturer alongside other agents in a
particular country or area. [ro]

non-negotiable waybill Waybill that cannot be
boughtorsold [rr]

non-recourse factoring Buying up an outstanding
invoice and claiming the debt from the
customer fro]

on approval Term used for goods sent to possible
customers to look at or use before buying them

lrl
online banking Using the Internet to transact

bankbusiness [9]

o
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on their own account In their own name.fiol
open account facilities Account in which a

customer is given an agreed period of time,
e.g. three months, to pay for goods. [4,8]

open cover policy Type of marine insurance
policy that provides cover for all shipments
made by the policyholder over an agreed
period, e.g. six months. [rz]

open indent Order that allows the buying agent to
buy from any source they choose. [ro]

option Right to hire a ship. [rr]
out of charge note Note issued by customs when

goods have been cleared [rr]
outstanding Unpaid.f5l
overdraft Loan made by a bank to an account-

holder, enabling them to take out more money
than is intheir account [9]

overdraw Totake out more moneythanthere is
in a bank account. [9]

overhead A regular cost of running a company,
e g wages, rent. [9]

packing list list of goods being sent.This repeats
some of the information on a bill of lading, but
is a separate document. [n]

p and(&) p Abbreviationfor postage and packing

t6l
paying-in slip Printed form used by an account

holder to record cash or cheques paid into a
bank account. l9l

payload The part of a cargo that earns money for
the shipping company [rr]

pet prc For and on behalf oJ.lrl
pt c Abbreviationfor public limited company,

used in company names [r]
postage and packing (p&p) Charge for postage

and packing goods to be sent to a customer. [6]
postal order (ux) Document bought from a post

office that represents a certain amount of
money. It is a safe way of sending money by
post. [6]

p.p. Abbrevialionfor per pro, used before the
sender's name in a signature block to indicate
that a letter is signed on behalf of someone
else, e.g. a personal assistant signing on behalf
of a manager. [r]

premium Payment made to an insurance
company in return for cover [rz]

primary source In research, source offlrst-hand
information such as an interview or
questionnaire h4]

principal Person or organizationthat hires an
agent or broker to buy or sell goods for them

Ir,ro]

private ba n k Similar to a commercial bank, but
owned by one person or a partnership and
therefore a much smaller organization [9]

pro forma invoice Invoice sent in advance ofthe
goods ordered. [5,6]

promissory note Document inwhich a buyer
promises to pay a seller a certain amount of
money by a certain date. [6]

proposal form Form completed by a person
taking out an insurance policy that states what
is to be insured, how much it is worth, how long
the policywill run, and under what conditions
it is to be effected. [tz]

prospectus (A) Similar to a catalogue, but issued
by a school or college; (B) Document published
by a company, giving details of a new share
issue [3, sense A]

protest To take legal action to obtain payment,
e.g of an outstanding bill of exchange 16,91

public limited company (elc) Companywhose
shares can be bought and sold by the public. [r]

quantity discount Amount taken offthe usual
selling price of goods because the buyer is
purchasing a large quantity. [3]

quarterly report Report published everythree
months. [r4]

quarterly statement Statement of account sent to
a regular customer every three months. [5]

quotation Price given for work to be done or a
service to be provided. [4,r2]

rai lconsignment note (crM) Consignment note
sent with goods by rail. [rr]

receipt Adocument showing that goods have
been paid for. [rr]

recourse factoring Similarto non-recourse
factoring, but claiming the debt from the
manufacturer if the customer cannot pay. [ro]

referee Person who writes a reference
(sense B). [8,r5]

reference (A) Figures (e.g. date) and / or letters
(e.g. initials of sender) written at the top of a
Ietter to identify it, often abbreviated to ref
(B) Written report on a company's
creditworthiness or a job applicant's character
and suitability for the job h(A), 8,rS F)l

remittance Payment. [6]
retailer Person or company that buys goods from

wholesalers or manufacturers to sell to the
public. [3]

revocable letter of credit Letter of credit that can
be cancelled. [9]

road consignment note (cmn) Consignment note
sent with goods by road. [rr]
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sAD Abbrevlation for sinqle administrative
document.ltt]

sale or return Term used when the supplier
agrees to take back any goods that the retailer
-^--^+ ^^l l  f^ l
Ldrr l ruL >trrr  LJI

salutat ion Opening of a letter, e g Dear Sir /
Madam.lr l

savings account Account with a bank or building
society for personal savings. lnterest rates are
higher than on other types of account. and
therefore there are usually restrictions on
when money can be drawn out [6]

scP Abbreviationfor simplified clearance
procedure fn]

secondary source In research, source of
information such as a book or a report. [r4]

securities Items or investments, e.g. shares, that
can be bought and sold on a stock exchange [9]

settle (vb) Topayan account. [6]
settlement Payment of an account [5]
ship To send goods by any method oftransport,

i.e. by road, raii, or air as well as by sea [5]
shipbroker Agent who arranges the transport of

cargo by ship. Irr]
shipment Consignment. [7]
shipped bi l l  of lading Bi l l  of lading signedwhen

goods are already on board a ship. [rr]
shipped clean on board Phrase indicating that the

bill of lading was clean, i e. the goods were
taken on board in good condition. [rz]

