Tone
Tone refers to the emotional quality of a letter and/or the emotional impact that it has on a reader.  For example, the tone of a letter can be either:

· formal or conversational

· pompous or warm

· positive or negative

· tactful or tactless 

Ideally, all the correspondence you write – especially that done for work - should be positive and tactful.  However, the level or formality or familiarity of the language you use is determined by the reader, the purpose and the particular situation.

Exerciss 1
SUBJECT: RE: Travel Reimbursement for Mr. Gadabout
Dear __________________,

Regarding your reimbursement request for Mr. Gadabout’s travel expenses, I think you know that, according to U.N. rules, travel by car isn’t officially acceptable.  

However, since Mr. Gadabout had such a good reason for deciding to rent a car, we’ll bend the rules just this once.  Try to see that it doesn’t happen again!

Cheers,
__________________

Directions: Underline the phrases in the above letter which give it its informal tone.  

        Rewrite the letter to give it a more appropriate tone.
Exercise 2
Part A  Look at the following examples of ‘tactless’ and ‘tactful’ sentences.  Do you notice any words or phrases that often appear in the ‘tactless’ versions?  What kinds of expressions are used in the tactful version?

	Tactless
	More Tactful

	It seems like you didn’t understand out instructions.  We specifically told you to grease the machinery once a month to prevent rust.
	Our instructions were to grease the machinery once a month to prevent rust.

	Your request for overtime pay is completely out of line because the contract makes it very clear that you will not be paid overtime until after 40 hours.
	I’m afraid we will not be able to offer overtime pay since the contract says that overtime will only be paid after 40 hours.

	Where are those figures you are supposed to send me?  Get them to me at once.  You know I can’t prepare the monthly report without them.
	Please send me the figures by EOB today so that I can prepare the monthly report.

	When will I finally get my travel reimbursement for the XYZ conference?  I submitted my paperwork more than two months ago, and yet you still haven’t paid.  Do you think that I am made of money and can wait forever?

Please respond to me immediately. 
	I was wondering about the status of my travel reimbursement for the XYZ conference.  According to my records, I submitted all the necessary paperwork on 5 May, now more than two months ago, and I am beginning to get concerned.

Thank you for your help with this, and I look forward to hearing from you soon.


Part B:  
Group 1:  Rewrite the following messages to make them more tactful:
Group 2:  Imagine that you just received these messages.  How would you respond?

To your supervisor
Regarding our next meeting, I can’t believe that you scheduled it for Thursday afternoon.  We’ve told you several times that we prefer Friday morning.
A supervisor to a new staff member in her department

Please do not send me such long email.  None of your colleagues have so many questions.  I get nearly 100 email every day, and I certainly don’t need any more.

Why don’t you ask your colleagues, so that you don’t have to ask me so many questions?
In response to an email asking about an update about a payment

We are not accounts payable unit and we do not process payments here.   We are procurement services and we raise/issue purchase orders and PS-12983 has already been raised for this requirement.  Contact Mr. G who is the chief of accounts payable unit at 3-1111.
Sorry I have no control or idea when this will be paid.
Exercise 3
Part A  Look at the following examples of ‘negative’ and ‘positive’ sentences.  What language do you notice in each version?
	Negative
	Positive

	We regret to tell you that your reimbursement will not be processed until Wednesday.
	We are glad to tell you that your reimbursement will be processed by Wednesday.

	I’m afraid your promotion will be held up until 1 March.
	Your promotion will be effective 1 March.

	It is against our policy to pay more than one claim at a time.
	It is our policy to pay only one claim at a time.

	We have received your message about the alleged loss of your ID card.
	We received your message about the loss of your ID card.

	You failed to tell me what you want me to do about the situation.
	Please tell me what you would like me to do about the situation.


Part B

Rewrite the following sentences to make them sound more positive.

1. We won’t be able to process your claim until you send us your medical report.

2. We cannot process claims that are not submitted within one year of the date of the initial payment.

3. The Annual Report will not be ready until next January.

4. Insurance coverage is not provided for the portion of any journey which is not authorized by the United Nations.

5. Your repatriation grant cannot be paid in any other currency than that of your home country.

6. We cannot finish our work because you haven’t sent all the necessary information.

Challenge
It is sometimes difficult for a writer who feels a great deal of emotion about a subject to write in a tone that is tactful, positive and “neutral”.  Often, however, a neutral tone is called for by the situation.  Ultimately, the most essential consideration for a write in choosing his tone is “what will work?”  Look at the letter below, for example.


Can you rewrite this email to have a more positive tone?

SUBJECT: My contract renewal

Dear Mr. T,

I cannot believe that you have decided not to renew my contract just on the basis of Mr. X’s recommendation.  I do not think Mr. X has the slightest idea of what I have been doing for the past six months as he has been away on mission and just returned four weeks ago.

For most of the period of my contract, I have been working under Ms Y and I think that it is unfair that she was not asked to give an evaluation of my performance.

I think you should reconsider your decision.
