Responding to Requests
Step 1:  Provide the answer or information
· Please find below…
· I’m [happy/pleased] to provide you with…
· I would be [happy/pleased] to…
· Thank you for your interest in …
· *Or simply begin with the answer to the question that was asked.

Step 2:         Provide any necessary details




AND/OR



Ask for any further information needed to meet the request.
Step 3: Apologize for any delay in your response (if warranted)

Note:  If you receive a request and are not yet able to provide a complete response, it is very considerate to send an immediate response, indicating that you have received the request, what you are doing to try to meet the request, and when you expect to be able to more fully respond.

If an apology is later needed for a delayed response, it often begins with the apology and follows with a brief explanation of why the delay occurred.

· I’m sorry for the delay in this response.  I’m afraid…

· I apologize for the delay in getting this to you.  It seems that…

Step 4: End the message in one of the following ways:

(A) Offer Further Help 
· Please [let me know / contact me again] if I can be of any further assistance.
· Please let us know if we can help you further.
· If you have any further questions, please contact me.
· If you need any further [assistance/information], please contact me.
· If you have any problems, please call me at…
(B) Imply an End to the Exchange 
· I hope this helps.  /  I hope that this information will be of some assistance.
· I hope that these arrangements  meet with your approval.
· Enjoy…!
· Good luck with… /   I wish you the best of luck with …
      
(C) Encourage Continued Communication 
· I look forward to hearing from you again (soon).

· I look forward to having further opportunities to work together.

· I look forward to [meeting you / seeing you] [tomorrow / when you arrive / etc.]

· Or, simply:  ‘See you [time / place?],’   
Responding to Requests / Refusals
More information can be found in Everyday Letters for Busy People, pp.91-92.

Step 1:  Refer to the situation OR restate the request
· Thank you for your kind invitation to…

· Thank you for your interest in…

· Regarding your request for…

· We have looked into your request for…

· After checking with…about…

· As requested at our last meeting, I looked for…but…

· As per your request, I…, but…


Step 2:   Provide the rationale behind your negative response


Show your regret about the situation

· I’m afraid ...

· It seems that…

· Unfortunately,

Then, give the rationale 

· Due to…

· According to …

· Given the…

· Since / As / Because…

· We have already…

· We do not currently…

Step 3:   State the negative response

· [Thus, / Therefore,] we are not able to …(at this time).

· We can only offer…

· I couldn’t find…

· ….is not available.

Step 4:   Apologize (if warranted)

· I’m sorry for any inconvenience this may cause.

· I apologize for …

· We’re sorry about…

Step 5:   End on a positive or encouraging note

· Perhaps you would instead be interested in…?

· Would you instead be interested in…?

· Would it help if we instead…?

· You may want to instead contact _______ regarding this matter.

· Please [let me know / contact me again] if I can be of any further assistance.
· If you have any other [questions/concerns/requests], please contact me.
· You may want to try contacting us again [when?] [why?]
· Good luck with… / We wish you the best of luck with…

Please notice how the words unable and unavailable are not used here.  Even though it  means the same thing, it sounds more polite to use ‘not’ with the positive word.











In many cases, steps one and two can be combined into one sentence.