5h i ppin g Conference International organization
of shipowners that sets prices for transporting
goods or passengers on scheduled routes. [rr]

shipping documents The documents usedfor
shipping goods, and usually including -
depending on the type oftransport -Bill o;f
Lading (or Airway B|II), commercial invoice ,
insurance certifcate andany other customs
documents that may be required in the
shipment, e.g. Health Certiflcate (for food), EURl
to get preferential tariffs, Certiflcate of Origin,
etc. [5]

shipping mark Distinctive mark put on the sides of
crates and boxes indicating who they belong to. [rr]

sight bif f Another term for sight drafi.fgl
sight draft Bill of exchange that must be paid

immediately it is presented. 14,6,9]
signature block (A) Name andjob title typed

below a handwritten signature at the end of a
Ietter; (B) Sender's details that appear below his
/ her name at the end of an email message. [r]

simpli f ied clearance procedure (sce) Customs
clearance procedure used in the European
Union to make documentation easier for
exporters and agents. lrr]

single administrative document (sao) Eight-part
set of customs forms for export declarations,
used in the European Union. [rr]

sole agent / agency Person or organization that is
the only one allowed to sell the products of a
manufacturer in a particular country or area. [1o]

sole trader Person who owns and runs a business
ontheir own. [r]

specific indent Anotherterm for closed indent

Irol
specimen signature Exampie of a customer's

signature. used by a bank to identi fy
documents as being valid [9]

standard shipping note Document completed by
the exporter that gives information about a
rnnsionmeni Tt  is  r rscd a< a del i r rerrrnnte nr

receipr l11l
standby letter of credit  Bank guarantee to the

sel ler that they,,, , ' i l l  be paid l9l
standing order Order to a bank to pay someone a

sncr i6ed rm.rrnT nr r  reorr l : r  detc e o on f  he

first of every month -91
statement of  accou nt  I  :st  of  amounts paid and

nrnred cent hr i  a cunnl ierrn r  r r rc iomcr [6 ' l

stock exchange Marketrvhere stocks and shares
are bought and sold -ro]

stop (a cheque) To instruct a bank not to honour a
cheque l9l

subject t i t le Phrase indicating what a prece of
correspondence is about. e g c os damaged in
post.In a letter i t  is placed direct ly after the
salutat ion; in a fax or email  i t  forms part of the
header information fr]

subrogation lnsurer's r ight to claim damaged
goods for which they have pard compensation

Irzl
subsidiary Company of which at least half the

share capital is olvned by a larger company, but
which may trade under its own name [3]

syndicate Group of people or companies who
work together to make money. [rz]

take legal action To hand over a matter, e.g non-
payment of a bill, to lawyers 17]

tanker Ship that carries liquid bulk
consignments, usually oil In]

tariff list of prices chargedfor goods or services

L1U
telegraphic transfer (rr) Quick method of

transferring money to an account abroad The
sender's bank cables the money to the receiver's
bank. l6l

tender Writ tenestimate,usuallyforalarge;ob 13]
term draft Bi l lofexchangethat mustbe paidon a

part iculardate after goods have been sent [6]

o
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terms of payment Terms the buyer and seller
agree regarding discounts, methods of
payment, shipment, and documentation. [9]

through bill of lading Another term for
mult imo d aI b iII of Ia d ing ln)

time charter Charter that lasts for a period of
time, e.g. sixmonths. Irr]

title The legal right of possession. [r]
to accou nt Term used when part of a payment is

made. [6]
to order Phrase used to indicate a negotiable

document. [rr]
tonnage value The cost perton of cargo for

chartering a ship under a voyage charter.lrrl
trade association Organizationthat represents

and promotes a particular trade. [8,ro]
trade discount Amount taken offthe usual selling

price of goods when they are sold by a
manufacturer or wholesaler to a retailer. [3]

trade journal Publication, usuaily weekly or
monthly, specializing in a particular trade or
profession. [ro]

trade price Price paid for goods by a retailer to a
wholesaler or manufacturer. [3]

trade reference Reference in which a person in
one company gives their opinion as to the
creditworthiness of another company in the
same area of business. [3]

traveller's cheque Cheque for a fixed amount,
sold by a bank, that can be cashed by the buyer
in other countries. [9]

trial order Order, usually for a small quantity of
goods, to test the market. [5]

trustee A person or organization that manages
money for another person or organization. 19]

rr Abbreviation f or tele graphic tr ansfer. 16l
tue Unit of container stowage equal to one zoft

