
Considering Tone

The tone of a business letter refers to the mood, attitude and feelings you convey through your message. The tone
of a letter might be friendly, firm or angry depending on the situation and the type of letter you are writing. For
example, if you are writing a letter to accept a job offer, you probably want the tone to reflect your appreciation and
enthusiasm for the offer. If you are writing a letter of complaint, you may want to sound firm and serious, especially if
you have made the same complaint before and nothing was done about it. A letter of request will probably have a
neutral tone, whereas a letter of invitation to a social event will probably convey a happy or friendly tone. 

1 Describe the tone in each of the letters below and decide whether it is appropriate for the
situation. Circle the words/expressions that convey the tone.

Letter 1 Letter 2

Letter 3

Hi Mr. Samuels,

Three months ago, your order desk messed up and sent me the wrong order. The delivery person made
me pay C.O.D. before I had a chance to check the order and now I’m out $3,986. I called the girl
at the order desk but she didn’t do anything about it and now three months have passed. 

Can you get someone to pick up the shipment and arrange for a refund right away?

Thanks,

Dear Mr. Samuels:

I am writing to complain about the service
I received from your company. Three months
ago I received the wrong merchandise. The
delivery person insisted that I pay C.O.D.
before I had a chance to check the order. 
I informed the order desk about the mistake
the next day, but nothing was done about 
it. I am completely disillusioned with 
your company.

I demand that someone pick up the order
immediately. I want my money back or I
will begin the process of suing your
company for damages. 

Sincerely,

Dear Mr. Samuels:

I am writing to complain about the service
I received from your company. 

On April 16, I received the wrong
merchandise from your company. The
delivery person insisted that I pay C.O.D.
before I had a chance to check the
shipment. I called Sylvia Razik at the order
desk on April 17 and reported the error 
to her. She informed me that on April 19
someone would come to pick up the
merchandise and return my payment of
$3,986 within a few days. That was three
months ago. No one has come for the order,
and my money has not been refunded.

I am requesting that you give this matter
your immediate attention and resolve this
situation as quickly as possible.

Sincerely,
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