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Unit 1

BUSINESS LETTER PRESENTATION
AND STRUCTURE

A business letteris a formal means of communicatiobetween
organizations and their customers, clients androgixéernal parties. The
overall style of a letter depends on the relatigmdtetween the parties
concerned.

There are many different types of business letseish as letters of
acknowledgement, adjustment, complaint, enquirgenrclaim, etc.

1.1. BUSINESS LETTER APPEARANCE

Before we begin to discuss business lettamntent we must examine
business letteappearancébecause the physical condition of a letter makes
the first impression on your readefhe way you write a letter and the
etiquette you employ may have a significant impatyour success or
failure in business.

When you have composed the body of your letter amdready to
type, keep in mind three things:

1. Typing. Letters should be single-spaced with double-sgacin
between paragraphs. Print should be clear and darkrs should not be
erased or corrected after printing.

2. Paragraphing. Paragraph breaks should come at logical points in
your message and should also result in an evenasgmpee. A one-line
paragraph followed by an eight-line paragraph witt look balanced.
Paragraphs of approximately the same length wethgt the eye.

3. White space. In addition to the space created by paragraphing,
leave space by centering your letter on the pagearple margin of white
space should surround the message, top and botonelhas both sides.

If a letter is brief, avoid beginning to type toiglth on the page; if a letter is
long, do not hesitate to use an additional shepapér.

Notes

party —cTopona (JIMI0, YUPEXKACHHE)

content —coxep>xaHune

appearance BHeuIHui By

condition —cocrosiHue

employ —ynoTpe6saTh, IPUMEHSITH

have an impact on exa3biBaTh BO3eliCTBHE
single-spaced #ameyataHHbIl Yepe3 OJUH HHTEPBAI
double-spacing #BoiiHoit HHTepBaT

even —paBHOMEPHBIN

white space #ycroe MecTo Ha OTIEYaTAHHOM JIUCTE
ample margin -AocTaTto4Ho€ T0JIE



1.2. BUSINESS LETTER STRUCTURE

While the horizontal placement of letter parts nvayy, the vertical
order of these parts is standard. Refer to the Metler (Figure 1.1) as you
study the following list of letter parts.

1. LETTERHEAD: Companies usually use printed paper rehe
letterhead is specially designed at the top of gheet. It bears all the
necessary information about the organisation’stitlen

2. DATELINE: The date on which the letter is being aeed is
typed a few lines below the letterhead.

3. INSIDE ADDRESS: The address of your reader is typsdt will
appear on the envelope.

4. ATTENTION LINE: This is not always required. It shid be used
when the letter is addressed to a company or argdon as a whole; but
you want it to be handled there by a specific imlial. It should be
underlined or typed in capitals.

5. SALUTATION: You should use an individual's name wbeer it
is known, preceded by the word "Dear." When thedle€a name is nor
known, the person's title is the next best terna isalutation. "Dear Sir,"
"Dear Madam or Sir," "Gentlemen," "Gentlemen andika" are acceptable
in cases of extreme formality.

6. SUBJECT LINE: Like the attention line, this is aftemitted, but
it is courteous to include it. It identifies thentent of your message, so
your reader may decide whether the letter requimenediate attention.
It should be underlined or typed in capitals.

7. BODY: This is the actual message of your letter.

8. COMPLIMENTARY CLOSING: This is a polite, formal watp
end a letter; standard forms are "Yours truly" ®ruly yours," "Sincerely
yours," "Respectfully yours." Excessively familiaosings should be
avoided, except in special situations. "Best wishig example, could be
used when the reader is well known to you. Affawdi® expressions, such
as "Fondly" or "Love," should, obviously, be ressiv for private
correspondence.

9. COMPANY SIGNATURE: Another item often omitted frolass
formal correspondence, it should be used when ithees of the letter is
writing as a spokesperson for the company, nonasdividual. Since this
information appears in the letterhead, some conggaminit it altogether.

10. SIGNER'S IDENTIFICATION: Printed four lines belowhd
previous item to allow space for the signatures tinicludes the signer's
name and any relevant titles.

11. REFERENCE INITIALS: Consisting of the signer's iai$ in
capitals followed by a slash or colon followed g towercase initials of
the person preparing the letter, this item serv@saaeminder of who
prepared the letter.
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12. ENCLOSURE REMINDER: Consisting of the word "enclost
or the word "enclosure" followed by a list of thectosed items, this is a

practical courtesy to prevent your reader from atiding important matter

with the envelope.

13. "CC" NOTATION: Also a courtesy, this tells the remdvho has
been sent a "carbon" copy (that is, a duplicatg/)copthe letter.

Notes:

letterhead -Hianka Ha GpupMeHHOM OJIaHKE
underline —1og4épKkuBaTH

Courteous -BeXXJIMBBINA, YITUBBIN, TFOOC3HBIN
subject line -apenmeTHas cTpoka

closing —koHIoBKa

signature -fioamuck

spokesperson mpeacTaBUTENlL KOMITAHUH
slash —«ocas yepra

colon —aBoeTouune

lowercase -erpounas (OykBa)

reminder -anomMuHanue

enclosure -Bnoxenue

discard —oT6packiBaTh 32 HEHaJOOHOCTBIO

FLANAGAN’S Department Store

1. 12207 Sunset Strip
Los Angeles, California 91417

2.

3.

Ketchum Collection Agency

1267 Hollywood Boulevard

Los Angeles, California 91401

4,

ATTENTION: MS. TERRY ROBERTS
5.

Gentlemen and Ladies:

6.

Subject Mr. Gary Daniels Account# 69 112 003
7

unable to collect his debit.

June 7, 2009

We would like to turn over to your services the aad of Mr. Gary
Daniels, 4441 Natick Avenue, Sherman Oaks, Cali#oi®1418. The
balance on Mr. Daniels' account, $829.95, is noWw @ldys past dug;
although we have sent him four statements andditters, we have bee

>




Mr. Daniels is employed by West Coast Furniture \@&ooms, Inc. He
banks at the Natick Avenue branch of Third Natiobay Bank and has
been our customer for four years. We have enclésedile for your
reference.

We are confident that we can rely on Ketchum ashawe in the past,.
Please let us know if there is any further inforigratwith which we can

furnish you.

8. Sincerely ysur

0. FLANAGAN'S DEPARTMENT STORE

10. Martha Fayman
Credit Managerf

11.MF/wg

12.Enclosure

13.Cc Mr. Norman Hyman

Figure 1.1. Model letter representing the parts of Business Letter

Notes:

collection agency -areHTcTBO MO cOOpy IUIaTeKEH
to turn over iepenaBats

account -euér

past due -apocpodeHHEIH (0 IIaTe)ax)

to collect debt B3bicKaTh K0T

to bank —xepxkaTh neHbru B GaHKe

1.3. BUSINESS LETTER INDENTATION FORMAT

When writing business letters, you must pay speaitEntion to the
format and font usedBusiness letters generally conform to one of four
indentation formats: Block, Semi-Block, Modified d@k, and Modified
Semi-Block. Put simply, "Semi-" means that thetfirses of paragraphs are
indented; "Modified" means that the sender's addréate, and closing are
significantly indented.

Block Format. In a Block format letter, (1) all text is aligned the
left margin, (2) paragraphs are not indented, @Yspand paragraphs are
separated by double or triple spacing (Figure 1.2).

8



123 Winner's Road
New Employee Town, PA 12345

March 16, 2001

Ernie English
1234 Writing Lab Lane
Write City, IN 12345

Dear Mr. English:

The first paragraph of a typical business letteuded to state the ma
point of the letter. Begin with a friendly openirtgen quickly transitior]
into the purpose of your letter. Use a couple otesgces to explain th
purpose, but do not go in to detail until the rneattagraph.

Beginning with the second paragraph, state the @tipg details tg
justify your purpose. These may take the form ofckigaound
information, statistics or first-hand accounts. @éwf short paragraph
within the body of the letter should be enoughupport your reasoning

Finally, in the closing paragraph, briefly restgar purpose and why

is important. If the purpose of your letter is eoyhent related, conside

ending your letter with your contact informatiorowever, if the purpos
is informational, think about closing with gratirifor the reader's time.

Sincerely,

D

—

D

=

D

Lucy Letter

Figure 1.2. Block Format

Semi-Block Format

In a Semi-Block format letter, (1) all text is algd to the left margi
(2) paragraphs are indented.

Modified Block Format

n,

In a Modified Block format letter, (1) all text ligned to the left
margin, except for the author's address, datecksihg; and (2) paragraphs

are not indented. The author's address, date, &oging are usual

ly

indented three inches from the left margin, but barset anywhere to the
right of the middle of the page, as long as akk¢helements are indented to

the same position (Figure 1.3).



123 Winner's Road
New Employee Town, PA 12345

March 16, 2001

Ernie English
1234 Writing Lab Lane
Write City, IN 12345

Dear Mr. English:

The first paragraph of a typical business lettensed to state the majn
point of the letter. Begin with a friendly openirthen quickly transitior
into the purpose of your letter. Use a couple ofteseces to explain th
purpose, but do not go in to detail until the neattagraph.

)

Beginning with the second paragraph, state the aatipg details to
justify your purpose. These may take the form ofckgaound
information, statistics or first-hand accounts. é&wf short paragraph
within the body of the letter should be enoughupport your reasoning

n

—

Finally, in the closing paragraph, briefly restgtair purpose and why
is important. If the purpose of your letter is eaywhent related, conside
ending your letter with your contact information.owever, if the
purpose is informational, think about closing wighatitude for the|
reader's time.

Sincerely,

Lucy Letter

Figure 1.3. Modified Block Format

Modified Semi-Block Format. In a Modified Semi-Block format
letter, (1) all text is aligned to the left margiexcept for the author's
address, date, and closing; and (2) paragraphsndeated. The author's
address, date, and closing are usually indentezk thrches from the left
margin, but can be set anywhere to the right ofntligdle of the page, as
long as all three elements are indented to the gesidon.

Font. Another important factor in the readability of &ée is the font.
The generally accepted font is Times New Romarg §&, although other

10
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fonts such as Arial may be used. When choosingng fdways consider
your audience. If you are writing to a conservateenpany, you may want
to use Times New Roman. However, if you are writtaga more liberal
company, you have a little more freedom when chapfints.

Notes:

indent —xenarts oTcTyn

indentation «pacHast cTpoka, ab3all; BBeICHUE OTCTYIIOB
align —BeIpaBHUBATH

left margin —neBoe nose

font —mpudr

1.4. PRACTICE TASKS

Task 1. Restore the logical order of the parts of a businedetter.
The first has been done for you.

1(2| 3| 4| 5| 6] 7/ 8 9 1p11|12|13|{14|15|16|17|18|19

a) recipient’'s name;

b) sender's address;

c) date;

d) complimentary closing;
e) sender's phone;

f) sender title;

g) sender's e-mail;

h) subject

i) recipient's title;

j) sender’s signature;

K) recipient's company;
[) enclosures;

m) recipient's address;

n) ATTENTION (departmerperson);
0) cc;

p) salutation;

g) body of the letter;

r) sender's name;

s) reference initials.

11



Task 2. Study the structure and content of the business Hetr
below and answer the questions.

NATIONAL ORGANIZATION OF RETIRED PERSONS
Freeport High School, Freeport, Vermont 66622

October 14, 2009

Ms. Iva Stravinsky
Attorney-at-Law

200 Center Street
Freeport, Vermont 66622

Dear Ms. Stravinsky:
Subject Guest Lecture

The members of the Freeport chapter of the Nati@rghnization
of Retired Persons would indeed be interestedléctare on "Proposefl
Changes in the Financing of Medicare". Thereforeth wmuch
appreciation, | accept your offer to address ouip.cl

The NORP meets every Tuesday at 8 p.m. in the @udi of
Freeport High School. The programs for our meetirtgsough
November 20 have already been established. Howkewél, call you in
a few days to schedule a date for your lecturdHerfirst Tuesday afte
the 20" that meets your convenience.

=

The membership and | look forward to your lectureaotopic so
important to us all.

Sincerely yours,

Henry Purcell
President

HP/bm

Notes:

chapter -otnenenue, Gpuaran opraHu3auu

retired —ymamuBIIHIACS OT 1€, BBIIIEIIINIA HA IEHCHIO
attorney-at-law -AuneH3UpOBaHHBIH aBOKAT
membership psaoBsie dieHsl (KaKOW-ITHO0 OpraHU3aIiH)

12



1. What is the name of the company-addresser? &\ikér situated?

Are any Internet or e-mail details of the companieg in the
LETTERHEAD?

When was the letter prepared?

Who is an addressee? What ddég slo? Where doegte live?
Why is the ATTENTION LINE omitted?

What does Ms. in a SALUTATION LINE mean?

What is the subject of the letter?

How many paragraphs are there in a letter?

In which paragraph is the reason of the Iétenulated? What is it?
What details does the second paragraph specify?

10 What information is the letter ended with?

11. What polite expression is used as COMPLIMENTARY

©COoNoUrWN

CLOSING?

12. Is there COMPANY SIGNATURE in the letter?
13. Who signed the letter? What is/thisr title?

14. What do the letters HBm in the last line mean?
15. Were any documents enclosed with the letter?
16. Has anyone been sent a copy of the letter?

Task 3. In the business letter below restore the logical der of

its parts. The first has been done for you. Which fothe parts (1 — 13)
mentioned in Section 1.2. are omitted in the lettér

1 2 3 4 5 6 7 8 9 19 11 12
b
a) | Robert Nathan, CPA
222 Bergen Street
New Orleans, Lousiana 77221
b) FRANKLIN AND GORDON OFFICE SUPPLIES, INC.
72-01 Lefferts BoulevardRego Park New York 11206
c) | Dear Mr. Nathan:
d) | September 15, 2008

13



e)

Because we are the manufacturers of many otheoffiee supplies,
ranging from ballpoint pens to promotional novedtieve have
enclosed for your consideration a copy of our quroatalog. Should
you decide to place an order, you may use the coentorder form
in the center of the catalog or call our 24-hodir-fcee number
(91-800-999-9000).

Please let us know if we may be of further asscstan

)}

We appreciate your interest in Franklin and Gordffite supplies
and are delighted to send you the information muested:

Ruled ledger paper, by the ream only, costs $4# the purchase of
six or more reams, the price is reduced to $42Z¢amm, a savings of
at least $18.

Black, reinforced ledger binders are $25 each; thi¢hpurchase of six
or more binders, the price is only $23 each, anggvwf at least $12.

h)

FRANKLIN AND GORDON OFFICE SUPPLIES. INC.

Sincerely yours,

)

George Gillian
Customer Service Manager

k)

Enclosure

GG:jc

14

Notes:

ruled paper -AnHOBaHHast Oymara

ledger paper ¢opmar 6ymaru "rpoccoyx” 11 x 17 mroiiMoB
ream —cromnka 6ymaru (480mucroB, a wacto 500u Gostee)
binder —nmanka-ckopocuiBaTens



Task 4. Match each section of the letter on Paget with the
appropriate gap on the blank below.

a)
b)
c)
d)
e)
f)
9)

h)

15



1. We are currently using 15 Procom 211 Premies PGur mail-
order department. We have been pleased with tleefopnance, but now
require machines that will run faster.