(6.tm) container. Irr]
turnover Total business done by a company in a

given period, e.g. a year. [3]

under separate cover In a separate envelope or
parcel. [4]

underwriter Person or organizationthat
examines a risk and calculates the insurance
premium to be charged. [ro,rz]

unsolicited Not asked for, e.g. an application for a
post that has not been advertised [r5]

unvalued policy Type of insurance policy in
which the value of the goods to be insured is
not agreed in advance but assessed ifloss
should occur. Irz]

usance Bill of exchange that is paid after a period
of time. [9]

vAr Abbreviationfor Value Added Tax. [4]
Value Added Tax (ver) A UK purchase tax. [4]
valued policy Type of insurance policy in which

the value ofthe goods to be insured is agreed in
advance. [rz]

voyage charter Charter for a particular voyage
carrying a particular cargo. [rr]

wear and tear Normal deterioration of
something as it is used. [7]

wholesaler Person or company that buys goods
from manufacturers and sells them to retailers.

tt1
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abbreviations 36
emails zz
letterheads rz

accident insurance 223
account sales 183
accounting errors and adjustments rrr-r5
accounts, settlement 78-8o,t7z
accounts rendered 77, z88g
accuracy 36-7
acknowledgement

oforders 63,56
ofpayments 8o

acronyms,inemails zz
addresses

emails zo-r
enrrplnnc< r r

Ietterheads rz
Ietters 8,ro

advertisements
forjobs 267
fortenders 4r

advice
of damaged consignment U
ofdelivery r9o
ofdespatch see advice notes
ofoverdrawnaccount r42
reply t43
ofpayment 79,84,85
of shipment 1.99, 2o7, zog

advice notes 63, 67, 59, 7 o, r4g, t5t, r87, z88g
advisingbanks 156, z88g
'ararr', inemails 22
after sight r47
aSency

offer t74
replyto offer t75
request u8
replytorequest 179

agentbanks z88g
agents and agencies 168-84,2889

see als o forwarding agents
airtransport 186-7
air waybills t86-7,r96, z88g
allrisks (er) r99,zzz, z889
and (&) Co. 12,2889
appendixes,to reports z6r,z889
appointments (arrangements to meet)

making 243
confl rmation/cancellation/following up

appointments (personnel) 266-Bt
congratulations 247

nn (allrisks) 799,222
arbitration qz,z88g
'asat' 77,2889
'asper '288g
assessors z4,z88g

see also average adjusters

assets z88g
asterisks,inemails zz
et s ioht  r rz

attachments 2r,37,2889
attentionlines ro, z88g
average adjusters z3o, z88g

s/r see bills of exchange
r/r, (bills of lading) rgS,zoz
backlogs, z88g
baddebts z88g
balances 77,2889
Baltic Exchan ge r97, z88g
bank accounts t38-9, z959

requesttoopen r4o
bankcharges z88g
bankdrafts 78,rr8,2889

international 79
banktransfers 78,2889
banking 137-67
barges r97
b.c.c. r4,zt,z88g
beneflciaries zzz,z88g
benefit payments zzz, z88g
'nrx', inemails zz
bil ls ofexchange (a/r) 78,rr8, z88g

international banking 79,r47-54,t48,l5o
requestto bankto accept r53
request to bank to forward r5z

bills of lading (n/r) r98, zoz, z88g
blind carbon copies 4, zr, z88g
blocked style 8, z88g
boardofdirectors 12
Bolero bills of lading r98
BoleroProject r98
boxnumbers 39,2889
brochures 39,2889
brokers $9,229,2889
BrusselsProtocol r99
'rrw',inemails zz
budgets z88g
building societies r38, z88g
bulkbuyers 45,2898
bulkcarriers ry7,2899
bulk consignments 186, zrr, z89g
bullet points, in memos 251
bullionmarket g8,z89g
buyingagents qo,z99g
buyinghouses qo,z89g

c / r (carriage forward) 5r
c/r (carriage paid) 5r
cabotage laws 186,2899
cao (cash against documents) r47
capital letters, in emails zz
carbon copies t4,zt,z89g

