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Total Marks: 15
Objectives:
The assessment of students’ ability to understand business language and the development of their analytical skills
Instructions
· Late assignments will not be accepted.
· If the file is corrupt or problematic, it will be marked zero.
· Plagiarism will never be tolerated. Plagiarism occurs when a student uses work done by someone else as if it was his or her own; however, taking the ideas from different sources and to express it in your own words will be encouraged.
· No assignment will be accepted via e-mail. 
· The solution file should be in Word doc form; the font color should be preferably black and font size can be 12 Times New Roman.
Q1-Business will lose its charm if there will be no Claims and their Compensations.  

      State your point of view           (10)                                  

Claim and Adjustment Requests in Business World
Claims and Compensations are two integral parts of today’s business world. This business may vary from an ordinary shop to a large business enterprise running in many countries. All the worldly businesses are run by human beings; who can make mistakes while running the business. Claims are basically the complaints of customers and compensations are adjustments given by owners of businesses or companies. If the customers will not be satisfied, they’ll complain. A customer complains when a product or service does not meet customers’ expectations, the customer becomes disappointed and usually complains. In business world the word customer’s complaint is replaced by customer’s claim, because complaint connotes irritation, unpleasantness, negativism, and even anger. Using a word with such negative connotations could lead to a bad attitude towards customers. Therefore, the letters about such complaints are called claim letters. 

Bill Gates once said, “Your most unhappy customers are your greatest source of learning”. The complaints/claims of the customers save the business organizations from future losses and mishaps. Through the complaints of customers, producers come to know about the defects and deficiencies of their products and they may devise varieties of compensations. 
Almost all products bear a fear about their quality and price in the minds of customers. Customer’s trust on a business company increases by introducing claim and compensation policy because one feels no fear in making purchases from such a company. A kind of secure feeling about the product improves the confidence of the customer because one knows that if any kind of genuine fault or error is found in the purchased item, it is compensatory from the company. This compensation policy increases the circle of customers for any business. Customer’s loyalty and trustworthiness increases with the company because of two way process of claims and compensations. Without compensation, company’s items bear some unsecure feelings; and customers avoid buying such items.
By adopting claim and compensation policy, one may have a definite edge over one’s competitors in the market. Without offering compensations business will not have any attraction for the customers. For successful and growing businesses; it is very necessary to offer such kind of policies to attract the customers. The compensation may be in forms of refunding of price, replacement, maintenance, and repair. In each case compensation policy will give good results.
SOME COMMON CAUSES FOR CLAIMS ARE:
· An incorrect bill, invoice, or statement 

· A bill for merchandise ordered but never received

· Delivery of unordered merchandise

· Delivery of incorrect merchandise

· Delivery of damaged or defective merchandise 

HOW TO WRITE A CLAIM LETTETR:
           
We can claim orally but in the business world generally the claim is made in black and white. It is important to avoid a hostile or demanding tone in a claim letter. A claim must be calm and polite though, of course, also firm. A claim should begin with the facts, first explaining the problem such as the condition of the merchandise or the specific error made. Then all the necessary details should be described in a logical order. These details may include the order and delivery dates, the order or invoice number, the account number, the method of shipment, etc. The complainant should avoid communicating any kind of threats, sarcasm, exaggeration, and hostility in the claim. Make no accusation against any person or company, unless you can back it up with facts. Clearly state what you expect as a fair settlement, such as credit against the next order you place, full or partial refund of the purchase price of the product, replacement or repair of the defective merchandise, or performance of services as originally contracted. Avoid uncertainty or vagueness that might permit the adjusters to prolong the issue by additional correspondence or to propose a less-than-fair settlement. 

Closing of a claim request 
· Summarize desired action briefly and politely. 

· Simplify compliance with your request by including your name, address, phone number and hours of availability. 

· Note how complying with your request will benefit the reader. 

· Close on a cordial note. 


HOW TO WRITE AN ADJUSTMENT/ COMPENSATION LETTER


An adjustment letter is the reply to a complaint (called a claim letter). In general, the best attitude is to give the customer the benefit of the doubt. Most persons are honest in their claims, and it is usually better to make the desired adjustment than to risk losing a customer.

 

Your firm’s adjustment policy may be generous; the ultimate success of your good-news adjustment letters depends not only on what you say but also on how you say it. Always choose neutral or positive language in referring to a complaint. Whether your company is at fault or not, you must be polite in answering even the most annoying or demanding claims. An adjustment letter should not be negative or suspicious; it must never accuse the customer or grant any adjustment grudgingly. Remember, your company’s image and goodwill is at stake when you respond even to unjustified claims. 

    

When you are giving adjustment give the good news in the first sentence. Don’t let the reader feel you are doing him or her favour, even if you feel that you are making a special concession. Instead, convince the reader that goodwill and friendship are more important to you than the money involved and that your organization always wants to take good care of its customers. Accept the blame and apologize if your organization is at fault.  Make no reference to the original problem. End on a note that implies future positive dealings.
If you are not granting compensation then don’t blame and don’t argue. Avoid unfriendly, negative expressions, such as your complaint, your error, you misinterpreted, you neglected, your claim, you are mistaken, our records show, and your ignorance. With a truthful and tactful presentation, lead the customer to accept your solution as the only reasonable one. If you answer sarcastically, you may lose both your self-respect and your customer. A friendly but concise closing is even more important when the adjustment is not granted.

The above mentioned guidelines are the correct way of writing claim and adjustment/compensatory letters. Both types of letters written according to above guidelines will produce the desired results in the benefit of both entities of the business.

Q2-   Select the appropriate option from given choices. 

1-     When a product or service does not meet customers’ expectations, the customers are disappointed and usually complain. Their complaints should not be called complaint letters to avoid the negative impression of this word, rather should be known as_____________.

a. Credit Letters

b. Claim Letters

c. Request Letters

d. Collection Letters

2-      No matter how much one’s firm’s adjustment policy may be generous, the ultimate success of ones good-news adjustment letters depends not only on what you say but also on how you say it. Always choose ____________ language in referring to a complaint. 

a. Neutral or positive

b. Formal and complex

c. Informal and plain

d. Straight forward and blunt.

3- A Promise of future payment in cash or kind given in exchange for goods or service is called _____________. It is the instrument which enables manufactures, producers, retailers and consumers to obtain goods at a time when they can be used or sold even if ready cash is not available.

a. Loan

b. Debt

c. Credit

d. Ready money

4-       In the art of letter writing, the letter written to credit costumer, keeping in mind the facts of getting payment and at the same time keeping customer and maintaining goodwill with him, will be categorized as ______________ Letter.

a. Collection

b. Credit

c. Adjustment

d. Claim

5-     In response to an inquiry usually we write a ______________ kind of Sales Letter. Writing of these letters by an organization involves one central goal: to get responses quickly to someone’s request for information.

a. Solicited

b. Persuasive

c. Unsolicited

d. Requesting