2. Michael Jansen
Publicity Manager

3. Ilook forward to hearing from you.

4. Could you please let me know whether it is fibssto upgrade
the PCs to 486s and what the likely cost would be?

5. Dear Mr Barnard

6. Mr JBarnard
Corporate Sales DEPARTMENT
Procom Ltd
58 Edison Street
Robin’s Lane Industrial Estate
Canterbury Kent CT 19 3TE

7. Yours sincerely

8. 12 May 2008
9. The Red Box
54 Streamside Road
Cardiff CF 11 JW
10. MJfb

T ask 5.1dentify the type of format of the letter below (A— Block,
B — Semi-Block, C — Modified Block, and D — Modifid Semi-Block).

123 Winner's Road
New Employee Town, PA 12345

March 16, 2001

Ernie English
1234 Writing Lab Lane
Write City, IN 12345

16



Dear Mr. English:

11%

The first paragraph of a typical business letteused to state th
main point of the letter. Begin with a friendly apeg; then quickly
transition into the purpose of your letter. Usecaigle of sentences tp
explain the purpose, but do not go in to detailluiné next paragraph.

Beginning with the second paragraph, state th@atipg details
to justify your purpose. These may take the form haftkground
information, statistics or first-hand accounts. éwf short paragraph
within the body of the letter should be enoughupport your reasoning.

o7

Finally, in the closing paragraph, briefly reststaur purpose ang
why it is important. If the purpose of your letisremployment related
consider ending your letter with your contact imfiation. However, if
the purpose is informational, think about closinghwgratitude for the
reader's time.

Sincerely,

Lucy Letter

Task 6. Decide whether the following statements artrue (T) or
false (F). If you have any doubts, scan Sectionsll- 1.3 and useful tips
which follow to check your answers.

1) A business letter is a formal communication betwpeople or
companies and it is written to conduct some sohusiness.

2) On unheaded notepaper, you should always write y@mme
above your address.

3) On unheaded notepaper, the address of the senoieths right.

4) The sender's phone and e-mail are never includditetterhead.

5) Inthe UK, the date/2/98 means February'41998.

6) In business letters, dates should appear as nurabpesated by
full points (.) or obliques (/).

7) The order "day-month-year" (19 October 2005) inidgation of
date is USA style.

8) The inside address is the recipient's addresstasdlways on the
left margin.

9) The inside address never includes the name of dressee.

10) Attention line is used when you want a letter tohHamdled to a
specific individual in the company.

11) Subject line is never omitted.

12) You use the salutatiobear Siror Dear Madamwhen you know
that the person you are writing to is older or msrior than you.

17



13) If you begin with Dear Sir, you end wittours faithfully

14) The initials p.p. indicate that the person sigrtimg letter is doing
so on behalf of someone else.

15) It is unusual for the writer to put Hiser company position at the
end of the letter.

16) The abbreviation Ms can refer to both married andharried
women.

17) If you are writing to Mrs Anne Swanson, you operthwDear
Anne Swanson.

18) If a colon follows the salutation, a comma shoutdlofv the
closing.

19) The lettersEnc mean that something else has been sent with the
letter.

20) Enc.reminder should appear in the bottom left-hanchepof the
page.

21) Lowercase initialsare used to indicate the person who typed the
letter.

22) In a block format letter, the entire letter is lefigned and single-
spaced with double-spacing between paragraphs.

23) In a modified block style, the return address, datesing and
signature start just to the right of the centethefpage.

Useful tips:

* Most company notepaper is headed. However, if yeunaiting on
unheaded paper, put your address (but not your nemtke top right-hand
corner.

e The address of the company you are writing to shagpear on
the left so that it can be seen through an enveldttea window.

« If you are writing to a specific individual in ttmmpany, his/her
name and position goes above the address.

+ Dates can cause some confusioh3/20 means "the second of
March" in English letters, but "February third"American ones. Confusion
may be avoided by writing dates as follov#sMarch (or March 2 in the
USA) 2010. The names of the months should not beeaiated.

e If you do not know the name of the person you ariéing to, or
you are not sure if you are writing to a man or vammyou should begin
Dear Sir or Madanand endyours faithfully(Yours trulyin the USA).

» If you know the person’s surname, begin &gar Mrs Jonesand
endYours sincerely

» The two styles of punctuation commonly used in tess letters are
mixedandopen Mixed punctuation requires a colon after thetatibn and a
comma after the complimentary close. When no patiotu follows Mr or Ms,
the salutation and the complimentary close, op@ctpation is used. This style
is popular in the UK but it is not considered ajppiate in the UnitecGtates.

18



e Refer to men adMr. Refer to women adls[miz], unless in
previous correspondence from them they have inglicéitat they use the
titte Mrs (for married women) oMliss (for unmarried women).

« When you sign your name, it is common practiceyfetit out as
well and to put your position in the company belawlf someone in a
company signs a letter on behalf of someone diseinitials p.p. (per pro)
should be used before the name to indicate this.

« If something is being sent with a letté&nc. (enclosure) should
appear in the bottom left-hand corner of the page.

Task 7. Read the following letter. Fill in each ga with the letter
corresponding to the appropriate word.

PHYSIOLOGICA 17 Princess Street  Telephone 07198271
London Telex 988153
EC1 7DQ Fax 071982 77 12

1 July, 2010
Discpro SA
251, rue des Ramoniéres
F-86256 POITIERS CEDEX
France
For thel) of the Sales Manager
Dear Sir or 2)
We are a software company 3) in London ara carrrently
developing a Windows-based scientific 4) pgekfor use in
universities and research laboratories. We aredsted in 5) the
programs we 6) from unauthorized copying amulication.
Could you please 7) us more technical infolonagbout your
RSP-11 software protection system 8) with yaurent brochurg
and price list?
We look 9) to hearing from you.
Yours 10)
Anne Neyson
Anne Newson
11) Director
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a) send; b) together; c) forward; d) Project; e)diia; f) based;
g) attention; h) protecting; i) sell; j) graphi¢3;faithfully.

Task 8. With a partner decide what is wrong with he following
letter. For example, if there are punctuation mist&es, tick (\) a. Do the
same with b —j.

a) punctuation;;

b) space between paragraphs
¢) indentation format;

d) sender’s address

e) inside address;

f) salutation;

g) complimentary closing;

h) reference initials;

i) enclosure’;

j) carbon copy.

Ken's Cheese House
34 Chatley Avenue
Seattle, WA 98765

Tel:
Fax: kenny@cheese.com
Email:
October 23, 2006

Cheese Specialists Inc.
456 Rubble Road
Rockville, IL

Dear Mr Flintstone,

With reference to our telephone conversation todagm writing to
confirm your order for: 128 Cheddar Deluxe Ref. No. 856.

The order will be shipped within three days via Usd should arrive gt
your store in about 10 days.

Please contact us again if we can help in any way.
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Best wishes
Kenneth Beare

Director of Ken's Cheese House
kb/WG

Enclosure

cc Mr. Norman Hyman

1.5. SELF-CHECK QUESTIONS

1. Whatis the purpose of writing a business iigtte

2. What types of business letters are commonlyl@yep?

3. Why should you pay great attention to the wayuainess letter
looks?

4. What parameters of letter appearance should tadken in
consideration?

5.  What can failure to observe correct busindsar letiquette result in?

6. What are compulsory parts of a business letter?

7. Which parts of a business letter can be onfitted

8. In what order do the parts of a business lefppear?

9. What information about the organisation can ibeluded in
letterhead except postal address?

10. Does the inside address coincide with the additeat appears on
the envelope?

11. Why is the inside address always on the lefgm&@

12. Are the names of the months in date line abbredtate

13. How can the inclusion of the subject line hélkp recipient?

14. What styles of punctuation are commonly usdalisiness letters?

15. What will you end the letter with, if you begtrwith Dear Sir?

16. What initials should be usdxkfore the name of a signérhe/she
signs a letter on behalf of someone else?

17. What are the main business letter indentatiomat$

18. In what type of letter format are all elemealigned on the left
page margin except the return address, date, glosignature, and typed
name?
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Unit 2
ENQUIRIES AND REPLIES

2.1. ALETTER OF ENQUIRY

A letter of enquiry is a request for informatiorattthe writer believes
thereadercan provide. Regardless of its subject, dbgectiveis to get the
reader to respond with an action that satisfiestiguiry.

The action taken can benefit either the writer loge teader, and
sometimes both. That being the case, #itepe must include enough
information to help the reader determine how beséspond.

Identify Your Reader

An enquiry letter should be addressed to the penganis most likely
to respond in a positive and helpful manner. If yoa unsure of who that
might be, try making a few phone calls to identifgontact personThat
person’'s name should be placed in the inside hgadid the salutation of
your enquiry. It should also be included on theliog of your envelope.

Remember that people do business with people flyakinesses
second. When you address yowwader by name, you recognize their
importance and value as an individual human being.

Establish Your Objective

Theobjectivein an enquiry letter is to make a request. It ither ask
the readerto provide something beneficial to the writer,take advantage
of something the writer has to offer.

Your inquiry should be specific and brief. If yoteaasking more than
one question you might consider highlighting thena ibulleted list.

Determine Your Scope

The scopeof an enquiry letter should provide enough infatiora for
thereadergrasp youmwbjective make an informed decision and respond in
a timely manner.

Consider your reader and get to the point. Do thaye what you
want? Can they do what you ask? Think about what y@ader will need to
know in order before making a decision and sengimmga response.

If you are to receive some benefit, it may helpetplain for what
purpose the benefit will be used. If the readdpiseceive some benefit, it
may help to offer an incentive to respond.
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2.2. STRUCTURE OF AN ENQUIRY LETTER

Subject Heading

This should inform the reader that this is an engor request; e.g.

e Enquiry about Textbooks.

* Request for Brochure.

e Query about Website.

* Question regarding Product Components.

First Paragraph

This should tell the reader what you want; e.g.

* Please send me... (for things that the organizaiifans to send).

* | would be grateful if you could tell me... (foritigs that are not
normally offered).

* | am writing to enquire whether... (to see if solnieg is possible).

* | would especially like to know... ( + a more detdirequest).

e Could you also... ( + an additional enquiry or resi.

Second Paragraph

This paragraph tells the reader why you are coingdiis or her
organization, and gives further details of the érnqu

There are two reasons why you may contact an argon:

1. You have contacted this organisation before, anat ¥zaagain.

2. You have not contacted this organisation beford, ymu have
heard about them. You should describe from whereh ss from an advert
or a recommendation; e.g.

* | saw your advert in the HK Daily on Tuesday, 2adber 2009.

* Your company was recommended to me by Ms. Elsie \tdr-ar
Eastern Logistics.

Final Paragraph

This paragraph should contain a polite expressmiica an expression
of thanks to the reader. The degree of politenasd therefore the length),
depends on how unusual or difficult your requestHsssible language
includes:

e Thanks. (For a very informal and normal enquiryemjuest).

* | look forward to hearing from you.

e | am looking forward to hearing from you.

e Thank you for your assistance.

* Thank you very much for your kind assistance.

« | appreciate that this is an unusual request, bwbdld be very
grateful for any help you could provide. | lookvard to hearing from you.

If you think the reader might have further questiopou can suggest
that he or she contact you; e.g. "If you have angstjons, please do not
hesitate to contact me".
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Sione Casey
21 Kauri Crescent

Onehunga
Auckland
15" November, 2002

Travelcare Ltd.
37 Khyber Pass
Newmarket
Auckland
Dear SifMadam
Begin your letter I am writing to enquire about the Goldén

by explaining the | Queenstown Holiday Tour in January next year
reason why you

are writing

Describe the Firstly, what are the dates of the toB@condly,

information you what are the ticket prices, including the price| of

need. accommodation? Wwould also like to know what
types of rooms are available and whether the hotel

to useformal P 9 Poft:

Finally, | would appreciateit if you could send
me a list of activities in Queenstown duripng
January

language and
connecting words

End your letter with| Please contact me at the above address or ¢mail

information on how| me at: s.casey@random.com. | enjoyed [the
they carcontact Golden Northland Holiday Tour last year and Igok
you as well as forward to hearing from you in the near future

something positive

Use a formal Yours faithfully
ending and always (or — Yours sincerely,
write your first and

second name .
Sione Casey

24



2.3. PRACTICE TASKS

Task 1. Match each section of the letter of enquron the next
page with the appropriate gap in the template givetelow.

a)

b)

c)

d)

)}

h)
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1. Enqguiry about Quality Control Course
2. 22 October 2009.
3. | am writing to enquire whether your company coafter a
course on Quality Control for our managers.
4. | am looking forward to receiving your reply.
5. Golden Gate Engineering.
Prince Square, Prince Street, Kowloo
6. | saw your advert in the HK Daily on Tuesday, 20tdber
2009, and the Quality Control Training Course (ReRC 101)
mentioned in the advert might be suitable for usould like to know if
it is possible for you to offer a 3-month trainiogurse starting before o
at the latest, on Monday, 9 November 2009, forcugrof 20. Could yol
send us some information about the teaching staff #he possibld
schedule for this course?
7. Yours faithfully
8. ProSkills Training Centre
Jubilee Building
Silver Road
Wan Chai
9. Dear Sir or Madam,
10. Chapmen Au
Managing Director

=

Task 2. Below you will see parts of three lettersf enquiry. Put
the correct word or phrase in each blank. Choose &im the following
list. Use each item once only:

a) advertisement; b) discount; c) latest catalogdk;price list;
e) advise; f. faithfully; g) model; h) price randgrurrent issue; j) forward;
k) particularly; I) reference; m) Dear; n) inforrimat; o) payment; p) still
available.

A

..................... Sir

| have seen your ........cccceec...... in the. .cuue.......... Of "Office Weekly"
and am interested in your range of office statipner

Could you please send me your .......cccceccwee @ ooooiiiiiiiinneneeneenn, .

oo ] to hearing from you.

YOUrS ...oooeiiviiiiiieeees

B

With ..., to your advertisementaday's "Times", could you
please send me .........ccccee.... about youcefirniture.

lam .....ooooviiiie interested in yodjustable typist's chairs.
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C
Some time ago we purchased from you some JF72-goleered

pocket calculators.

As this .....ccccvvveenennn. was so popular wailr customers, we would
like to know if it is.............ces . If soyould you kindly ..................... us of
your terms of ......cccvvvveeeiininns and any gugn................... available. Could

you also include details of any new models in tn@e ....................... .

Task 3. Study the following letter of enquiry andfill in the
missing prepositions:in, on, about for, to.

Golden Gate Engineering
Prince Square, PrinceStreet, Kowloon

22 October, 2009

ProSkills Training Centre
Jubilee Building

Silver Road

Wan Chai

Dear Sir or Madam,

Enquiry (1) Quality Control Course

| am writing to enquire whether your company cooffir a course
(2) Quality Control (3) our nuETa.

| saw your advert (4) the HK Daily on Tues®0 Octobe
2009, and the Quality Control Training Course (R@C 101) mentioned
in the advert might be suitable (5) usould like to know if it
is possible for you to offer a 3-month training smustarting before or, at
the latest, (6) Monday, 9 November 2008 afgroup of 20
Could you send us some information (7) tehehing staff and
the possible schedule for this course?

| am looking forward (8) receiving yoeply.
Yours faithfully,
Chapmen Au

Managing Director
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Task 4. Read the following letter. Make the neceasy
improvements to sound it businesslike.

Rich Lucky Trading Company
345, Nathan Rd, Kowloon, H.K.