Page refer-ences in bold
:yce .d:ca:e examples;
g represe.ts a glossary
e^:ry
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career summaries 274, 28gg
car8ovessels 197
Carriage andlnsurance Paid (crr) 5z
carriage forward (c/r) 5t,z89g
carriage paid (c/ n) 5t,z89g
CarriagePaidTo (crr) 5z
cash against documents (cao) r47, z89g
cash cards ry8,289g
cash discounts 4o, 5t, 62, z89g
cash on del ivery (coo) 78,z8gg
catalogues z89g

repl iesto requests r3,49,54,56
requestsfor 39,42

c.c. t4,zt,z89g
cEos (chief executive officers) rz, 255, 256
certiflcates of inspection r55
certiflcates of insurance 63, 233
certiflcates of origin 55,zt4,z8gg
crn (Cost and Freight) 5z,z3o
crs (containerfreight stations) 211
chairmen rz
chambers of commerce qo,z89g

see also Intemational Chamber of Commerce
charterparties ry7,289g
charter(to) t97,z8gg
cheque cards g8,z8gg
cheques 78,79

euro- 155
traveller's r55
change of signature, notification t4o
cancellation r4r

chief executive officers (cuos) rz
c I F (Cost, Insurance and Frei ght) 5t, 52, 67, z3o
crM (railconsignment notes) 186
crp(Carriage and Insurance Paid) 5z
circular letters 4t,z8gg
claimants z4,z9gg
claims zz3

fire damage zz7
malrne lnsurance 2Jo, 237
repliesto 228,48,49

clarity,inletters 36
claused (bills of lading) r98, z89g
clean (bills of exchange) 47,z8gg
clean (bills of lading) ry8,289g
clear (to), z89g
clearedgoods r99
clearing agents r99, z89g
clearing banks (commercial banks) r38
closedindents qo,28gg
closings

complimentary fi,,2i,
covering letters with job applications 269
covering letters with orders 63
enquir ies 4r,rz6

jobapplications 267
joboffers 277-8
replies to complaints roz
repliestoenquides 50
requestsforcredit rr9
requests to find an agent r7o

cun (roadconsignmentnotes) 186
'coB', inemails 22
coD (cash on delivery) 78
colloquiallanguage 35
combined transport (multimodal) bills of lading

r98,2899
commercial agents r7o, z89g
commercial banks 138, z89g
commercial invoices 77, 8r-2,r55, 289-gog
commission t6g,t72,29og

delcredere r73
commission agents (commercial agents) r7o
commoditybrokers 169
commoditymarkets 169, zgog
compensation (insurance) 222, 2gog
complaint s g 9-tr6, to3, ro1, 1o7, 1og, 11 4, 191, 193

replies ror-2, ro4, 106, ro8, ro, rts, 192
compliments slips 62, zgog
complimentary closes tt, 2r, 2gog
comprehensive cover 29og

requestforquotation zz4
quotation 225

conclusions, in reports z6o
condolences 248
conference facilities, enquiry 243
'Confidential', in letters r4
confidential information, emails zo
confirmed letters of credit 1.9,2909
confirmingbanks 156
conflrminghouses 138,169,2909
congratulations 247
consequential loss insurance 222, 2gog
consignees $6,t87,29og
consignment basis 171, 29og
consignment notes 187, 29og
consignments 29og

bulk 186,zrr
consignors $6,r87,29og
consolidation 21t, 2gog
consolidation seryices t87, zgog
consular invoices 155, 29og
consulates r7o,2gog
containerfreight stations (crs) zrr, zgog
containerservices zn-r9
containervessels r97
container waybills zrr, zgog
containers 2tt,29og
content

letters z9-33
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memos 251-2
reports 260-1

contracts 29og
agents and agencies 172
see 4lso charter parties

copres
emails 21
letters 14

correspondent banks zgog
Cost,Insurance andFreight (ctr) 5t,  52, z3o
counterfoils ry8,z9og
courtesy 34-5
courtesyti t les 8,rt ,z9og
coverforms,faxes 16
cover (insurance) 169, zzz, z9o g
covernotes 222,2909
coveringletters 29og

withbills of lading zo5
withinvoices 77
with job applications 268, 273
withorders 9,62-3,64

crr (Carriage PaidTo) 5z
credit 117-36,29og
credit cards 78,r39,29og
credit facilities tt8-zo, zgog

