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Being diplomaticT I P

When things aren’t going according to plan, an email exchange can become heated. 
The use of diplomatic language lets you point out mistakes gently, without offending 
the person you’re writing to. 

We have a slight / minor / little problem.
Unfortunately, the mistake is rather serious.
I’m afraid we’re not happy with …

Furthermore, be careful when showing emotion in an email. Using exclamation marks and 
writing words or phrases in capital letters can make your message too strong – it can look like
you’re shouting.

Joanne, I’m still waiting for a reply!!! 
Didn’t we agree to meet on TUESDAY?

A more moderate way to emphasize a word is to enclose it in asterisks.

Just writing to see what happened to your report. I needed it *Monday* and it’s
now Friday. Can we discuss?

Rewrite the following email to make it more diplomatic.7

Helen

We have a problem! I asked you to send

me the conference details LAST WEEK but I

still haven’t received anything.What’s

going on?!! Now the hotel has asked me

for the info today or we will lose the

reservation.This is NOT a good situation!!!

This is the ONLY hotel available in

Madstown for our dates and I don’t want

to have to change the conference location.

PLEASE TAKE CARE OF THIS

IMMEDIATELY!

Jack
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Use these notes to write emails to some colleagues.8

Cecil Armstrong is a trainer for office communication. In this text from his website he talks about one of
his ‘pet hates’ – something which annoys him when he is using email as a communication tool.

OUTBOX

Over to you
What do you think about quoting in emails? Do you ever do it? 
Does it bother you as much as it does Cecil?
Is there anything which really annoys you when you 
receive emails? Write a list of ‘five things NOT to do’.

YOU’VE GOT MAIL UNIT 5
Partner A page 49
Partner B page 51

Sira – Meeting changed to
Wed (not Thurs). Don’t forget:
XS32 manual, laptop

Answer Pamela’s email:
Update OK but still need Karel’s
travel plans. Urgent!
Will send new price list
tomorrow

Email Daniel with update (check
with Alice to make sure he’s
back from holiday) YES!
Still no answer from Izumi
about the Appleton account. 
Gantor-Brooks acct has been
approved. Meeting with me, Paul
and Izumi next week (Thursday
9 am) if he has time?

Pet hate #3 – Over-quoting
“Something which really irritates me is over-quoting. This happens when

someone adds comments to a long email without deleting any of the

previous message. This makes the recipient’s job very difficult, as s/he has

to read the whole message again to find the one or two short comments

which were made. 

So, to avoid irritating your colleagues, here is a good tip to remember.

If there are several important points to reply to, select these sentences or

paragraphs, insert your comments after them and delete everything else.

You could even put your text in a different colour so it’s clear which parts

of the email are from the original message and which are your comments.

(Most email programs do this automatically.) 

If you leave the original message exactly as you received it and just add

a quick comment to the top, it looks like you haven’t really read the

message. If I were writing a book on email etiquette, this would be rule

number one: keep all e-correspondence to one page or less and only

quote relevant information.

1 3

2
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Making and confirming
arrangements

6

I NBOX

The domain name is the part of the email address
which comes after the ‘at’ sign (@).
Find the part of the domain for someone who …

Now match the country codes to the countries (1–20).

1 works for a company which is probably in 
the US.

2 works for a German division of a 
computer hardware company.

3 is writing from Australia.

4 is writing from Austria.

5 works for a non-profit organization. 

6 works for a British university.

7 works for an Internet service provider.

8 lives in Switzerland.

9 is writing from Canada.

10 works for the US government.

11 is writing from Spain.

12 works for a company in England.

13 lives in the Czech Republic.

.al @ .at @ .by @

.cz @ .dk @ .ee @

.fr @ .gr @ .ie @ .it
@ .lu @ .nl @ .no @
.pl @ .pt @ .se @ .si
@ .sk @ .tr @ .ua

.ac.uk @ .at @ .au @ .ca @ .ch @

.co.uk @ .com @ .net @ .es @ .gov
@ ibm.de @ .org @ .cz
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