26 October, 2009
Hi-fashion Garment Ltd

Unit 398 Shek Kip Mei Industrial Estate

Dear Friends:

REQUEST FOR CATALOGUE

Please send me your current catalogue.

Ms. Elsie Wong of Far Eastern Logistics, whom Ikeown for ages
says that you are a great company. Our Africanocost wants to imporf
a range of printed 100% cotton cloth.

| can't wait to hear from you.

Yours

K.K. Chan
Merchandiser

Task 5. Choose parts of the letter from the Contda column to
build the letter of enquiry in the Letter column.
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Contents

Letter

Paragraph 1, Sentence 1:

a) | would be grateful if you could give]
me details of the local tours your
company provides.

b) | am writing to enquire whether you
could send me details of the local tour
your company provides.

c) Please send me details of the local
tours your company provides.

Paragraph 1, Sentence 2:

a) | would also be very grateful if you
would be able to send me information
about your one-day tours.

b) | am especially interested in one-dg
tours.

¢) Send me information about your on
day tours.

Paragraph 2, Sentence 1:

a) My friend recommended you.

b) Mr. K.K. Chan of Fortune Trading
says your tours are good.

c) Your tours were recommended by
Mr. K.K. Chan of Fortune Trading.

Paragraph 2, Sentence 2:

a) This is for a staff outing.

b) Like him, | am planning a social
outing for my staff members.

¢) Mr. Chan used your company to
organise a staff outing for his staff, ang
would like to do the same.

Final Paragraph:

a) Thanks.

b) I look forward to hearing from you.
¢) Thank you very much for your kind
assistance.

Mapvertise
171, Choi Hung Road

Hung Hom

Hong Kong

Tel/Fax 22352449

www.mapvertise.com.hk
24 October, 2009

Mr. J. Wong
Fortune Tours
317, Canton Road
Tsim Sha Tsui
Kowloon

Dear Mr Wong

Enquiry about Local Tours

Yours sincerely

David Ghoc

General Manager
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Task 6. Complete this letter of enquiry. Decide wéther to use:
a, the, or no article at al| in the blank spaces.

Thank you for your letter giving us (1) .......... details of (2) ..............
products we enquired about. (3) .............. main item we are interested in
IS (4) woeveeeiiiie kitchen unit listed (5) ................... catalogue under
(S I heading CM214. As we atélding (7) .....ccccceeeeenn. large
block of apartments, we think (8) .............. unit like (9) ..o one
listed , might be (10) ........cccvveeeee. begtallation for our purposes.

Please let us know what your terms of (11) ............. trade are.
Could you also tell us if you are able to offer 12................ trade and
[((C) R guantity discounts on (14)........... price for (15) .....cccc......
large order? We would also be grateful for (16)............. samples of all
materials used in (17) ...........cceee manufeetof your units. I'm including
(18) oo, plan of our apartments] &I9) ................. dimensions we
would need.

2.4. ALETTER OF REPLY

When replying to a letter or enquiry from clierdssociates, customers
or colleagues, it is important to maintain an appedie amount of
formality. Your written communication may very wdbe the first and
possibly only correspondence between you and tliginat sender, so
making a good impression is crucial.

* Open your reply letter by making reference to dhiginal letter
you received. Use an opening line such as "Witaregfce to your letter" or
"Thank you for your lettdemail." At this time, paraphrase some of the key
points mentioned in the letter you received. Thts lyour contact know that
you have grasped his message and understand hisompodhis is an
important element if you are dealing with a bosscostomer, and even
more important if it is a boss or customer issuingomplaint. Remember
not to use his first name unless you are closaddeor colleagues and he
used your first name in the original letter. Fomsone you do not speak
conversationally with, formal is best. Use the lagte preceded by Ms.,
Mrs. or Mr. if you know the person's name; and éuydo not know the
name use "Dear Sir or Madam."

« Follow through after your introduction by addiegsthe question,
enquiry or request. Answer any questions or diteetperson to someone
who has the answers and do your best to solve astylgms brought to
your attention.

» Close your letter by using a phrase that antiefpéuture events, or
offers help. Some common phrases that are acceptablude, "If you
require more information, don't hesitate to contaet" or "I look forward
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to your reply." Again, maintain formality as yowi§h the letter. For a
recipient you do not know, or if you are addressingentire department use
"Yours faithfully" followed by your name. If you dknow the name, use
"Sincerely." For a friend or close colleague, "Bé&¥ishes" or "Best
Regards" are both appropriate.

2.5. CONTENT OF REPLIES

Acknowledging receipt of an enquiryrequest:

— Thank you for your letter of ... regardif@pncerningin connection
with ... .

— | refer to your enquiry abolrelating to ... .
- | have received your letter of ... requesting infotiomabout ... .

Explaining action taken as a consequence of the any:

- | have (reviewed our available stock) ... .

— We held a meeting on 21 January to discuss possilgions.

- | have checketiooked intdinvestigated (the possible approaches) ... .

Making suggestiongjustifying recommendations/pointing out
pros and conghedging:
— The best choice would be ... since ... .
— 1 highly recommend ... ddlue to the fact that ... .
... would probably be more suitable because ... .
— ... seems to suit you better although ... .
— Perhaps you should choose ... even though ... .
— 1 suggest that you (should) choose ... .
— | recommend this item since ... .
- Inview of the fact that ..., | would strongly recorand ... as ... .

Apologising and rejecting proposals:

— While | appreciate your firm’s need for this infoation, | regret
that ... .

— It will not be possible to ... for legal reasons. Afe bound to ... .

— Your proposal is of interest to us, and we have ¢@mubultations
about it.

- However, we feel that it will not be in our intetgdo ... for
reasons of (privacy).
— We are concerned that ... .

Stipulating action requested or to be taken:

— We shall arrange for ... by ... at the latest.
- Ishall seetoitthat ... .

— Our company will arrange for ... .
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Establishing goodwill and suggesting contact:

— | hope this suggestidimformation will be useful to you.

— | hope this information will prove useful to you.

— | hope that this information will help you to maklecisions on
your order.

- | look forward to hearing from you.

- | look forward to receiving your confirmation of ...

- Ilook forward to doing business with your compamyhe future ... .

- Please feel free to contact me again if you hayefanher queries
on....

— Do contact me on 27615432 if you need further imfation.

— Please do not hesitate to contact me on 27615482dh be of
further assistance.

2.6. PRACTICE TASKS

Task 1. Below you will see parts of three lettersrswering an
enquiry. Put the correct word or phrase each blank.Choose from the
following list. Use each item once only:

a) additional features; b) enclosed leaflet; c)hierr details; d) pleasure;
e) competitive price; f) enquiring; g) hesitate;rajpge; i) date; j) enquiry;
k) in addition; 1) sincerely; m) doing business; fijll details; o) in
production; p) supply.

A

Dear Ms Prentice

Thank you for your ................. of'May about our office stationery.
We have ................ in enclosing our latedalogue and price list. W
hope you will find it of interest.

If you require any ............... , please do not............ to contact us.
YOUrS ......eeennnee .

B

Thank you for your letter of Januaril 4asking about office furniture.
The enclosed catalogue contains ............ f.auo range. In most cases
we are able t0 ....ccccoeeeenn. you with the d®oyou require within

fourteen days.

We look forward to receiving an order from you.
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C

Thank you for your letter of*LJune, .................. about the JF72 pogket
calculator.

This model is no longer ................... as atstbeen superseded by the
JF73 solar-powered pocket calculator. As you wile sfrom the
......................... , the new model has sdvera............... at an extremely

We have also enclosed our latest catalogue givetgild of the vas
..................... of electronic goods we supply

We allow a discount of 30% on purchases of nottleas 50 of the samg
model, and 35% on quantities of not less than 10Q............... , We give
a discount of 3% for payment within fourteen daysf .................... of
invoice.

We look forward to .................... with youtime near future.

Task 2. Match these words with their definitions.

1) catalogue a) details of conditions of sale

2) trade discount| b) price reduction to a comparthé same business

3) order ¢) a small amount of a product offeree tiea
potential customer

4) quantity d) book giving details of items for sale
discount
5) sample e) request from a customer to supply good

6) terms of trade| f) price reduction for a largdear

Task 3. Study the following letter of enquiry andfill in the
missing prepositions:at, on, from, for, to.
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NOVELTY SAFETY EQUIPMENT LTD
14" Floor Shun Koo Building
Aberdeen Hong Kong

6 Sep, 2010

Attn: Mr Tim Lee
Manager

Sun Lee Consultancy Ltd
198 Fa Yuen Street
Mongkok

Kowloon

Dear Mr Lee

Enquiry regarding fire extinguishers

Thank you (1) your enquiry regarding our Iyengleased rang
of fire extinguishers.

You will see (2) the enclosed catalogaéttie range has beg
extended to include some highly efficient portabktinguishers for us
) construction sites.

We are offering (4) our existing customerd586 discount
(5) orders of extinguishers from this nemge.

We look forward to your increased order (6) this discount rate.
Yours sincerely
Silvia Choi

Silvia Choi
Merchandising Manager

Enc. 1

1%

2N

Task 4. Match each section of the letter of enqujron the nex
page with the appropriate gap in the template givetelow.
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a)

b)

B

L&
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1. Dear Sir

2. 6 Sep 2010
3. We would be pleased to quote prices and schedujgsiicould
provide us with more detailed information.
4. Yours faithfully
5. Taifoon Trading Company
135 Tong Chong Road
Shaukiwan
Hong Kong
6. Creating a New Image

7. Gloria Business Consultants

6 Floor, 67 Booth Road
Causeway Bay
Hong Kong

8. Thank you for your letter of Thursday, 2 Septemi2&10

concerning the creation of a new image for the Yumaute.

9. May we suggest that we send two representatives, Ddwvid
Poon and Miss Cindy Tam to your office on Wednes@a$eptember 2010
at 10:00 a.m. for further discussions. Please dohaseitate to contact me
if the date and time is not convenient for you. kyephone number is

2346-8999.

10. We would like to congratulate your company on thauiguration
of this new route. We are very much interestedelping to create a new

image for it.
11. S. Kong

Simon Kong
Managing Director

Task 5. Read the letter on Page 37. Fill in each gawith the
letter corresponding to the appropriate word.

1. | a)for b) regarding ¢) regardless d) into

2. | a)read b) written c¢) investigated  d) described
3. | a) medical | b) pharmaceuticgl c) computer d)tedeas

4. | a)interests| b) force c) effect d) demand
5. | a) making | b) doing ) exercising d) avoiding
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Everlong Batteries ]
171, Choi Hung Road
Hung Hom, Hong Kong

Tel/lFax 2235 2449

6 Sep, 2010

Mr J Wong
Purchasing Officer
Fortune Goods
317 Orchard Road
Singapore

Dear Mr Wong

Enquiry about Batteries

Thank you for your letter of Thursday, 2 Septemt€10
(1) making copies of the sample battetysent us.

| have (2) the situation and found thair wpecifications
are exactly the same as the design of a proprietargera battery
manufactured by a large Japanese (3) company

We feel that it would not be in our (4) to supply this
type of battery.

However, | would like to thank you for consideriogr company a$
your supplier.

I look forward to (5) business with yoampany in the
future

Yours sincerely

David Choi

David Choi
Distributions Manager
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Task 6. Match the items in the boxes on the leftith the items
on the right.

1.

Acknowledging receipt of an
enquiry

a) This is because it would be the
cheapest option

Explaining action taken as a
consequence of the enquiry

b) Although this is slightly more
expensive, the quality is higher

Making suggestions

¢) | hope that these detill
assist you in your decision

Justifying recommendations

d) I'm afraid tvatdo not feel
that this is in the best interests
of our organisation

Pointing out pros and cons

e) We would begtiedid to
comply with your request

6. Hedging f) Please do not hesitate to getin
touch if there is anything | can do
7. Apologising and rejecting g) | have reviewed our product

proposals

range and found a suitable
model for you

. Stipulating action requested

to be taken

bth) Thank you for your letter
asking about our products

. Establishing goodwill

i) This may be the mssitable
choice for your company

10. Suggesting contact

i) ' would advise you to ..
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2.7. SELF-CHECK QUESTIONS

ONoU~WONE

What is the objective of a letter of enquiry?

Why is it important to address the recipient by a&m

What steps should be taken when writing a lettesnafuiry?
Why is it important to review and revise your |ette

What is a typical structure of a letter of enquiry?

What is the purpose of a reply to an enquiry?

What is the most appropriate beginning to a replgrt enquiry?
What is the best way to close a reply to an encamgy why?



Unit 3
QUOTATIONS AND ORDERS

3.1. ALETTER OF QUOTATION

In reply to an enquiry you want to provide a po@ntustomer with a
quotation. This will, of course, quote the price fbe requested goods or
services, but it will also give some or all of flefowing information:

1) details of any application discounts (a tradscaunt may be
offered to companies in the same line of busindsteva quantity discount
may apply to orders over a certain amount);

2) details of what costs (if any) are includedtlie price, such as
transport and insurance;

3) the preferred method and terms of paymentgfample, a letter of
credit payable within 30 days);

4) some indication of how long it will take foretlyoods to reach the
customer (Figure 3.1).

Notes:

guotation -crouMocTb, 1IeHa, pacleHKa

quote the price ycranaBauBaTh pacleHKH, HA3HAYATH [IEHY
guantity discount -errroBas ckuka

letter of credit -akkpenutus

Dear Mr Gianelli

Thank you for your fax of 18 May, in which you ressti a quotatior
for 5 EMC180 flat-bed scanners.

We can offer a gross price of £3,425.00 — unitgprit685.00 — c. i. f
Genoa. This includes a quantity discount of 10%.

Payment may be made by irrevocable letter of cradily banker’s|
draft. On all initial orders we usually require pagnt on delivery, and
for all subsequent orders we allow a 30-day crpdiiod. Please let us
know how you would like to arrange payment.

We have the items in stock and can assure youwthatorder will
be dealt with promptly. Please allow six weeksdelivery.

We look forward to hearing from you again soon.
Yours sincerely

P J Wilson
Sales Manager

Figure 3.1. A letter providing a quotation
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Notes:

flat-bed scanner mnanmerHsiit ckanHep

irrevocable letter of credit 6e30T3bIBHBII aKKPEIUTHB

banker’s draft «tparra, BeICTaBIEHHAs OXHUM GAHKOM Ha JAPYroii

payment on delivery -Hamo)eHHBIH IAaTEX, OIUIATA MPH JIOCTABKE
(ctoco6 pacuéroB, NpH KOTOPOM OIUIaTa MPOM3BOIAMTCA IIPU JOCTABKE
TOBapa)

c.i.f. (cost, insurance, and freight): includes edists to the named
destination

3.2. ALETTER OF ORDER

All businesses order supplies. Supplies include yndifierent items:
computers, parts for assembly, and pens and pefailexample. It is very
important for businesses to have supplies when tleey them. When you
need supplies, first discuss price and availabilityen send a letter with a
formal purchase order (Figure 3.2).