requests for tt8-tg, tzt,tz1
replies to requests trg-zo, r22,123,124

credit notes 77, 1.o1., rrt, 11), 29og
credit ratings tz6-8, zgog
credit references rr8, rzo, rz7-8
creditstatus t38,z9og
credit terms zgog
credit transfers 78, zgog
creditworthy (customers) n8,n6,n8,z9og
crossed (cheques, postal orders) 78,zgrg
currency, in quotations 5o
current accorrnts g8-9,z9tg

requesttoopen t4o
curriculum vitae (cvs) 268, z7 4, z7 5, zgtg

coveringletters 273

oh (documents against acceptance) r47
o/r (documents against payment) r47
o/s (days after sight) r47
oar (Delivered at Frontier) 5z
dates

delivery 53,62
onletters 8

days after sight (o / s) t47,z9rg
oc see documentary credits
oon (DeliveredDuty Paid) 5z
oou (Delivered Duty Unpaid) 5z
dealers t69,z9tg
'Dear.. . '  to-tt ,36

in emails zr, zz

debit authority 67
debit cards 78,49,2919
debit notes 77, 7or, r1r, 112, 2gtg
debits r38,z9rg

direct r39
decimalpoint 36
declaration fo rrr.s 232, 291.9
deductions (discounts) 4o, 5r,6z,7z,rg7
default r,8,z9tg
delcredere agents r73,z9rg
del credere commission 173,2918
delayed delivery 7r

notiflcation to customer 73
enqulry 2o9
replyto enquiry 21o

delayed payment 86-8
Delivered at Frontier (oar) 5z
Delivered Duty Paid (oor) 5z
Delivered Duty Unpaid (oou) 5z
Delivered Ex-O_uay (or o_) 5z
Delivered Ex-Ship (ou s ) 5z
delivery

advice of r9o
request for quotation r88
quotations t88, t89, t94, t95

delivery dates 53, 6z,7z.t7z
see also delayed delivery

r la l i r ronr mothnd< 6r

deliverynotes 186,z9rg
see also standard sLripping notes

demonstrations
arrangrng 49-50
renrreclc fnr  r  n

departments of trade 77o,2918
deposit accounts \39, 2979
or o_ (Delivered Ex-Quay) 5z
ors (Delivered Ex-Ship) 5z
despatch, advice of 63, 67, 59,70, 149,151
despatchnotes zgrg

see also delivery notes
digital signatures, emails zo
direct debits 139,291.8
directors rz
disagreements, agents and agencies r7z
discount (a bill of exchange) zgrg
drscounteddrafls t47
drscounts 4o,5t, 62,72,r97
dishonour (to) g2,2gr9
dishonouredbills r47

notif,cation t54
disputes, agents and agencies r7z
distributors t7o,2grg
documentary credits (oc) 79,t55-6, zgtg

documentation t57-65
documents against acceptance (D/A) 141,291'g
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documents against payment(o/n) 47,zgrg rcr (full containerload) zrr
documents of title 186, r98, zgrg fidelity bonds zz3,zz6,z9z9
domain names, in emails zo-r figures (numerals) 36
draw(to) zgrg flnaidemandsforpayment 88,97
drawees 47,2gtg flnancialyear zgzg
drawers 1.47,2919 flreinsurance zzz-3
'due' z31z9rg claim zz7
duedate zgrg replytoclaim zz8

firm offers (quotations) 5o
'r and(&) or' ('errors and omissions excepted') 8r flxed terms (quotations) 53
rot(ElectronicDatalnterchange) r55 FOB(FreeOnBoard) 5z,z3o
EFrpos (ElectronicFundsTransferfromPointof forcemajeure tgg,2g2g

Sale) r39 foreignbills 147,2929
emails zo-2,23-7 foreignexchange 48,zgzg

Intranet z5r foreignexchangemarket gS,zgzg
emoticons,inemails zz forwardingagents 6z,t9g,z9zg
'Enc.'/ 'Encl. 'r4 enquiryforfreightrates zo4
enclosures 14,37 instructionsto zo3
encryption,emails zo FreeAlongsideShip(res) 5z
endingsseeclosings FreeCarrier(rce) 5z
endorse (to), zgrg Free On Board (ror) 52, z3o
endorsedbillsofexchange r47 freightaccounts rg8,zrt,zgzg
endorsedbillsoflading t98 'freightprepaid' r98
enquiriesandreplies 38-46,48-50 freightrates r87

about catalogues and price lists 54, 55, 56, 58 requests for 2oo,2o4,212
about credit ratings rz6-8, t 29,1fo,131,132,133, replies to requests 2or, 2o5, 213

134,1j5 fullcontainerload(rcl) ztt,2g2g
aboutfreightratesandsai l ings 2o4,2o5, ' rvr ' , inemai ls zz

