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/| Delivering customer care
through writing

Do this quick quiz about writing for customer care. Say whether the statements are true (T) or
false (F). Then compare your answers with a partner’s.

First approach

1 The content of a letter or an email is more important than correct spelling and
punctuation.| |

It’s always better to send an email than to phone a customer. | |

You should always write to new customers in a formal style. | |

If you can understand what you wrote in a letter, then your customer can too. | |
If you have a spellchecker on your computer, you don’t need to re-read letters

or emails before sending them. | ]

Emails should normally be short and concise. | ]

If a customer’s email or letter is informal, then your reply should also be informal. [ ]
It's OK to send out form letters to any customer enquiry. | |

Customers appreciate smileys and other fun graphics in emails. | |
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1 Lookat these excerpts from customer care letters and emails. Which oneis ...

1 aninvitation? [ | 4 apromisetosend something? []
afollow-up to a meeting? || 5 arequest forinformation? | |
3 areplytoanenquiry? ||

a b
Hello Mr Smid Hi Oliver
In answer to your email, our shop We're having a small party at the
in Jihlava is open Mondays through Continental Hotel this Fri
Saturdays from 9 am to 8 pm. You can We' : elthis Friday at 7
reach us by fax on 567 449 923. .pm. e’re asking a few of our most
l feel f e Important clients to attend and
p . .
: ease feel free to ge'f intouch ifyou I would be pleased if you could join
ave any more questions. i
us. Let me know if you can come
Regards
Lara Jones Best wishes

Jindra
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Dear Mrs Donath

Thanks so much foryour phone call yesterday. | am pleased to tell you that we
can handle your order. Would you like to pay by credit card or bank transfer?
Please fill in the attached form and fax it to me. Then | can send it out to you today.

Best regards
Jeannette Donaldson e Robert

I'got your message this afternoon. Sure

’

4 Dear MrBlair Illtalk to Ruth and email you the price
In regard to our meeting yesterday, | would just sttoday. Do you also need our atest
like to confirm what we agreed. First ofall, ... prochure

' Take care
Sincerely yours Carola

Pavel Vandrlik

Which of the above are from letters and which are from emails? How can you tell?
Which types of letters or emails do you write to your customers in English?

CUSTOMER FOCUS EXTRA

Salutations and closes

When you write to a customer for the first time, it is often best to use a formal style. Then look at how the
customer answers. Is the reply formal or informal? From now on, use the same register as your customer.
By communicating with the customer in the way he or she prefers, you demonstrate good customer care.

Here is an overview of standard salutations and closes used in letters and emails.

letter email
when you don’t Dear Siror Madam / Dear Sirs Dear Siror Madam / Dear Sirs
know the name Ladies and Gentlemen (AE) Hello
Yours faithfully (BE) (Kind / Best) Regards
Sincerely (yours) (AE) Best wishes
when you know Dear Mr / Ms / Mrs Smith Dear / Hello Mr / Ms / Mrs Smith
the name Dear Mrand Mrs Smith Dear / Hello Mrand Mrs Smith
Dear Ms Black and Mr Smith Dear / Hello Ms Black and Mr Smith
Yours sincerely (BE) (Kind/Best) Regards
Sincerely (yours) (AE) All the best / Bestwishes
when you know DearJohn Dear / Hello / HiJohn
the person / people  DearPaul and Mary Hi Paul and Mary
well — —
Kind regards Best (wishes) / All the best
(With) best wishes Take care (AE) / Cheers (BE)

Note that in the US, the salutation in letters is often followed by a colon (Dear Mr Brown:). In the UK there is
often no punctuation used here, but sometimes people put commas after both the salutation and the close
(DearJohn, ... Kind regards, ...). Whether there is a comma or not, the first word in letters and emails always
starts with a capital letter.
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