Production Schedule: Computer Assembly

Computer Assembly Component Component
Model Start Date Chip Sets Drives
G34 0215 Intex 440SX Ultra ATA88
SUX600 0215 AG B 5/x/233 Ultra ATA/88
550 PL 0315 Intex 600 Ardo 6L
PC100( 03/15 Intex 440SX Ardo 6L
PURCHASE ORDER 113512
Componert | quany PUITEE | cost | Cosiess | Stock ot
Intex 440SX 100,000 $500 $50,000 $45,000 02/05
AGB 5/x/233 50,000 $800 $40,000| (6) 9)
Intex 600 @ _ $500 3)____ | $22,500 a0)__
Ultra ATA/88 | 100,000 $1,000 [$100,0000 (7)__ 02/05
Ardo 6L 2 $1,000 | (4) 8) 03/05
TOTAL n/a n/a (5)____| $283,500 n/a
Deliver by stock date to: Send invoice to:
Mr. Walter Granger Ms. Marcia Collins
Shipping and Receiving Department | Accounting Department
Dalway Computers Dalway Computers
Address on file Address on file
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Notes:
The abbreviatiom/a meansnot applicable It means that what is

asked for does not apply for the situation.

Dalway Computers
JI. Barito Il,Ne 48
Kby baru
Jakarata 11001, Indonesia
Phon&021) 5200357
Fax: (021) 5493794
info@dalway.com.id

To: Ms. Jackie Chen

Title: Export Manager

Company: Component Outsource Ltd.

Address: 50 Orchrd Road

Singapore 238865
Telephone:(65) 735 58 09

Fax: (65) 73558 11

Pages: Cover plus 1

Date: November 24,20

Ref: Customer Number: DC 43223 — A

Dear Ms. Chen:
| an sending by fax Purchase Order 113512 for dileviing chip
sets and drives.
Chip sets 100,000 Intex 440 SX
50,000 AGB 5/x/233
50,000 Intex 600
Drives 100,000 Ultra ATA/88
100,000 Ardo 6L

These components should arrive no later than thek sfates noted
in the purchase order. Delivery instructions artaitkd in the purchasg
order.

As you discussed in your November 23 telephone exsation with
M. Simpson, you offered to waive shipping costs endive a 10 percer
discount. We appreciate the offer and, as with iptessorders, will pay
upon receipt of an invoice and the components.iting instructions are
detailed in the purchase order.

—

If you have any questions concerning our orderasdedo no
hesitate to contact me.

Sincerely

Mark Wu
Purchasing Specialist

Figure 3.2. A letter ordering supplies
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The body of a letter ordering supplies generally foar parts.

Part Content Example
Opening | Tell what you arel an sending by fax Purchase Order
ordering 113512 for the following chip sets and
drives
Focus Tell when you These components should arrive no
need the item| later than the stock dates noted in the
Tell how to| purchase order. Delivery instructions
deliver the item | are detailed in the purchase order
Action Tell how you will | As you discussed in your November 23
pay for the item | telephone conversation with M. Simp-
son, you offered to waive shipping
costs and to give a 10 percent discount.
We appreciate the offer and, as with
previous orders, will pay upon receipt
of an invoice and the components ...
Closing Ask them td If you have any questions concerning
contact you if| our order. Please do not hesitate to
necessary contact me

3.3. ALETTER CONFIRMING AN ORDER

When you send a letter confirming an order, be ifipe&Give any
additional information about the order, such asm#ehat are out of stock or
on the back order (Figure 3.3).

Before you write the letter, make sure that you fdfill the order.
If there is a problem with availability or schedulgrite about it in the letter.

Notes:

out of stock —otcyrcTByrommii (Ha ckiange), He HMCIOLIMIACA B
HajuuuK (Ha CKiae)
back order -sessinonHenHsIi (3aaepKaHHBII) 3aKa3 (3aKa3, KOTOPBIi
U3-32 OTCYTCTBHS TOBapa y MPOJABIia, HE MOXKET OBITH BBIMOJIHEH B JaHHBIN

MOMEHT,

HO MOJXET OBITh BBIIOJHECH TI03KE,

BBIIIOJTHCHHUE 3aKasa

3a/Iep)KIBACTCS, €CIHM KIHUEHT COTJIACeH IMOJ0KIATh W HE OTKA3bIBACTCS OT
3aKa3a Cpasy; 3allMCaHHBIA MPOJABIIOM B KAa4eCTBE 3a[CPXKAHHOTO 3aKa3a,
TOBAap HEMEUICHHO TIEPE3aKa3bIBACTCS Y MOCTABIIUKA)
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Component Outsource Ldt
350 Orchard Road
Singapore 238865

Telepone (65) 735 58 09
Fax (65) 73558 11

December 3,20

Mr. Mark Wu

Dalway Computers

JI. Barito 11, Ne 48

Kby baru

Jakarta 11001, Indonesia

Ref: Purchase Order 223512 of November 24

Dear Mr. Wu:

We received your November 24 fax and Purchase Ciidb12.
We are pleased to supply the components you regplest the date
specified, with the exception noted below.

U7

As we discussed in our phone call this morning, dhip set Intex|
440SX is not in stock.

We will back order this item and will ship it onliteary 5.

If | can be of further assistance, please do nsitdte to call. You
business is very important to us, and we look fodata serving you in
the future.

Sincerely yours,

John Wilson
Product Manager

Figure 3.3. A letter confirming an order
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Notes:

to ship —otmnpaBiaTs, EPEBO3UTH, TPAHCIIOPTHPOBATH (TOBAPHI WIIH
IPY3bl MOPEM, 10 KEIE3HOM JOpOre, O BO3YyXY, aBTOTPAHCIIOPTOM)

The body of a letter confirming an order generhbyg four parts.

Part Content Example
Opening | Refer to the specificWe received your November 24
order and the date it wasfax and  Purchase  Order
sent or arrived 113512 ...
Focus State the problem, ifany As we discusseaun phone
call this morning, the chip set
Intex 440SX is not in stock
Action Tell what you plan to do] We will back ordibiis item and
will ship it on February 5
Closing Thank the reader If | can be of furtheristasce,

please do not hesitate to call.
Your business is very important
to us, and we look forward to

serving you in the future

3.4. PRACTICE TASKS

Task 1. Match the beginnings and ends of these sences.

. Please find enclosed our current prj@@ cheque or credit

. Please fill in the order

b) with you for 2,000 @nit

. The prices quoted are subject to

C) we can expiciedy

. Payment can be made by

d) discounts you can offer

. We offer free overnight delivery on| e) for £395.95

. We would like to place an order

f) place furthedens with you

N|jo|loalhr|lW|IN|E

trade

. Please could you let us know what | g) list and order form

8. If the product sells well, we will

h) form on Pagé

9. Please find enclosed a cheque

i) orders of ovel0p50

10. Please let us know when

i) VAT at 17.5%
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Task 2. In each question, two of the sentences are appropte to
use in a letter ordering supplies. Circle the lettes of the two sentences.

1. Opening:
a) | have enclosed Purchase Order A-342 for 50,000 daves.
b) To confirm our telephone conversation, | am sendingchase
Order 85-3425 for the following items.
¢) Could you send me some chip sets, please?

2. Focus:
a) The items should be shipped to arrive no later March 15.
b) Are these items in stock?
¢) We would appreciate receiving the items as soopoasible,
but no later than April 15.

3. Action:
a) Let us know now much we owe.
b) As we agreed, your invoice will be paid 30 daysattelivery
of the chips and drives.
¢) Your invoice will be processed upon receipt of tbenponents.

4. Closing:
a) We appreciate your cooperation in filling our order
b) You're not the only supplier, so do a good jobder
¢) We look forward to continued good relations withnqmnent
Outsource Ltd.

Task 3. When you place an order, you must be very prexg.
Give the reader all the information needed to filthe order.

What What items do you want to order?
How  How many items are you ordering?
When When do you need the items?
Who  Who will receive the order?

Who  Who will receive the invoice?
When When will the invoice be paid?

Answer the questions. Use the purchase order ande¢tmodel fax.

1. What items did Mr. Wu order?

How many of each did he order?

When does he need the items?

Who will receive the shipment of components?
Who will receive the invoice for the components?
When will the invoice be paid?

ogakrwN
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Task 4. The opening tells the reader exactly why you ar
writing. Be very specific.

Complete these opening sentences for a fax orderisgipplies. Use
the prepositionsof, for, on andwith. Use each preposition one time.

1. | am sending purchase order 64-321 along e campleted
credit reference form.

2. Our order 50,000 drives, model number ABis3,
enclosed.

3. We are canceling our order June 3.

4. As we discussed the phone this mornirgn lsending

purchase order 4858D for 10,000 chip sets.

Task 5. You must also be very specific with delivery dails.
Compare these sentences.

General We need the components next week.
Specific These componenghould arrive no later the stock dates
noted in the purchase order

Here are some prepositions and prepositional pbrésst used for
deadlines:
Before by no later than on or before.

Rewrite these general statements. Replace the undlaed word or
phrase with specific times and dates. Use the pregitions and
prepositional phrases mentioned above and add yowwn specific times
and dates.

1. Please deliver the produsEAR
Please deliver the product by COB Januar¥{. 10

2. We look forward to receiving the chip sets soon

3. The components should be sent to our warehawséew days

4. ltis important that the goods be receiirethe near future

5. The items must be on hanelxt month
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Task 6. Complete the sentences in this letter. Use thgords
below.

a) balance; b) delivery; c) following; d) ordey;oencerning; f) enclosed;
g) items; h) submit.

Guangzhou Exports

Ne 6 Shamian South Street
Guabgzhou 510133
Phone (86-20) 8120-8777
Fax (86-20) 81208778

March 18, 20

Ms. Carmen Santana
Go Manufacturing
Western Industrial Zone
Guangzhou 511356

Dear Ms. Santana:

| am enclosing Purchase Order A-53 for the (1)
office supplies:
10 boxes of printer paper
5 boxes of # 10 envelopes

We would like these (2) deliveredater than
Monday afternoon. (3) instructicare on the
4) purchase order.

As usual, please apply the total of this (5) against
our credit line. We will pay the (6) at the end of the
month when you (7) an invoice.

If you have any questions (8) our order,

please do not hesitate to contact me.
Sincerely yours,
John Yu

Purchasing Supervisor
Enclosure
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Task 7. Marcia Wess sent an e-mail ordering supplies. He
underlined words show ten places where she made ers. Write the
correct word or punctuation above the errors.

To: order@YourSupplies.net
Sub: Furniture Order
Date Tue, Mar 12, 20 __

Dear (1)OrderedDepartment:

We would like to (2)ordering the following items (3)at your spring
catalog (4) ?

Page 32

One oval conference table, 486, dark oak

BVS-OV4896TDO, $187.00

Page 49

Two 72 bookcases with six 11 deep shelves, walnut

CEG-4952M; $299.00/bookcase

We would like the table and bookcases (gJivers as soon as
possible, but no later than April 12.

Please ship (6pr the address below.

Please let me know the total (@psting including shipping andl
handling. We will then provide you with a credirdaaumber.

(8) Sinceyou have any questions, you can telephone meo(9)
(310) 555-2424.

Sincerely yours (10) :

Marcia Wess

Better Business Inc.
1647 West Lske St.

Los Angeles, CA 90020
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Task 8. Circle the letter of the sentence that is mostimilar to
the sentence in the Model Letter: Confirming an Ordbr.

1. Opening:
a) Your e-mail ordering office furniture was received.
b) We are pleased to confirm your order for the offegplies
listed in your letter of May 3.
c) We got your order.
2. Focus:
a) We don't have any left.
b) Item number OSD-32 is very popular this year.
¢) In our telephone conversation, | offered you a chdietween
10- or 20-pound copy paper.
3. Action:
a) You'll get the items eventually.
b) We will substitute the oak for the walnut desk.
¢) We will ship the items in stock and will ship thadk-ordered
items no later than May 15.
4. Closing:
a) Our products are the best in the business.
b) We are having a special sale at the end of the mdtease
call customer service if you would like a catalog.
c) If there’s any way we can improve our service, péedo not
hesitate to tell us.

Task 9. In many business letters and in all e-mails, #re is a line
that tells the reader what the focus of the letteiis. This is called the
subject line or the reference line. It is importantthat this line be clear
and concise.

Ref: Purchase Order 113512 of November 24

Write a check (¥) next to the phrases that are good subject or
reference lines.

Your order

G. Barton’s fax of June 12

Back-ordered items

Our August 15 telephone conversation
P0O466-43A

What are we going to do about PO 6847
Out-of-stock item: ODD-344 oak desk

ONoU~WNE

il

g
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Task 10. When there is a problem, you must give a solan.

Problem Chip set Intex 440SX is not in Stock.
SolutionWe will back order this item and will ship it onb¥aary 5.

Write the letter of the solution that best solveste problem.

Problems:

1. All components are out of stock .

2. The bookcase is not available in white .

3. Items ODS, printer paper, is back ordered .

4. The items you ordered are available only in lamentities.

Solutions:

a) We have it in brown and black.

b) We will ship the larger quantities, but charge yanly for the
number you ordered.

c) It will be in stock by June 10.

d) We will forward them to you as soon as they ardlalbke.

Task 11. Complete the sentences in this letter. Use theords
below.

a) additional; b) fax; c) in stock; d) ordered;amything; f) important;
g) number; h) requested.

West Virginia Office Supplies
220 First Ave.
Morgantown, WV 26506

March 3, 20

Javier Perez

Office Manager

Winston and Peraz, LP

1400 18" street, Suite 330
Washington, DC 20036-1301

Re: Purchase Order 6453

Dear Mr. Perez:

Thank you for your (1) and PurcRasker 6453.
All of the items are (2) atiltl be shipped
overnight as you (3) .
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You (4) 100 black pens, stock mund245.
As we discussed on the telephone, these pens nowe @o boxes of

twelve. We will send you 10 boxes of twelve for
(5) charge.

Your business is very (6) tdfuse can do
@) else for you, please callameny toll-free
(8) , (888) 555-2323, extoR4-mail me a

rnair@wvoffice.com.
Sincerely yours,

Rajan Nair
Account Manager

Task 12. Nguyen Tan sent an e-mail confirming an orderThe
underlined words show ten places where he made em Write the
correct word or punctuation above the errors.

To: mweiss@betterbusinessinc.com
From: nguyen_tan@yoursupplies.net
Subj: Your April 3 furniture order

Dear (1)ms.Weiss:
I (2) receivingyour e-mail order (3pnthe following items:

1 (one) oval conference table, 486 inches, white, BVS}

OV4896TDO, $187.00;
2 (two) 72-inch bookcases with six ll-inch-deep Igbs, walnut
CeG-4952M, $299.00 per bookcase.

The table (4)is been shipped today and should arrive tbyour
office no later (6XhenApril 12.

Unfortunately, the black bookcases (F)out-of-stock, but we can

substitute them with white bookcases if you wisét ine know.

| apologize (8)boutthe inconvenience, and hope we can work
an acceptable (%olutionsfor you.

(10) Sincereyours,

Nguyen Tan
Sales Manager
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Task 13. Due to a malfunctioning word processor, the flmwing
two letters have been mixed up. One is from Discpr&A providing a
quotation for a further order of software plugs. The other is from
Physiologica to confirm the order. Match each missig section with the
appropriate gap on the blank letters.

1. We would like to place an initial order withyfor 500 RSP 11 W
plugs and enclose your official order form. We nallsnmake payments by
banker’s draft. Could you please confirm that thiacceptable to you?

2. Further to your letter of 1 July and your megtivith Mr Gerard
in London on 18 July, | am pleased to be able ¥e gbou a quotation for the
software protection plugs you discussed.

