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TASK 
You will write and send two business letters to actual companies or organizations with the goal of 
receiving responses. Due to the prevalence of online customer correspondence forms, these letters 
might more accurately described as emails (for clarity, this assignment sheet will refer to these 
correspondence as letters). You will also post these letters on Moodle for your peers and in turn, you 
will reply to your peers’ correspondence. In short, you will write a total of four business letters: a 
complaint (also known as claim), a compliment, an adjustment and a response to a compliment letter 
in letter format. 
 

LEARNING OBJECTIVES 
The main purposes of this project are to: 

 practice writing well-crafted business correspondences, 

 assess rhetorical moves comparatively across a variety of business correspondences. 
 

PROCESS 

1. Choose two companies or organizations whose products or services you use regularly. 
These companies and products should be different. For example, instead of selecting a pair 
of running shoes from Nike and Reebok, you would want to select a pair of Nike running 
shoes and a restaurant like Applebee’s. 

2. Research the companies that made the products or provided the services. Submit company 
analysis (WA3) to Moodle. Note: since your goal is to receive responses, you cannot send 
letters to companies like Apple that explicitly state that they do not respond to customer 
feedback. Also, do not use this assignment to complain to Oakland University about parking 
on campus or about a specific instructor. 

3. Write a claim and a compliment letter. Draft these letters using the suggestions from our 

textbook and class discussions (see ASSIGNMENT DESCRIPTIONS). 
4. Upload your first two letters (first set of correspondence) to Moodle’s forum for peer 

review. 
5. Choose two letters from your peers that you will respond to as adjustment and response 

letters (second set of correspondence). 
6. Write an adjustment and response letter. Draft these letters using the suggestions from our 

textbook and class discussions (see ASSIGNMENT DESCRIPTIONS). 
7. Upload your last two letters (second set of correspondence) to Moodle’s forum for peer 

review. 
8. Revise your letters based on peer review feedback. 
9. Submit all four of your letters to Moodle by following the guidelines below (see 

SUBMISSION GUIDELINES) and email (or mail) your letters to those two companies. 
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SUBMISSION GUIDELINES 

Label and format your letters as number_yourlastname_nameofthecompany.pdf. The first two 

should be your claim and compliment letters and the last two should be your adjustment and 

response letters. For example: 

 1_chong_nike.pdf (this will be the complaint/claim letter) 

 2_chong_applebees.pdf (this will be the compliment letter) 

 3_chong_mcdonalds.pdf (this will be the adjustment letter, or response to a complaint letter) 

 4_chong_adidas.pdf (this will be the response to a compliment letter) 

 

ASSIGNMENT DESCRIPTIONS 
Your letter should be one page in length and organized into these three parts: 

 First paragraph establishes context and states the purpose 

 Middle paragraphs provide all the necessary and concrete details 

 Last paragraph ends with either requesting action, providing any additional information 
pertinent to the situation, and/or thanking the reader. 

Follow the formatting (full-block) and letter content guidelines on pp. 96-104 of our textbook.  
 
Complaint/claim and Compliment Letters 
Consider these questions when you are determining the purpose of your letter: What specifically do 
you like or dislike about this product or service or company policy? What type of response(s) do you 
want from the company?  

 In a claim letter, clearly explain the problem(s) you have encountered and provide concrete 
evidence (e.g., dates, receipt/proof of purchase, warranty, model and serial number) if 
necessary. See pp. 120-124 of our textbook for guidelines.  

 In a compliment letter, clearly describe why you liked or enjoyed the product or service and 
assure the company that you will be a returning customer or spread the word about the 
company/product. 

 
Adjustment and Response Letters 
You will assume the persona of the appropriate company representative (e.g., owner, manager or 
customer service representative) to whom your peer addressed the letter. If necessary, you should 
conduct a quick internet research to find out more about the company, their slogan/motto, the 
product, or the issue in order to respond sufficiently to your peer’s letters. You will also find and 
insert the appropriate company’s logo or letterhead at the top of the document body. 
 