212,21)
abouttimecharter zr5,zr5 generalaveragesacrifice 230,2929
aboutvoyagecharter zr7,zr8 generalcharter zr9

enquiryagents n6-7 giro(bank) 78,zgzg
request for credit rating r34 Giro (Post Office) 78
replytorequest r35 international 79

envelopes, addressing r4 goods on approval see on approval
'errors and omissions excepted"(E and(&) OE') greetings, seasonal 248

St,zgrg greetings (salutations) ro-rr,36,z959
estimates 5j,r9,2919 emails zr, zz

arrangementsandrequests 23,24,4t grossprrces So,2gzg
tunr (movement certiflcates) r87 groupage (consolidation) zrr
eurobondmarket r38,zgrg groupagerates L99,292g
eurocheques $S,2gtg guarantees zgzg
'ex-' z?],2gLg guarantors 2929
exclusive agents/agencies r7o, r7r
executors ry8,z9zg Hague-Visbyrules r99
export documentation zrr Hamburg Rules r99
exportmanagers 169 handlingcharges 2g2g
rxw (Ex-Works) 5z headerinformation,emails zr

headings, in reports z6r
factoring 169,z9z9 hospitality,requestsandthanks 245
factors $9,z9zg house air waybills r87, zgzg
rl's (FreeAlongsideShip) 5z
faxes r6,r7,t8,t9 tara (InternationalAirTransport

qualityanddelivery rr8 Association) r97
rca (Free Carrier) 5z rcc (International Chamber of Commerce) 5r
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Uniform Customs and Practlce for 'IOW', in emails zz
DocumentaryCredits r55,t56 irrevocablelettersofcredit 1SS,2g3g

rcD(inlandciearancedepots) 198,211 rsrs ( internetserviceproviders)zo
idioms 35 issuingbanks 155-6,2939
illness, good wishes 248 rua (lnternational Underwriting Associati on) zzg
Imos (international money orders) 79
importdocumentation zrr jobadvertisements 267
'Incorporated'/'I\c.' 72,2929 job applications 267-9,27o,272,273,274,27,
Incoterms 51,52,2929 rejection 277
indemnification 222,225 jobintewiews,invitationfor 276
indemnify(to) zgzg joboffers 277-8,279
indemnity 170,2928 acceptance z78,z8o

let tersof r98 jobt i t les ro,r4
indents r7o,2929
information r/c ( lettersof credit) 78,155-6

requestsfor 25,39,42,4j language 34-5,1oo-1
replytorequest 54 layout

inherentvice L99,292E emails zr-z
initials 36 letters 8-r5
inlandbills 1.47,2929 memos 251
inlandclearancedepots (tco) ry8,zrr,z9zg rcr( lessthanful lcontainerload) zrr
inside address es 8,ro,z9zg legal action (overdue payments) 88
Institute Cargo Clauses 229-30 legal actron (threaterung) r5, 88,97
instructions for despatchforms t87,zgzg less than full container load (fCt) zrr, z93g
rnsurance 221-4c letterheads r2.z5r.2g3g
insurance brokers $9,zzg letters 8-r5
insurancecert i f icates 63,z33,zgzg lettersofcredit (r i  c) 78.t55-6,2939
insurance costs 5r letters of indemnity r98. z93g
insurance cover 169,zzz liabilities
insuranceofinterest 24,2939 employers' zz3
insurance of liability 223,2939 shipping companies 199
intermodal(multimodal)billsoflading r98 lifeassurance 222,2939
intermodal(multimodal)transport 186 lighters r97
intermodaitransport 186 l imitedl iabi l i ty tz,zg3g
International Air Transport Association (rata) Iiners, passenger r97

197,2939 I ines (products) 4o,z93g
intemationalbankdrafts 79,2939 Lloyd'sof London z2g,2g3g
intematronalbanking 147-66 loans r39
International Chamber of Commerce (rcc) 5r, request for r44

z93E agreementtorequest r45
Uniform Customs and Practice for refusal of request r45

DocumentaryCredits t55,r56 long-termcreditfacilities n8,zg3g
inter.ational money orders (Itvtos) 79, z93g loss insurance, consequential zzz
Intemational Post Oftce Giro 79 loyalty discounts 51,2939
Ir . tenrat ionalUnderwri t ingAssociat ion(rua) 'LId '  rz,z93g

229 2939
ir.te:xei service providers (rses) zo make up z93g
L-.terr:e-'.; rn.itation for 276 managing directors rz
lntra--.e: 2j: marrnernsurance 229-39
r-F.11:a'-3.-s measurements,inletters 37