3. P Varenne

Sales Manager
4. Thank you for your letter of 23 July.
5. We hope that this highly competitive price witheet your
approval, and I look forward to receiving your arde
6. Dear Mr Varenne
7. Anne Newson
Project Director
Enc.

8. Mr P Varenne
Discpro SA
251, rue des Ramoniéeres
F-86256 POITIERS CEDEX
France

9. 1 would like to point out that delivery befditee end of November,
as agreed with Mr Gérard, is a firm condition oftbrder as we hope to
have the program ready for sale by then.

10. Dear Ms Newson

11. We would be able to supply 500 RSP 11 W plugs unit cost of
£17.86, including transportation costs. On any talthl orders, we would
be able to offer a 20% discount on the unit price.

12. Ms Anne Newson

Project Director
Physiologica

17 Princes Street
London EC1 7DQ
UK
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251, rue des Ramoniére§-86256 POITIERS CEDEX

DISCPRO SA Tel (33) 99681031
Telecopie (33) 102163

Ref: PV/KH
23 July, 20

a)

b)

<)

d)

e)

Yours sincerely
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PHYSIOLOGICA 17 Princes Street  Telephone 071 982 7111
London Telex 988153
EC1 7DQ Fax 071 982 7712

Our ref: AN/JS
Your ref: PV/IKH
27 July, 20

)

h)

)

k)

| look forward to hearing from you.

Yours sincerely

1)

Task 14. When writing formal letters, we often precede
guestions which ask for information with phrases ke Could you please
let us know...and Kindly inform us...

Look at the examples below and note how the origihajuestions
change when they become part of a longer questiom statement. Then
change the questions which follow in the same way.
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1. When Where How will the consignment arrive?
Could you please let us knomhen/where/how the consignment
will arrive?
2. Do you offer discounts on large orders?
Could you tell usvhether you offer discounts on large ordets
3. Are you interested in this order?
Please let us know whether you are interestedsroffer.
1. How would you like us to pay?
Could you please let us know
2. How many items would you like to order?
Please let us know
3. Do you have the items in stock?
Could you please tell us
4. Are these terms acceptable to you?
Please let us know
5. Do you anticipate any delays with delivery?
Please let us know
6. When would you be able to ship the order?
Kindly inform us
7. Where would you like to send the order?
Please let us know
8. Would you prepared to offer us a quantity dist@
Could you please tell us
9. When would you like to receive payment?
Please let us know
10. Would you like us to arrange a maintenanceraott
Kindly inform us
3.5. SELF-CHECK QUESTIONS
1. Whatis the purpose of a letter of quotation?
2. What should you start a letter ordering supgplhéh?
3. What should be written in the second part détéer ordering
supplies?
4. s it necessary to tell how you will pay foethiem in a letter of
order?
5. In what way should you end a letter orderingpdies?
6. What are the key points in writing a letter ftoning an order?
7. What information should you give about the o?de
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Unit 4
COMPLAINTS, CLAIMS AND ADJUSTMENTS

Business transactions are not always successfal;ettthange of
money, merchandise, or service is not always smodéthen problems
occur, the customer must promptly notify the compéay letter. Such a
letter is called acomplaint. A complaint that calls upon the company to
make restitution is called elaim. The company, responding to the claim,
will write a letter ofadjustment.

4.1. ALETTER OF COMPLAINT

When a customer is dissatisfied with goods or ses/ia complaint
letter will inform the company or organization dfet problem. The letter
presents the facts and expresses the customeasisfsction (Figure 4.1).

Because a complaint, unlike a claim, does not rsecig call for
action or compensation from the company, it shoble answered
gracefully. Indeed, the writer of a complaint isfesing help to the
offending organization, an opportunity to improt& dperations. Therefore,
the response to a complaint is concerned and @ustdutnot defensive.
It may offer an explanation and suggest remedias dhe being followed.
It definitely should extend an apology.

Notes:

merchandise foBapsr

notify — u3Beniars, yBeqOMISATH

restitution —Bo3merenne yoRITKOB
complaint —kano6a

claim —mperen3us, TpeboBanue, pexiamManus
adjustment eornacoBanue; yperyaupoBaHue
concerned -60eCOKOeHHBIN

remedy —noco0 ycTpaHeHus

apology —u3BuHEHHE

21 West Main Street
Cochecton,
NY 11222

October 9, 2006

Dr. Linda Peters, Director
County General Hospital
Route 97

Callicoon, New York 11203
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Dear Dr. Peters:

On the afternoon of October 8, my neighbor's soevii Sawyer,
was raking leaves in his family's yard when hepeigh and fell. From the
degree of pain he was obviously experiencing, psated he might hav|
broken his ankle. Thus, as the only adult arountth@time, | drove hinf
to your hospital.

17

D

When we arrived at the emergency room, no one wasahle to
help Kevin from the car, and | had to help him Helih as best | could.
The effort increased his pain, yet when we wer@@mghe receptionist,
without looking up, told us to take a number andtvear turn. We
waited for more than two hours before Kevin wasid®ea doctor.

As a member of the community your hospital seri/@sn outraged
by the treatment my young neighbor received. Tk & concern wag
upsetting; the lack of attention could have befmthireatening. All of ug
in Wayne County deserve better treatment, and €hao will look into
the situation to see that the suffering caused iK8awyer is never again
inflicted by an employee of your institution.

Yours truly,

Michelle Sussman

Figure 4.1. A letter of complaint

Notes:

rake leaves €rpedarth JUCThs rpadIIMU

trip — CIOTKHYThCS

emergency room eTaesieHue SKCTPEHHOW MEIUIIMHCKON TTOMOIIN
hobble <xpomaTts

be outraged Bo3mymaTscs

deserve 3acnyxuBath

inflict — nprumHsTE G0MTB

4.2. ALETTER OF CLAIM

A claim is written tainformthe company of the problem asdggesta
fair compensation. No matter how infuriating théuna of the problem nor
how great the inconvenience, the purpose of a clailNOT to express
anger. The purpose is to get results.

Therefore, it is important to avoid a hostile orn@deding tone.
A claim must be calm and polite. Of course, it dtalso be firm.
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A claim should begin with the facts, first explaigithe problem (such
as the condition of the merchandise or the speeifiar made). Then all the
necessary details should be recounted in a logichdr. These details may
include the order and delivery dates, the ordefrinepbice number, the
account number, the method of shipment, and soAocopy of proof of
purchase, such as a sales slip or an invoice, ghmilincluded whenever
possible (always, of course, keep the originaly(Fre 4.2).

RememberYou are more likely to receive a favorable resgofrom
an adjuster who understands your problem thoroughly

The second part of the claim emphasizes the loBxonvenience that
has been suffered. Again, the account should hedaand unemotional.
You should NOT exaggerate.

Notes:

infuriate —puBOIUTE B APOCTH

hostile —Henpus3HeHHbIH, HeAPYKETHOOHBIN
recount —-usjarartb

invoice —cuér-axtypa

shipment -eTnpaBka ToBapoB

proof of purchase aoka3arenscTBO MOKYNKH
sales slip -toBapHBIii, KACCOBBII YeK
exaggerate HpeyBeNHINBATH; YCIOKHITH

811 Regent Street
Phoenix, Arizona 99087

December 3, 2009

Gleason's Department Store
2297 Front Street
Phoenix, Arizona 99065

Dear Sir or Madam:

| have just received the November statement on mayge account
(No. 059-3676). The statement lists a purchas&88r95, including tax
which | am sure | did not make.

This purchase was supposedly made in DepartmentoQ8
November 12. But because | was out of town the weke tenth and
no one else is authorized to use my account, | @@ the charge is in
error.

I have checked all the other items on the statemgainst my sale
receipts, and they all seem to be correct. | amefbee deducting the
$83.95 from the balance on the statement and sgndin a check fo
$155.75.
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I would appreciate your looking into this matterteat myaccount
may be cleared.

Sincerely yours,

Margaret White

Figure 4.2. A letter of claim

Notes:

statement Beinucka co cuéra

charge account ¥peauTHBbIi cUET
purchase Hokymka

charge -sauncnenue Ha cyér

authorize -paspemars, CaHKIIHOHHUPOBATH
receipt —«BuTaHIHs

deduct —uurars

appreciate -65ITh MPU3HATEILHBIM

4.3. ALETTER OF ADJUSTMENT

Finally, you should propose a reasonastfustment. This should be
worded positively and communicate your confidericd the company will
be fair.

As you read the sample claims, notice especially they state all the
facts calmly The writer never expresses angeever makes a threaand
never attempts to place blanmf all times, the letter is directed toward the
solution.

Claims should be answer@domptlywith a letter that will restore the
customer's goodwill and confidence in the compéaike a claim, a letter of
adjustmenemphasizes the solution rather than the error anglices the
customer that you understand and want to be fair.

An adjustment letter begins with a positive stateinmexpressing
sympathy and understanding. Near the start, itthetseader know what is
being done, and this news, good or bad, is follob@n explanation. The
letter ends with another positive statement, reaffig the company's good
intentions and the value of its products, but NEVEeRers to the original
problem.

Whether or not your company is at fault, even thasthostile claim
should be answered politely. An adjustment letterutdd NOT be negative,
or suspicious. NEVER accuse the customer. NEVERtgray adjustment
reluctantly. Remember, your company’s image anddgdlb depend on
how you respond, even to unjustified claims (Figdu®).
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When the facts of a claim have been confirmed, oh¢hree fair
solutions is possible:

1. The requested adjustment is granted.

2. A compromise adjustment is proposed.

3. Any adjustment is denied.

Notes:

word —BeIpaKaTh CJIOBAMH

place blame -ecyxaath, nopunats
promptly —6sicTpo, cpasy
goodwill —pacrionoxeHue, T06POKENATEIEHOCTD; PEIyTALHS
reaffirm —BHOBb OATBEPKIATH
be at fault -6bITs BUHOBHBIM

ant —mpexocTaBIsATh

reluctantly —c neoxoroii
unjustified —aeonpasranHbIi
deny —otBeprars, OTpHIIATH

GLEASON'S
Department Store
2297 Front Street

Phoenix, Arizona 99065

December 8, 2006

Ms. Rosetta Falco
811 Regent Street
Phoenix, Arizona 99087

Dear Ms. Falco:

As you mentioned in your letter of December 3, yeere indeed
billed for a purchase you had not made.

According to our records, you should not have belearged the
$83.95, and the sum has been stricken from yowuetc

Thank you for bringing this matter to our attentiéie hope you
have not been inconvenienced and will visit Gle&ssoon so that w
may again have the pleasure of serving you.

U

Sincerely yours,

Figure 4.3. A letter of adjustment
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4.4. PRACTICE TASKS

Task 1. The text below summarizes basic features of complds,
claims and adjustments. Read the text and fill in e gaps with
appropriate words:

a) delivery; b) solution; c) statement; d) goodwi#t) hostility;
f) a remedy; g) courteous; h) account; i) sympathy.

A complaint is written to inform an organizationcaib a problem.
A claim is a complaint that also requests 1) _ to the problem. A claim
letter has three parts:

1) a complete, detailed 2) of the problem;
2) a clear explanation of the consequences of thelggb
3) arequest for a reasonable 3) to the problem

Both complaints and claims are based on facts. ®euld not be
written simply to express anger or 4) .

Many aspects of business deals can cause errarfiebmnost common
causes for claims are:

1) anincorrect bill, invoice, or 5) (Figurey

2) a bill for merchandise ordered but never received;

3) delivery of unordered merchandise;

4) 6) of incorrect merchandise.

Adjustments, as well as claim responses, must bmptr They must
also communicate concernandbe 7) .

The four parts of an adjustment letter are:

1) an expression of 8) about the problem;

2) a statement of what is being done about the prablem

3) an explanation of the problem;

4) a positive remark to restore 9) .

Adjustments are never defensive or suspicious. Témyphasize a
solution to a problem.

Task 2. Match each section of the letter of complaint on Rge 63
with the appropriate gap on the blank below.
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b)

c)
d)
e)
f) |
)

)

)

k)
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1. Dear Gentlemen and Ladies:

2. Eterna-Tools, Inc.
Route 9
Saddlebrook, New Jersey 07666

3. We are therefore returning the entire orde8&# saws and would
like to be refunded for their full purchase pridagpshipping expenses.

4. Jack's Hardware Store
72 Elm Street
Kennebunk, Maine 06606

5. On March 1, we ordered and subsequently receivedcase of
handsaws, model 88b. We paid for the order with check no. 7293, a
photocopy of which is enclosed.

6. April 12, 2008

7. When we decided to order these saws insteawbd€l 78b, it was
at the urging of your sales representative, HaBddnders. He assured us
that the new saws were more durable and efficlant the older model.

8. Yours truly,
9. Enclosure
10. Jack Patterson

11. However, we have now had the saws on our gédiior for three
weeks, and already six have been returned witheoraketh by extremely
dissatisfied customers.

Notes:

saw —mmna

refund —Bo3mereHme pacxo0B

shipping expensessarpaTsl Ha TPaHCIIOPTHPOBKY
at the urging -fo cosety

Task 3. Read the letter of complaint and answer the questits
given below.
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PRINCES MARKETING
Nesson House. Newell Street. Birmingham. B3 3EL

14 May, 20 __

Mr P R Smith

Sales Manager

Wildman Office Equipment
18 Station Lane

London N8 4HB

Dear Mr Smith

I am complaining regarding the consignmenip(us rpysa) of
14 Olivetty 486 PCs, Order no. 3982/JKS which wadivdred on
12 May.

It was clearly stated on the order form that thesehines should
be pre-loaded with the latest version of DOS. Unifoately, they have
all been loaded with DOS version 3.1, and we agecflore unable to run
a number of programs. In addition, you agreed tppbku all the
necessary cables, but three of these are missing.

Could you please send one of your representativebad the
machines with the correct version of DOS as soomp@ssible. In
addition, please send the three cables (part nu@beH97/K) as soor
as possible.

Yours sincerely

GO Panting

G O Panting
Operations Manager

1. Does the letter begin with a clear referencethe particular
consignment?

2. What is Mr Panting’s complaint?

3. What does he want the supplier to do?

4. Do you think the letter is polite enough?
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Task 4. Here is the reply to Mr Panting’'s letter. Fill in the

missing prepositions. You will have to use some guesitions more than

once: of, to, for, from, at, on, out

WILDMAN OFFICE EQUIPMENT
18 Station Lane
London n8 4HB
TELEX 485881
Fax 071 996 6444

17 May, 20___

Mr G O Panting
Operations Manager
Princes Marketing
Nesson House
Newell Street
Birmingham B3 3EL

Dear Mr Panting

Thank you 1) your letter 2) 14 May regaygroblems
3) a consignment that was recently sent 4) you.

The difficulty appears to have arisen 5) aumiterstanding
6) our ordering department, and the mattenbasbeen put right.

I have asked our Corporate Computing ConsultantRMAarley, to
cal 79 you8)  Friday 21 May 9)  1f.ao ensure tha
the PCs are correctly loaded and to supply thestbables that were le
10) __ of the order.

| will telephone you to check that this meetingdgvenient, and ir
the meantime, | would like to apologize 11) e iinconvenience thg
has been caused.

Yours Sincerely

PR Emith

P R Smith
Sales Manager

e
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Task 5. Match the beginnings and ends of these sentences.