Consider how the tone/language of the letter might differ depending on the size/nature of the 
company (e.g., if you are writing as the customer service representative of a larger company, you 
should refer to yourself or your company as “we” instead of “I”) and the types of letter (e.g., using 
direct approach for good news and indirect approach for bad news). See pp. 124-128 of our 
textbook for guidelines.  

 When you are writing an adjustment letter, you should bear in mind that the company’s goal 
is to always retain the customer and restore his/her confidence in the company by providing 
reasonable explanations and/or solutions.  
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 When you are responding to a compliment letter, sincerely express your gratitude, emphasize 
the slogan or motto of the company, indicate how your company will benefit from the 
compliment (e.g., you will forward the compliment to the appropriate branch or staff), and 
end with appreciation (e.g., looking forward to serving them again). 

 
Specific Writing Guidelines 
Since you are writing directly to these companies, you should use clear, concise, and professional 
language. For example, instead of using generic and casual terms like “people” or “guys,” use 
“employees,” “staff,”  or “servers.” Also, use “who” instead of “that” to refer to humans. If you are 
unsure about certain hyphenated words, spellings, or definitions, such as the differences between 
“insure,” “ensure,” or “assure,” look them up on the Merriam-Webster website (http://www.m-
w.com). 
 
Emailing or Mailing or Submitting the Letters 
In addition to submitting these letters to Moodle, you will also receive credit for sending your 
complaint and compliment letters to those two companies or organizations.  

 If you are sending physical or hard copy letters, you need to bring the printed and signed 
copy of your letters with addressed envelopes and postage to class.  

 If you are sending your letters using an online form or via email, show your online 
correspondence during class (e.g., submitted page or the automated response email from the 
company). You may also need to adjust the length of your letter depending on the word limit 
of the online form. 

 
Personal Contact Information 
If you would like to protect your privacy, please refrain from using your home address and phone 
number on the letters. If you are sending your letters via email or using an online form, consider 
providing your personal email address (not work- or school-related) and leave out the phone 
number and address (if possible). 
 
Company’s Address, E-mail and Website 
For this project, you will still need to address your letter to the appropriate person (e.g., customer 
service representative for a major company) and include an inside mailing address, even if you will 
be emailing the letter to the company or submitting the letter through an online form. Finding the 
company’s information might involve some research. For example, you might have to look up the 
mailing address of a specific store that you visited or identifying the corporate address, if your 
complaint is directed at the company culture or policy 
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ASSESSMENT CRITERIA  
 Missing or 

not 
submitted 
(0.0) 

Does not 
meet 
requirements; 
below 
average (1.0-
1.9) 

Meets 
minimum 
requirements; 
patterns of 
error (2.0-
2.9) 

Generally 
strong; few 
errors (3.0-
3.5) 

Exceptionally 
strong; 
consistently 
correct (3.6-
4.0) 

Your letters are formatted properly and consistently, including 
11-12 point font, 1” margins, single-spacing, full-block (left 
aligned, no paragraph indentation), sender’s address, date 
(spelled out in full), receiver’s address, salutation (followed by a 
colon), complimentary closing, sender’s signature, name, and 
title with an enclosure notation if necessary. The appropriate 
company logo or letterhead is used for adjustment and response 
letters. It is one page in length. 

     

The letters are organized into three parts: 

 The first paragraph establishes context and states the 
purpose; 

 The middle paragraphs provide concrete and necessary 
details using appropriate units of measurement (e.g., 
explanations about what happened, specific actions that 
will be taken to remedy the situation); 

 The last paragraph ends with either requesting action, 
providing any additional information, and/or thanking 
the reader. 

     

The letters maintain a suitable tone (neither too formal nor too 
colloquial or casual) and adopt a “you attitude” (reader-
centered) by being courteous and tactful. The appropriate 
approach (direct or indirect) is used. 

     

The letters have been carefully proofread and edited using clear, 
concise, and professional language. You use correct grammar, 
punctuation, and spelling. 
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The letters are submitted following the submission guidelines 
(number_yourlastname_nameofthecompany.pdf) and they are 
mailed or emailed or submitted to the respective companies. 

     

 