:c'c::-:e:'ie\Ar 276 memos 2St-2,25j,254,255,256,257,258,259
i: s::-L e;er.:s 246 merchant banks r38, z93g

irlc-:es - 81 8z z93g metalbrokers 169
.crs;x r:j 'middlemen'(commercialagents) r7o

rou3:::--ss::-. ' : .3les) 79 moneyorders, international(ruos) 79
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mortgages 138,2939
movement certiflcates fi7, zg3g
multimodal bills of lading r98, z93g
multimodal (transport) 186, zg3g
mutual (institutions) 48, z93g

negligence, shipping liability r98
negotiable documents 1,98,2939
negotiable securities Bg,2g3g
negotiable terms (quotations) 53
netinvoicevalue z93g
netprices 50,2939
new issue market r38, z93g
non-Conference ships 197,2939
non-exclusive agents/agencies z93g
non-negotiable waybills 211., 2g3g
non-recourse factoring fi9, zg3g
'normally', in quotations 53
'nnw'. inemails zz
numbers (figures) 36

on account,timeto pay 86
on approval (goods) 40, 2g3g

requestfor z5
replytorequest z7

ontheir own account 169, z93g
onlinebanking g8,z93g
open account facilities rr8, z94g

requestfor rzr
replyto request rzz

open cover pohcies zz9, z94g
request for quotation 234
quotation 235
notiflcation of shipment 236
claimandreply 237

openindents qo,2g4g
openrngs

compiaints roo
covering letters with job applications/cvs
covering letters with orders 6z
enquir ies 39,126
job applications 267
offersofagencies 171
offers ofjobs 277
replies to complaints ror
repliesto enquiries 48
requests for agencies 173
requestsforcredit rr8
requests toflndan agent r7o

options 2949
order and sequence, in letters 3z
order forms 62, 55
orders 6z-3,64,65,58

acknowledgement 63,66
refusals 71-2,74

'oroH',inemails 22
'Our ref.' rz
out of charge notes zn,zg4g
outofstock 57,7r
outstanding (balances) 87 -8, z9 49
overcharges (credit notes) 77, 11i., 11j
overdraft s g8-9, t39, z94g

requestfor t44
agreement to request r45
refusalofrequest 146

overdraw (to) r38, z94g
overdrawn accounts 138-9

adviceof r4z
replytoadvice r43

overdue payments 77, 86-9
overheads Bg,2g4g

'p&p' (postage andpacking) 36, 8r
packing (for goods) 63
packinglists t98,294g
paragraphs, inletters 33
passenger cargo vessels r97
passengerliners r97
patterns, request for 4o
paying-in slips :.38,2g4g
-^- ,1^^l  

6^ 
'  ^yayLwas zY+6

payment
acknowledgement 8o
advice of 79,84,85
requests for 87-8,gl,gS,gt
repl iestorequests 94,96

payment methods 4o, 51,78-9
paymentterms 40,62,72
'perpro'(p.p.) 4,zgSg
personal accident insurance 223
personnel appointments 266-8t
'nr,c' (public limited company) n, z94g
politeness 34-5,87,too-,
Post Offce Giro z8

International 79
'postage and packing' ('p&p') 8r, z94g
postalorders 78,2949
postcodes, envelope addresses r4
'p.p' ( 'perpro') rq,zgqg
premrums 222,2948
prepositions 36
presidents (chairmen) rz
price lists

requestsfor 39,42
repl iesto requests 13,49, 54,55

prlces 37,40,50
primary sources (for reports) z6o,z94g
principals 44, t69, 17z, zg 49
'Private and confidentiall Ietters r4
private banks t38,294g

268
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pro forma invoices 77,zg4T emails 21,22
promissorynotes 79,2949 samples
propertyinsurance 223 requestsfor 40
proposal forms 222,2949 replies to requests 49,55
prospectuses 2949 savings accounts 78,2959

requestsfor 39,42 scp (simplifledclearanceprocedure) r87
repliestorequests 49,54 seasonalgreetings 248

protest(abiIl) lS,rql,zgqg secondarysources(forreports) z6o,z959
publiclimitedcompany(rlc) rz,z94g securities 48,zg5g
punctuation 8,ro,rr negotiable r39

'selling' the product 48, 55
qualityanddeliveryfaxes rr8 sender'saddress,letters 8
quantitydiscounts 4o,5r,62,2949 sequence(inletters) 3z
quarterlyreports z6o,z63,z949 settle (to) z95g
quarterlystatements 6z,z949 settlement(of accounts) 78-8o,t7z,z95g
quotations (and requests for quotations) 5o-3, shlp (to) z95g