1. I am writing to complain about the Igt) collected from the factory
2. | am writing with reference b) on the invoice
3. We are returning the goods to you |c) a fault in the manufacturing
because process
4. Please arrange for the goods to be d) we arsatisfied with
them
5. Please send us a refund for e) delivery of iteardered
last week
6. Please accept my apologies f) to order UH-879/94
7. The problem arose due to g) the full amount
8. We would like to apologize for the |h) for the inconvenience
error

Task 6. When replying to letters of complaint, avoid blamirg a
member of staff. Instead use a passive structure. eéirite these
sentences using the passive, beginning with the vasrindicated.

1.

2.

disk.

8.

9.

You have sent us the wrong items again.
The wrong
You should have delivered this consignmentwastk.
This consignment
Someone broke two of the VDUs during transtiota

Two

Someone sent the order by sea mail insteail ofal.

The order .
Please let me know when you think you canthistmatter out.
Please let me know when this matter

You should have sent the documents by regisieost.

The documents .

A faulty connection could have caused the mnwisl with the hard

The problems with the hard disk
You omitted the manuals from the order.

The manuals

You delivered the printers over three weels. lat
The printers

10. We will not pay the invoice until this problaésrectified.
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Task 7. You have just returned from the trip to Florida. You
flew there and back with Ocean Air. You decide to wite to the airline
to complain about your flight and ask for some mong back.

A. Read the advertisement and the notes you made érthen,
using the information, write a letter to the airline. You may add other
relevant points of your own.

FLY OCEAN AIR

TO FLORIDA
We offer:
» 4 flights a day late boarding
* Wide, comfortable seats ]
« Friendly, well-trained stuff N.B. quite rud

« A good choice of food no vegetarian for me

* (no problem with special diets)

e The latest in-flight entertainment movie already been

onTV!

Phone 01 82-66345 now or see youyr
Travel Agent for more details.

B. In pairs discuss what you are being asked to do

1. Do you need to write a formal or an informatde? How do you
know?

2. Do you know the name of anyone at the comp&ig® will you
begin and end the letter? What kind of tone wiluydetter take (rude,
polite, etc.)?

3. How are you going to organize the letter?

How many paragraphs? What kinds of linking words?

4. Which points do you think are the most impar?an

C. With a partner decide what is wrong with the fdlowing letter:

Dear Sir,

| am writing to complain about the flight to Floaidhat | made with
your airline on 12 June this year. We were three hours late boarttiag
plane. No one was able to tell us why. Another fmwbwas the air hostess.
She was very unhelpful. | had problems with my hirggjage. She told me
she was too busy to help me. When she came rouihdthd lunches there
were no vegetarian meals left. | had ordered onernwhhad booked my
fight. | think it was disgusting. All | had to eat eight hours was some
bread and cheese. | demand some compensation €oprtblems | had

67



flying with your airline, especially for not havirgy hot meal during a long
flight. If you don’t send me the money immediatdlwill call y lawyer.
Yours faithfully.

D. Write a letter of your own in the most appropriate way.

Task 8. Read the following letter ofAdjustment Letter for
Damaged Shipment Fill in each gap with the letter corresponding the
appropriate word

a) packed; b) receipt; ¢) enclosed; d) conditignagology; f) claim;
g) inform; h) damage; i) shipment.

XEANAVERY Corporation
360 Zykedelic Street
(012) 345-6789

September 26, 2010

Mrs. Hermione Lewis
926 Forth Worth Street
(098) 765-4321

Dear Mrs. Lewis:

After | received your letter yesterday September, 2910
concerning the shipment of your glassware, we esgae our dee
1) about the damage you have found on theuptodhen you
received it.

o

Our company is very sorry about this incident, evitly the ABC
Delivery, the company handling the 2) _ becamless on theif
delivery. As part of our company’s concern, we waniet you know,
that this shipping company will not accept merchsadhat is not wel
3) __ and had been damaged in the first placeh&Ve a 4) __ ths
will show that items were delivered in their offioa its perfect5) .

—

Even though the shipment’'s 6)  occurred afteteft our
possession, we were gladto 7) _ you that wehaiildle this matter foy
you. You only need to fill up the form 8) _ iaur delivery package,
need to have it certified by your local shippingeriy return it to ou
office, for us to be able to make a9) _ agahmestshipping company.
It will help you ease the trouble about the damalyeg have caused you.
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Sincerely yours,

Sean Avricd ﬂom/am(

Sean Avriel Thompson
Store Manager

Task 9. Look at the following letter of complaint from
Physiologica to their supplies. Decide:

a) how effective the letter is;

b) how it could be improved.

Rewrite the letter in a more concise and appropnaanner (in bout
80 words).

PHYSIOLOGICA 17 Princess Street Telephone 0719827
Lomdo Telex 988153
ECDQ Fax 071982 77 12

12 November, 20

Mr P Varenne

Discpro SA

251, rue des Ramoniéres
F-86256 POITIERS CEDEX
France

Fear Mr Varenne

When we began this association, | had great hdpssetverything
would run smoothly, and there was little reasorstippose that you
organization was in fact a TOTAL SHAMBLES; and te Quite frank
with you, it astonishes me that you have managesiatp in business fg
as long as you have. You've made a complete messradrder.

=

=

We made it clear that we wanted the software ptioteqlugs by
the end of November because we were going tosslithg our program
Time and time again, you said that there was nblpmo, and yet here w
are, two weeks from the launch of the program, taede isn’t a plug in
sight. | am absolutely furious, and so is everyelse here.

D
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Now listen: this is your very last chance. Get thgdugs hers
within five days or the deal is off, and we’ll go someone else. OK
And if that means that you lose your developmergtg;othat’'s you
problem.

-~

| advise you to contact me immediately because fliding this
situation an incredible strain, and | can't takecnmore of this.

Yours sincerely
Anne Newson

Anne Newson

Notes:

association -€oTpyJHUYECTBO

shambles 6ecnopsi ok, xaoc

make a mess of smth xamyraTs; HAIIOPTHTE; TPOBAIUTE BCE JIENO
plug (= plug-in) —1ONONMHATENBHBII IPOrPAMMHBIM MOIYIIb

in sight —B moute 3penus

deal is off —cnenka ormensercs

development costssarpatsl Ha pa3paboTKy

strain —HepBHOE HAPsKEHUE

can't take any more et Moux Gounblie HET

Task 10. On behalf of Mr Varenne write a letter of adjustmert
to the letter from Ms Newson. Make use of the folleing structure of
the letter.

1. Thank her for her letter.

2. Apologize for the difficulties the late deliyeis causing. Explain
that a small number of the plugs had a techniadt faaused by a problem
in the manufacturing process. You have now sottecbtoblem out.

3. Say you have now sent he full consignment ofgland they will
arrive within the next few days.

4. Apologize for the delay and end your letteritpb}.

Task 11. Look at this letter of adjustment to the letter of
complaint from Mr J Patterson (Task 2) and answer he questions.

1. Does the letter start with a reference to ¢t of complaint?
2. Does the letter contain apologies for the gdbdg supplied?
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3. Does the letter inform the addressee aboutdtiens which are
being taken?

4. What do they suggest doing instead of providefgnd?

5. Who is supposed to pay shipping costs?

6. When do they promise to supply the order?

ETERNA-TOOLS, INC.
Route 9, Saddlebrook, NJ 07666

April 19, 2008

Mr. Jack Patterson
Jack's Hardware Store
72 Elm Street
Kennebunk, Maine 06606

Dear Mr. Patterson:

We are sorry that the model 88b handsaws you psechhave no
lived up to your expectations. Frankly, we are sagal they have prove
so fragile and appreciate your returning them toQusr lab people ar
already at work trying to discover the source ef pnoblem.

We are glad to assume the shipping costs you iedur
Mr. Patterson. But may we suggest that, instead @fund, you apply
the price of these saws to the cost of an ordenadel 78b saws. You
own experience will bear out their reliability, awde are sure you
customers will be pleased with an Eterna-Tool Peadu

o

If you drop us a line okaying the shipment, youb Handsaws wil
be on their way within the week.

Sincerely yours,
Robert Marx

Robert Marx
Sales Manager
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Notes:

live up to —onpaBasIBaTh (HAIEKIBI, OKUIAHNS)
fragile —xpymnkuii, moMKwit

assume -6path Ha ce0s

incur costs -#HecTH pacxobl

bear out -noomeepacoams

4.5. SELF-CHECK QUESTIONS

1. Whatis the purpose of a letter of complaint?

2.  Why should you avoid emotional language intelef complaint?

3. What is a letter of claim? What does it differfrom a letter of
complaint?

4. What should you start a letter of complaingiml with?

5.  What details concerning the problem shouldgied?

6. If a product you purchased malfunctions, would yike to
exchange it for a new one or request a refund?

7. If you received pooservice, what would you request ?

8. In what way should you end a letter of complaiaim?

9. Should you enclose original documents or thkotocopies?

10. What do you call a reply to a letter of compfa

11. What is a typical structure of a letter ofuetiment?

12. How can a letter of adjustment support comsamypage and
goodwill?
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Unit 5
EMPLOYMENT DOCUMENTS

5.1. RESUME AND CV

A CV, or Curriculum Vitae, is Latin for "Course bffe." Moreover, it
is an academic resume, and is often requested applying to colleges,
graduate school, or academic jobs. Follow thesgsste write a CV that
will impress! (Figure 5.1).

1. Contact Information. Begin your CV with a centered header
containing your full name and other contact infotior® including your
address, phone number, and email address.

2. Education. Your first main section should be your education.
Begin with the most recent degree, and go backme from there (grad
school, college, high school). Include the namghefinstitution, the degree
earned (or in progress), your majof(ajnor(s), GPA, and any other
important details (honofsenior thesis, etc.). Be sure to include any time
spent abroad!

3. Experience. This section should list any relevant academic
experience that you have. If you are applying sdgschool or looking for a
job, this section would ideally include any teachiexperience that you
have. This includes any sorts of Teaching Assistaps or grading
positions. It might also include other academicsjgbat you have held,
including any sorts of research internships, orknbat you have done for
professors.

4. Publications/Presentations. The next section should detail any
academic work of yours that has been publisheglolf are a student, this
section is probably either very short, or non-exist Be sure to include
anything published in department journals or schoelspapers. This
section (or the following section), should alsd &ny presentations that you
have given of your research.

5. Awards and Recognition. List any awards, fellowships,
scholarships, and any other sort of recognitiort ylwau have received for
your achievements, along with the date they werarded. These do not
have to be monetary awards.

6. Other. Finally, there are a number of other items thatldde
added to a CV, depending on your interests andsavkéaxpertise. These
could include:

* membership in honors societies;

» professional affiliations;

e community service and professional activities;

* research interests;

» languages spokéstudied.
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Notes:

CV (Curriculum Vitae), ésumé — npodeccronanbuass Grorpadus
(cBenenns 06 06pa3oBaHUK M MPO(YECCHOHAIBLHOM OIIBITE)

Major —mpopuITHpyrOIast TUCIIUILTHHA
MINOr —HEOCHOBHAS, HEPODIIUPYIOIIAs TUCIUILTHHA

GPA (Grade point average)cpenuuii 6at (B MIKOJIE, YHUBEPCUTETE)
honors —xarpazpl, oTiuuns

experience -embIT paboThI

award —IpucyKIEHHas HArpajia, IPEeMUst
fellowship —anencTBO (B HayYHOM OOLIECTBE U T.II.)
affiliation —unencTBO, MpPUHAIICKHOCTD

Ccv Resume
Audience |Fellow academics in your fiel| A general audience of
of study employers who hire for a
wide variety of positions
Goal To present your full academi{ To demonstrate that you
history — including teaching, |have the skills and
research, awards, and servic|experience necessary to
succeed within the position
you are seeking
Length As long as necessary One or two pages only.
In general you may add a
second page if you have
more than ten years of
experience
Focus Demonstrating your Representing your
academic achievements and|experiences -job-related,
scholarly potential extracurricular and
volunteer, as well as the
skills you've gained from
these
Essential Lists of publications, Skills and experiences you
Information |presentations, teaching have gained as related to
experiences, education, the job you are seeking
honors, and grants
References |Include Do not include
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5.2. ALETTER OF APPLICATION

A letter of applicationis a sales letterin which you are both
salesperson and product. Its purpose &ti@ctan employer's attention and
persuadeher to grant you an interview (Figure 5.2).

A letter of application serves as the COVER LETT&Rour resume.
Like a resume, it is asample of your worklt is an opportunity to
demonstrateyour skills and personality. It should be writtenthwflair,
understanding, and professional care.

» A letter of application shoulthok as good as a resume.

» It explains how your background relates to the gjgejob, and it
emphasizes your strongest and most pertinent deaisics.

e The letter should demonstrate that you know botlrself and the
company.

» A letter of application must communicate your arnabpit and
enthusiasm.

* Yet it must, at the same time, eodest.lt should be neither
aggressive nor meek. Neither boast nor ask for aymyp

» It shouldneverexpress dissatisfaction with a present or formbr jo
or employer. And you should avoid discussing yoeasons for leaving
your last job.

A complete application should contain both a letteapplication and
aresume.

Do NOT include copies of your letters of refereceof your school
transcripts.

Do NOT include a photograph of yourself. The brigfee application,
the better.

THE EMPLOYER'S NAME

With advertised openings, you will sometimes bdrutded to mail
your information to an office, or a title, such #® Director of Human
Resources. In this case, you need not find the nafntbe individual to
whom you are writing. You can address the lettetDear Director”, or
"Dear SifMadam”, or you can simply omit both the greeting
(Dear ,Jand the salutatior{Sincerely) from the letterStill, if you
can get the name of the appropriate person, it méllto your benefit,
differentiating you from the other candidates.

THE FIRST PARAGRAPH

Two or three sentences in length. Start with arergdt-creating
sentence in which you appeal to the employer’'s \d&el as specific as you
can about the position desired.
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1. | am applying for your Sales Trainee positidmick was posted on
CUcareers.com. You indicate a need for a recendugte with a
background in business and sales. | will graduatélay with a Bachelor's
degree in Business Administration, and | have peld-time sales positions
throughout college.

2. During the last two years, my editing positisith our school
newspaper has provided me with experience relatethé Proofreader
position which was advertised in The Columbus Digip@n March 5. | will
graduate from Capital University in May with a Batdr's degree in
English, and | plan to enter the field of publighin

THE SECOND PARAGRAPH

Three to five sentences in length.

In this paragraph, you will emphasize a match betwéhe skills
which you possess and those which are requiredhévyemployer. Use the
advertisement to guide your writing. For examplieamn advertisement
mentions specific courses in your major, then poittin the letter that you
have had those courses. If an advertisement irdicdiat the successful
candidate will possess excellent speaking skillent make sure you
mention previous or current employment, class pisjepresentations, or
any other examples of your experience. If you avdeuqualified for the
advertised position, you can include a statemeotiatelated experience, or
an example of your proven ability to learn new mifation quickly.
Remember that the advertisement is often a "wigh énd that you might
not needll of the qualifications that are listed. At the erddhis paragraph
make a reference to your resume. Some options are:

1. Please see my enclosed resume for a more cempé&v of my
background and qualifications.

2. My enclosed resume will give you a better vieflamy skills and
abilities.

3. Please see my enclosed resume for more infammat

If you have bothacademic qualificationsaand career-related work
experiencg you may want to separate this middle paragrapgb two
paragraphs. By doing this, you can focus on eachthebe subjects
individually.

THE THIRD PARAGRAPH

Two to three sentences in length.

This is the paragraph in which you tell the emploliew to get in
touch with you, and thank the person for taking etitro give you
consideration. Some examples are:

1. Should you need additional information, you aaach me at
(614) 555-1212 during the evening, or leave a nEssd (614) 555-4141
during the day. | can also be reached by e-majtatege@yahoo.com.
| am available for an interview at your convenientbank you for your
consideration. | look forward to hearing from yaos.
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2. 1 am available for an interview during(list dates or months or
whenever you are available). You can reach me Bh4)(655-1212 from
3:00 p.m. —7:00 p.m., Monday through Friday. IKdorward to hearing
from you.

Notes:

letter of application — compoBoauTenpHOE MHCHMO (MHUCHEMO,
npUIaraeMoe K pe3rome; KaHauaaT coodmaer padboroaarento 06 UCTOYHUKE
noJTydeHus WHPOPMALMK O BAKAHCHHU, MEPEUHCIIAECT MPUIMHEI, TOYEMY OH
MpPETEeHAyeT Ha JAHHOE MECTO PabOThI)

sales letter -pexnaMHOe THCHMO

cover letter -eonpoBoIUTENLHOE TUCEMO

flair — ocoGwrii cTHITB

modest— caepxaHHbIi

meek —kpoTkuii, MITKuii

letter of reference xapakrepucrtika, peKOMEHIATENLHOE IUCHMO

Box 999, Capital University
Columbus, OH 43209

A=A

January 14, 200

Mr. Peter Kirkpatrick

Director of Personnel

Ernst & Young

Huntington Center, Suite 2000
41 South High Street
Columbus, OH 43215-6150

Dear Mr. Kirkpatrick:

| am writing to express my interest in the Auditposition
advertised in the January"&dition of The Columbus Dispatch. | wil
graduate from Capital University in May with a Batir of Arts degree
in Accounting.

You indicated a need for someone with both accagrgixperience
and leadership skills. During my junior and seryiears at Capital, | hay|
worked as a student accountant in the UniversitgkBtore. In addition
| have held leadership positions in Student Govemnand within the
residence halls as a Resident Assistant. Pleasengamnclosed resumge
for a more complete view of my background.

1]

| am eager to learn more about this opportunityhwiirnst &
Young, and look forward to interviewing with youcén be reached hy
phone at 236-0000 or by e-mail at ccollege@yahan.cthank you for
your time and consideration.
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Sincerely,

Chris M.
College
Enclosure

Figure 5.2. A letter of application

5.3. ALETTER OF REFERENCE

Here are some easy guidelines (in no specific prder

e Explain how you know the applicant and how long yoave
known hinther.

» In what respect is this person exceptional to atlyeu have known
with a similar background? List the applicant's eptional qualities and
skills, especially those that are related to thgliegnt's field of interest or
job search. Give specific examples to back up whathave written.

» Refer to the requester's competency in a sped#fid &nd or prior
experience, organizational and communication skélsademic or other
achievements, interaction with others, reliabildpalytical ability, etc.

« Omit weaknesses. If you can't write a positiveeletif reference,
you should diplomatically decline when you aretfapproached.

« State your own qualifications. Why should the redueimpressed
with your reference letter?

 Emphasize key points that you want the readerke tete of on
the resume or application. Be sure to elaborateninghully; don't simply
restate what heshe has already written.

* Unless it is absolutely relevant, do not referh@itin a direct or
implied reference) to the applicant's race, refigioational origin, age,
disability, gender, or marital status.

» Don't be too brief, but be succinct and make ewarsd count.

e List your own contact information if you are wilfinto receive
follow-up correspondence or answer questions.

» Make the ending strong without overdoing it. Unguaise can be
viewed as biased or insincere.

e Proofread! The letter of reference represents lyath and the
applicant (Figure 5.3).

Notes:

back up -onnep:kate, moakpenuTh
weakness emaboe MeCTO, HEIOCTATOK
decline —naBaTh BeKIMBBII OTKA3
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succinCt —«paTkwuif, TaKOHHYHBIH
undue —upe3mMepHBbIii
biased -He00BexTHBHBII

562 Banquest Street
Fair Valley, AL 81356

September 28, 2010
To Whom It May Concern:

| have had the pleasure of working with Alicia Jediiring the past
two years while she has served as an Assistantyioffice. Alicia has
shown the ability to establish an excellent rappaith many different
constituents including students, alumni, adminietis and staff. Alicig
is genuinely interested in helping others and mtesi service in a
consistently positive and helpful manner. Alicia gelf-assured angd
calmly handles the stress associated with busystiméhe office.

Alicia is exceptionally responsible and voluntetgsjump in and
help out with any task from the mundane to thelehging. She blends g
well organized, task oriented style with the afoe@tioned sensitivity tq
the needs of our clientele. | have rarely met desttt employee over the
past ten years upon whom | can rely as much agAlic

As you can tell, | think very highly of this youngoman and
recommend Alicia without reservations for employmen any other
endeavors she chooses to pursue. Please let me iknymw have any
further questions about this outstanding young wama

Sincerely,

Jane Doe

Jane Doe
Title

Company

Address
Phone

Email

Figure 5.3.A reference letter for a student
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5.4. TYPES OF LETTER READERS

For what types of readers should | tailor my employent
documents?

There are two kinds of readers that an employmentighent should
be tailored forskimmers andskeptics

Skimmers are readers that are typically very busy. Preésetime,
they often skim employment documents in a rathertsperiod of time.
Consequently, the documents you prepare for thiscpéar reader should:

 state the main point clearly and up front;

» place the most important information at the begignir ending of
paragraphs;

» highlight key dates or figures.

Skeptics are readers that are cautious and doubtful. Siedpteaders
will tend to read a document carefully, questionitsgvalidity. They will
question the writer's claims. In order to meetrbeds of the Skeptic, it is
necessary to support your statements with sufficiieails and evidence.
Provide specific examples, numbers, dates, namespercentages to meet
the needs of the skeptical reader.

For example:

NOT: | performed very well in my classes.

BUT: | received the Dean's List Honors 7/8 semestad received a
Women in communications Scholarship in/Na01.

Notes:

skimmer —ueoBek, UMEIOIIHIH OOLIKHOBEHHE YHTATh HE YIITyOJIssch B
CYTb

highlight —momuépkuBats, BEIAENATH

cautious -ocTOpOKHBIN, OCMOTPUTEIBLHBIN

evidence -akTel, MOATBEPIKIACHHIE

5.5. PRACTICE TASKS

Task 1. Decide whether the following statements artrue (T) or
false (F).

1. A CV should be word-processed and never handwritten
2. Your CV should be laid out in reverse chronologioeder (most
recent items first).
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3. A bright orange CV will attract attention and impeo your
chances.

4. CVs should always be accompanied by a coveringrlett

5. There are some buzz-words which will make a goopréssion
on employers.

6. If a CV worked for your friend, the same style daglout will
work for you.

7. You should avoid putting anything about your poéti or
religious beliefs on a CV.

8. You should always give your tutor as a referee.

9. All you have to do is send a hundred CVs off anehtlit back
and wait for the job offers to come rolling in!

10. When applying abroad you should prepare your CVtha
language of the country in question.

Task 2. Select the best answer.

1. Aresumeis. .

a) An autobiography of one's career life and msifenal
experiences in order to secure employment.

b) A detailed listing of a job candidate's skillsxperiences,
responsibilities and achievements as these relatehé position and
company being targeted.

c) A complete listing of an individual's educatiowork
experience and professional training.

2. The length of a resume must be
a) One or two pages, no longer.
b) Three of four pages, no longer.
¢) Whatever number of pages is necessary to guhéfcandidate.

3. It's okay to exaggerate information on my resuvhen..
a) I'm writing about older, less important posisoand need to
make my career path more logical.
b) | was shy of completing a degree by only a teedits — and a
degree is a requirement of the position.
c) It's never okay to exaggerate information nesume.

4. When writing my resume, my main focus shouldbe. .
a) Who will be reading my resume.
b) Presenting my best skills, experiences andeaehients in
priority.
c) The readability and visual presentation of rogument.
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5. Certain personal information needs to be iretuidh the resume,
such as.
a) My name and contact information.
b) My name, contact information and date of birth.
¢) My name, contact information, date of birth amgdmber of
dependents.

Task 3. Complete the sentences witbne of these words:as at,
for, from, in, of, on, to.

1. With reference ... your advertisement .......... the JobEis.com
website, | am interested ........ applying........c............ the post of tour
leader.

2. | have attached my CV .......... a Word document.

3. lam available ...... interview ............. Pies.

4. I'm working....... a sales representative at tioenent.

5. You can email me or telephone me ...... the numbenmgive.....
my CV.

6. |look forward ...... hearing ............ yOuoSs).

7. | have a good knowledge ........ business adtnatisn. | studied
it university.

8. I'm unemployed ...... the moment. I've been out......... work
since the summer.

9. I'mstudying ..... a degree ........... Envimamtal Studies.

10. I hope to follow a career ........ the legal pssion.

11. I have been working ....... Telekom for one year.

12. l attach my CV........ requested.

Task 4. Put the parts below into the correct orderto make a
complete letter for someone applying for a job. Thédirst has been done
for you.

a) interview in Naples any weekday afternoon, and ga email;

b) as a Word document. You will notice that | have esujsed
children on a range of sports and cultural actigitas well as dealing;

c) Dear Si¥Madam // With reference to your advertisement am th
JobFinders.com website, | am interested in applying
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d) as | enjoy working with young people. | have adbtenergy and
enthusiasm and am also responsible and reliabkeve attached my CV;

e) First Certificate grade A. | would be grateful dywould consider
my application. You will see;

f) the travel industry. During the last few summerideys | have;

g) for the post of tour leader for Italian school snts. | am 26 years
old and am currently studying;

h) me or telephone me on the number below. | look &wdwnto
hearing from you soon. Yours faithfully;

i) for a diploma in Tourism at Naples University. Aftaat | hope to
follow a career in;

j) in the job of tour leader, taking students to Lomdb feel that
| would be well-suited for this job;

k) to do something more varied and challenging, amdHis reason
| am interested,;

[) with transport arrangements and tickets. You wgbanotice that
my English is good and | have;

m) from my attached CV that two people can be contacis
references, one is a university professor and ttmer és from;

n) worked as a youth leader in Italy, and | enjoyed ttork very
much. Next summer | would like.

Task 5. The letter in Task 4 is one long paragraphShow where
new paragraphs could begin by writing a // symbolri the text. The
structure below will help you.

1. Greeting

2. Reason for writing

For example: where (and when) you saw the advertésé and which
job you are interested in.

3. Your background and experience

For example: your age (optional); present job andtodies; your
qualifications (or if you are a student what yoypédo do in the future); a
description of your recent work experience.

4. The job

For example: mention the skills and personal gealithat make you
suitable for this job.

5. Refer to you CV

Ask the reader to look at your CV/Resume, and fanu®ne or two
key points.
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6. Final comments

For example: say that you hope your application lél considered;
say who will give you a reference; say when youaaalable for interview;
say how you can be contacted.

7. Standard final sentence

8. Formal ending

Task 6. Fillinthe gaps in the letter of referene with the missing
words:

a) supervision; b) employees; c) passion; d) learaghonor; f) fit;
0) questions.

To Whom It May Concern:

| am the Head Sales Manager at Vacuums Plus and Ras been
under my ...1... from November of 2000 to August of 208s a
saleswoman.

Rose would be a great asset to any company. Slamdsof the
brightest ...2... that | have ever had. She also hgieat drive and ...3...
for her work.

Rose is such a quick ...4... Within her first two weeltsVacuums
Plus she had learned all the product names, tkhaiufes, and how they
work.

Rose's drive has led her to great success at VacBlums. She has had
the ...5... of receiving the "Top Sales Person of then Award" ten
times in her last year at Vacuums Plus, whichfsaathat no employee has
ever achieved here before.

| believe that Rose Berdinger will be an excellen6... for your
company. Rose has been nothing short of an exeynphaployee. If you
have any further ...7..., feel free to contact me &6§%555-555.

Task 7. Which layout is more suitable for skimmer8

Example 1

Managed $10,000 in project accounts, compiled amtblighed
engineering reports as assistant to Vice Presideotdinated registrations,
payments, and literature for software training sears.

84



Example 2

+ Managed $10,000 in project accounts.

e Compiled and published engineering reports as fss#igo Vice
President.

« Coordinated registrations, payments, and literafiore software
training seminars.

Task 8. Prepare your own employment correspondence
according to the following instructions.

List all the facts that you can think of about yqersonality, back
ground, and experiences. Then arrange the lisiagiaal order and decide
on categories under which to group the facts. Rtimwork sheet, prepare
your resume.

Christopher Jones

24 Mansfield Drive, Chedlee,
Manchester, M23 4DJ.
Tel: (0161) 234 1234

chrisi@email.com

PROFILE:

A Mathematics student who is keen to find a posits a Trainee
Accountant. Reliable, trustworthy, numerate andicaéius. Worked
for a firm of chartered accountants last Summer gaithed a good
understanding of what is required of an accountAhte to work on
own initiative or as part of a team and can deahwidministrative
duties competently.

EDUCATION:
2007 — 2010
BSc (Hons) 2.2 (expected) in Mathematics at the Urarsity of

Warwick.

Subjects studied: Business Studies, Computer Studies, Calculus,
Geometry & Topology and Catastrophe Theory.
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2000 - 2007

Chedlee High School.

3 GCE A Levels:Mathematics [A], Economics [A], Chemistry [A].
6 GCSEs:Mathematics [A*], English Language [A*], Chemisti&*],
Economics [A*], Physics [A], Geography [A].

EXPERIENCE:
Summer 2009
JOHNSON & STEVENS

Administrative Assistant

A vacation job working for a large firm of accountsa
Responsibilities and achievements:

» Assisted the Senior Partner who was conductingtgodi major
companies in the area.

e Handled incoming telephone calls to the Senior riearfrom
other companies and members of the public.

» Solved users PC problems including sorting out asbeets,
explaining how to use complex features in word-pesing packages.

Summer 2008
CHEDLEE COMMUNITY CENTRE

Co-ordinator

A vacation job at a community centre for the elgeResponsibilities
and achievements:

» Organised a local advertising drive that increabednumber of
elderly people coming to the centre by 20%.

» Organised games for people attending in the aftersio

» Escorted some of the elderly people to and froncédre.
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COMPUTER SKILLS:

Microsoft Windows XP / Vista, Microsoft Office (Wdr Excel,
PowerPoint, Access), programming (ASP, HTML, Javig®c

ADDITIONAL INFORMATION:
Driving Licence: Full, clean.

INTERESTS:

Professor William Jackson, Department of Mathemsafihe University
of Warwick, Coventry, CV4 7AL.
Mr Jack Lord, Personnel Manager, Johnson & StevE2w High Street,
Chedlee, Manchester, M23 3LD.

Interests at the University of Warwick included amgsing a charity
quiz for RAG, which raised £5000. Badminton, cinesmnal theatre.

Task 9. On a separate piece of paper, write respses to one of
the following job advertisements.