2g4g shipbrokers fig197,zg5g
forbondinganemployee zz6 sLripments z95g
for comprehensive insurance 224,225 advice r99, zo7, zo8
fordelivery r88,t89,t94,t95 confirmation zo5
formarineinsurance 2)1,212,234,235 notiication 235
ofterms 58 shippeCbrllsof lading ry8,295g

shipped Cean on board' 47,2g;g
rail consignment notes (cltu) 186, z94E ' shippeC :n board r98
railtransport 186 shipping '-97-2'-0
'Re.' 4,24 ShippingCo:'. ierer:e :97.2959
receipts t8g,z94g shipprng ccc.;r:,en:s ':i5.2959
recommendations,reports z6o-r shipprng l:arr'r::es :99
recoursefactoing t6g,zg4g shippingma:c 295g
refer to drawer r54 shipping orga:rat3.-s r97
referees (employment) zB,zg4g sight drafts slgr.: l-' s i8 47 2g;g
references(credit) rr8,tzo,rz7-8,294g adrrcecfciespa:-. r5r

enquiriestoreferees rz9,r3r signatureb.c:k '-: 12gsg
notificationoftake-up tz5 signatures
replies to enquiries r3o, r3z, r33 emails zc zr

references(inletters) j6,2g4B letters l
'Our','Your' rz, r4 simp[citv ir. le:'ters 34

refunds (credit notes) 77,t11,11) simplified clearance procedure (scr) r87, z95g
registered numbers, letterheads rz single adrnirus:rative document (seo) r87, z95g
'Re.'in letters r4 slang 35
remittances see payment smileys. rn emails zz
reports z6o-r,262,253,264 Society for Worldwide Interbank Financial
reservations,airltrain/hotel z4z Commumcations (swrrr) 78
resum6s (cvs) 268,274,275 sole agents/agencies 17o, 171,2959

coveringletters 273 soletraders D,2g5g
retailers 40,2949 specialperilspolicies zzz
retirement, good wishes 248 specific (ciosed) indents r7o
revocablelettersofcredit t51,z94g specimensignatures r4o,z95g
road consignment notes (cmn) 186, z94g spelhng 36
roadtransport 186 standardshippingnotes r98,295g
roll-on roll-off (Ro-Ro) ferries r97 standby letters of credit 156,2959

standing orderc 89,z91g
sao (singleadministrativedocument) r87 requestfor r4r
sale or return 4o,291g statements of account 77,4,2959
sa-utationsro-n,36,295g stockexchange $9,2959
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stock exchange dealers 169 transport costs 5r
stop(acheque) r4z,z95g transportation r85-zzo
style 16,22,34-5 Transports InternationauxRoutiers (un) t86
subjecttitles z95g traveller'scheques 512969

Ietters r4 trialorders 6z,z969
memos 2S1 trustees ry8,296g
reports z6o rr(telegraphictransfer) 78

'subjecttochange' 50 tue zn,z96g
subrogation 222,2959 turnover z969
subsidiaries jg,z91g
summaries, in reports z6r under separate cover 49,55,2968
swrrr(SocietyforWorldwidelnterbank undercharges(debitnotes) 77,111.,112,2918

FinancialCommunications) 78,155 underwriters $9,229,2969
sympathy (message) 248 Uniform Customs and Practice for Documentary
syndicates z2g,2g;g Credits t55,r56

uniform general charter zt9
takelegalaction r5,88,97,2959 unsolicited(jobapplications) z67,z7o,z969
tankers ry7,2959 reply z7r
tariffs z95g unvaluedpolicies zz9,z969

seealsofreightrates;prices usances t47,296g
telegraphictransfer(rr) 78,2959 'usually',inquotations 53
telephonebanking r38
tenders 412gSE valuedpolicies zz9,z969
term drafts 78,2g;g vat (value addedtax) 5o,8l,z969
termsof agenry r73 numbers,letterheads rz
terms of payment 40, 6z,z969 vessels (types) tgZ

flxedandnegotiable 53 visits,arrangement 49-50
requestforchange r25 voyagecharters t97,296g
unfavourableTz enquiryfor zr7

thanks(messages) 245,248 replytoenquiry zt8
three-letter acronyms (rlas) zz
through(multimodal)billsoflading r98 waybills
throughtransportbills t98 airr86-7, tg6
timecharters t97,zg6g container 211

enquiryfor zr5 wearandtear z969
replytoenquiry zr5 weights (inletters) 37

timeto pay wholesalers 4o,z969
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