Job Advertisement 1
[

~Receptionist

Entry-level position for
receptionist in dynamic
construction company. You will
enter data, greet customers,
maintain database, and type
memos. Prefer individual with |
good communication skills.
Great compensation. Apply
today!

Job Experience
Filing, General Office,
Data Entry

Additional Information
Salary: $9.00 to $12.00
per hour

Contact Information
Account Executive,
| myan@constructnow.com

Job Advertisement 2

Web Discount Corporation of Barcelona,
Spain, seeks full-time Client Services
Coordinator, Responsibilities include
greeting clients, answering telephones,
and performing other clerical functions.
REQUIREMENTS:
1. High school diploma and/or business
college program
2, 2-4 years of clerical or administrative
experience
3. Excellent organizational skills
4. Typing speed of 30 wpm
5. Word processing and database
experience
6. Good communication skills
If you would like to work in an exciting
environment, fax or e-mall your résumé to:
Pablo Cavero
Fax:93 412 1044
E-mail: pcavero@webdiscount.org.es
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5.6. SELF-CHECK QUESTIONS

What are the main parts of a CV?
Are there any differences between a CV andamé ?
What is the purpose of a letter of application?
Characterize the tone of a letter of applic&tio
Is it necessary to include the copies of yettets of reference or
of your school transcripts into your applicatiorcdments?
6. What are the ways to address the employer?
7. What should be written in the first paragraph cover letter?
8. What are the key points in writing a lettereference?
9. What two types of readers do you know? Whathis main
difference in their reading style?
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Unit 6
SOCIAL BUSINESS LETTERS

6.1. ALETTER OF CONGRATULATION

Taking the time to send a congratulation note isifie for the
networking and relationship building you need to do

Letters of congratulation are a type of personatrespondence,
usually sent from one person to another. While ghketters often are
personal, you also can send them as business jponaences. Your letter
should convey respect and appreciation for thetipesioccurrences in
someone's life (Figure 6.1).

The occasions for congratulatory messages:

e promotions; e marriages;

* appointments; e births;

» elections; * anniversaries;
» achievements; * retirements.

* awards;

Congratulation letters are often sent out soonr &fie event takes
place. The specific occasion is mentioned in thgirbeng of the letter and
your congratulations follow. Using an upbeat todescribe how you
learned of the news. At the end of the letter,atesyour congratulations
and well wishes.

For sending a letter of congratulations, the forisathe same for
both email and regular postal mail. You would uséndormal non-business
style. Congratulation letters are often conciseudllg under one page in
length is enough. They are written in a positivécgowithout sounding
forced. Don't include any negative comments or pplganews. Don't
suggest that the fortunate event should benefiletiver-writer. Even if your
motive is to win a customer, don't let them knovwand exaggerate your
congratulatory words. Your letter may seem sarcastimocking.

Congratulation letters follow the same printing dglines as other
formal and semi-formal correspondence. Formal fetsill require your
complete name in the signature, but you can mesigly your first name to
an informalmissive (Figure 6.2).

Notes:

letter of congratulation go3apaBuTeIEHOE THCHMO
occurrence -o0sITue, ciayJai

promotion —poaBmKeHHE MO CITyX)Oe
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appointment -Ha3HaueHue (Ha JOKHOCTB, MECTO)

election —u30panue (Ha KaKOW-IMOO MOCT KAaK PE3yIbTAaT BEIOOPOB)
award —pucyxaenue (Harpaibl, IPEMUH)

retirement -BBIX0J1 B OTCTaBKY; YXOJI Ha IIEHCHIO

upbeat -pamoCTHBIM, OITHMUCTHYHBIH

exaggerate #peyBennunBaTh

mocking —(abmBeIid, TPUTBOPHBII

Missive —1mchMo, mociaHue

Dear Alan,

Congratulations on your promotion to senior accounts
executive. You have worked hard for Rembow Consultants, and
I am delighted that your efforts have been rewarded.

As you move into your new office and assume the weight of
responsibilities that go along with your new position, please let
me know if I can be of any assistance.

Sincerely,

i
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Figure 6.1.A letter of congratulations |

Ruth T. Travis
1156 Clearview Avenue
Cold Spring Harbor, New York, 11798

Mear, W rncea,

Figure 6.2.A letter of congratulations I




6.2. ALETTER OF SYMPATHY

Do you know a friend or relative who has experieheae death,
personal loss, or other misfortune? Perhaps thisopewas recently
divorced or has been injured in an accident. Tlaesdimes when you need
just the right words to say just the right thingstére-bought sympathy card
is not as personal as a hand-written letter, butipay buy a card and put
your letter inside it (Figure 6.3). Here are sornps to help you write a
tactful sympathy letter that will be much appreetht

» Describe how much the deceased was respected amideddby
you and others.

* Mention a few of the deceased person's strengtise\®ements,
and successes.

» If appropriate, include a short personal story lavm your
relationship with the deceased.

» Strike a careful balance between the formal tona obndolence
letter and its deeply personal nature.

» Keep your condolence letter short — under one patgngth.

» If you can do so sincerely, offer to help in somayvand include
contact information, such as your cell phone numaed your emalil
address.

Examples:

"Can | run any errands for you?"

— "Can | help with the children?"

— "Can | write any letters for you?"

» Put yourself in the mourner's place and imagine kel of
condolence letter you would like to receive.

* Close with an expression of comfoltet your concluding words
reflect the truth of your feelings. You may wantcdose your letter simply
with one word such as "Love," or "Sincerely," oruymay want to use a
phrase or a complete sentence followed by your name

Examples:

— "My love and concern are with you always,"

— "You are continually in my thoughts and prayers,"

— "My heart and my tears are with you,"

— "I share in your grief and send my love,"

Notes:

letter of sympathy (condolence) -mmceMo ¢  BbIpaXKeHHEM
c000JIe3HOBaHMSA

store-bought «ynnenssiii (B Marasuue)

deceased goko#HBIH, yMepLIHit

mourner —6IM3Kuii POACTBEHHUK YCOIIIIEr0

run errand -6bITh Ha [TOCHIIKAX, BBITOIHSITE OPYICHHUSI

grief —meuasp, ckopOb
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Dear Mr. Summers,

I would like to extend the deep sympathy of all us at Jasor
Associates.

We had the privilege of knowing and working withitadfor many
years, and her friendly presence will be sadly etdss

Please consider us your friends and telephornfewes can be of any
help.

Sincerely,

Figure 6.3. A letter of sympathy

6.3. ALETTER OF APPRECIATION

Writing an appreciation letter for gifts, favoucgurtesies, hospitality,
donations, congratulations is a great way to leeist know that they are
appreciated. Letters are a great way to say thamk tp someone who
deserves praise. People respond positively whertetiekindly. Employees
work harder when they feel appreciated. With a esiec well-written
appreciation letter you can improve relations witbrds of admiration,
gratitude, and recognition (Figure 6.4).

Whether it's for a friend or family member, or ssimess associate or
client, appreciation letters promote positive femto Write your
appreciation letter within a few days of whatevappened to inspire your
gratitude (Figure 6.5).

Consider letter's recipient. If Aunt Jane sent jloe best gift ever, a
hand written note works best. If an employee oifess associate deserves
a word of thanks, types it out and hand sigrJge customized letterhead
for business correspondence.

Address your appreciation letter to a specific perdf possible, not
just to the company or to the organization in gaher

Keep it simple. Everyone likes praise and they lbaar great things
about themselves all day but, if you keep the thastiort and simple, the
message will come across as sincere.

Tell them what they did. Make sure the person knewhat efforts
they're being acknowledged for. Thank them forrtkieie, effort, a gift or
just being there.

Let them know what it meant to you. Relay to thespa how their
help or effort affected you positively. If you'rgiting an appreciation letter
for a gift, let them know how you will be using it.

Encourage future efforts. In the case of friendfaaily, reiterate your
hopes that you will see each other soon or staguoh. With employees or
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business associates, if you hope to work togethéuture endeavors, state
that. A big part of feeling appreciated is feelimgnted or needed.

Notes:

letter of appreciation énxarogapcTBeHHOE TUCHMO

favour —mmomomnis, conelicTeue

courtesy —yuTuBOCTb, 0OXOJUTEIHHOCTD

donation —1eHexxHOE MOXKEPTBOBAHHUE

gratitude —6marogapHOCTh, IPU3HATEIBHOCTD

recognition —oxo6peHue, npu3HaHue (YbHX-THO0 3aCIYT U T.11.)
reiterate -1oBTOpATH

endeavour -HOIBITKA, CTApaHHE; CTPEMIICHUE

Dear Mr. Yoshimura,

Thank you very much for referring Natalie Slateuso We are, o
course, pleased to take on a new client. But everepnwe appreciat
your confidence in our legal services and your imglhess to
communicate this confidence to others.

1%

Be assured that we will continue to make everyreti live up to
your expectations.

Cordially,

Figure 6.4.A letter of appreciation |

Lisa Longo
9 Nustreg Lare
Framingfiarm:, Massachusetis 01708

.

L hanit 2 & y
S g e i

e tili o7 ef
QA&,UMW/&/W&&
rbuatle < s

Figure 6.5.A letter of appreciation Il
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6.4. ALETTER OF INVITATION

An invitation letter is a formal way to invite celigues and clients to
events which are being hosted by the company aedoae of the most
popular ways of inviting guests to functions. Th®fpssional invitation
should be written in a formal tone.

The introduction allows the host and sender toothice themselves,
as well as the organization in which they have ehdse represent. A simple
background of the individual or company will suffin this section of the
letter.

Next, in the body of the letter it is important ¢mitline all of the
information about the event. The date and time khba included as well
as the theme and purpose for the event. At thistpai date should be
mentioned in which guests should provide their ydpf, attire and items
required for the guest to bring.

Next, in one sentence, the appreciation for thesigtaeattend the party
should be shown. This can be completed with a formoge, stating that you
look forward to seeing the individual at the evétémember, this needs to
keep in tone with the rest of the letter.

The conclusion should contain the sign off andne lthat ties the
complete letter together, drawing the end of thetation, with a salutation
and a signature.

A friendly invitation letter is similar to a busis letter but contains
less formal speech and can make nuances with mesrbit may be shared
with the guests whom are being invited to the cocas

Friendly invitation letters are used for a varietf reasons from
engagement parties to wedding invitations. They atmo be used for
personal parties as well as housewarming get tegeBersonal invitation
letters should be signed with a less formal signsafch as: yours sincerely,
best, or sincerely (Figure 6.6).

Notes:

invitation letter 4iMceMeHHOE MpUTTIALIIEHHE
function —topxecTBeHHas LIEPEMOHHUSI, BEYEDP, IPUEM
suffice —ObITh JOCTaTOYHBIM, XBATAThH

attire —popma oxexIbI, HapsiI, yoop

engagement e0pyueHue, TOMOJIBKa
housewarming -Hpa3aHOBaHHE HOBOCETbS
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Jaco Films, Inc.

1120 Avenue of the Americas, New York, New York 13®
January 3, 20

Dear

In a few weeks, JACO will proudly release its nexatfire-length
film, The Purchasestarring Amanda Theriot in her first appearance i
seventeen years.

A special preview showing ofhe Purchasefor friends of Ms,
Theriot and of JACO Films, will he held on Janu&gy at 8 p.m.at the
Regent Theater on Broadway and 52 Street.

You are cordially invited to attend this previewdrission will he
by ticket only, which you will find enclosed. Folling the film,
refreshments will he served.

Sincerely yours,

Figure 6.6. A letter of invitation

6.5. PRACTICE TASKS

Task 1. Decide whether the following statements artrue (T) or
false (F).

1. Congratulation letters are often sent out soorr #fie event takes
place.

2. For sending a letter of congratulations, the déferformat should
be used for the email and regular postal mail.

3. In the letter of congratulations the explanatiomwtli be given
how the fortunate event will benefit the letterteri

4. A store-bought sympathy card is not as personal leend-written
letter.

5. The letter of condolence should be more than oge palength.

6. The letter of appreciation should be written witlinmonth of
whatever happened to inspire your gratitude.

7. Make sure the person knows what efforts they'rengei
acknowledged for.
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8. If you're writing an appreciation letter for a gifit is not
appropriate to let them know how you will be using

9. The professional invitation should be written iniaformal tone.

10. In the letter of invitation the date and time shibbk included as
well as the theme and purpose for the event.

Task 2. Fill in the gaps in the letter of congratlation with the
missing words. There is one extra word:

a) commitment; b) congratulations; c) forward; d¥ition; €) promotion;
f) success.

December 2,20

Mr. Hasan Muhammad
Commercial Bank of Egypt
35 Sharia Qasr en-Nil Cairo

Egypt

Dear Hasan,

Congratulations on your __ 1 to Vice President. dflus here
who have known and worked with you over the yeaesmeased that
you received the recognition you deserve.

When we first heard that Abbas Zaki resigned, wenadiately
thought of you for the _ 2. Your many years digdnt service to
Commercial Bank, and to the other banks where ygowwerked, show
your to quality 3 banking in Egypt.

We look 4 to continuing our working relatiorskiith you and
your bank.

Again, 5  from all of us here at SecurityNawnc Your
promotion is richly deserved.

Yours,
Lisa Rivellf

Lisa Rivelli President
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Task 3. Read these opening sentences for Ilettersf o
congratulation. Then circle the let of the closingsentence that best
restates the main idea of the letter.

1. Congratulations on your retirement.
a) When you first came to Acme, you worked in trelmoom.
b) Thank you for your many years of fine servic8amswell, Inc.

2. Let me congratulate you on the opening of yoew roffices in

Tokyo.
a) Your new branch in Japan shows that your hank \was paid

off.

b) The region should provide you with a lot of oppaities.

3. Congratulations on being the region's top sa&pshis year.
a) Your sales were over one million dollars thiarye
b) Given your hard work, you deserve this fine hono

4. We congratulate you on winning the Customer iSerf&ward.
a) We want to thank you ourselves and tell you ipdeased we
are tl your work has been recognized.
b) We are just one of your new, and fully satisfieastomers.

5. All of us here at Winston and Bradley congratulgou on being
made artner.
a) When you were an intern here with us, we knewwould be a
great lawyer.
b) Being made partner is a privilege that you gaeserve.

Task 4. When sending a letter of condolence to ausiness
associate, you can make the letter personal by ugiih or professional by
usingwe. Wencludes your associates at work.

Personal: I'm sorry to hear of your father's death.
Professional: We're sorry to hear of your father's death.

Rewrite the sentences. Change the focus of the semtes from
professional to personal.

1. The news of your father's death came as a surriss. You told
us that he was sick, but his death must still Beazk.

2. Our thoughts and sympathies are with you as yourmthe loss of
your father.

3. We hope that fond memories of him will help youotigh this
difficult time.
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4. My colleagues and | would like to extend our sythgaluring this
difficult time.

5. Please know that you have been in our thoughid,aaeept our
heartfelt condolences for your loss.

Task 5. Be careful not to use the prepositiorto where you
should useat or of.

Incorrect: I'm sure you have many good memories of your father
and when you thinko him, you can take comfort in these memories.

Correct:  I'm sure you have many good memories of your father
and when you thinkf him, you can take comfort in these memories.

Circle the prepositions in the sentences. If the gposition is
wrong, correct it using at or of. Not all the prepositions are wrong.

1. | remember meeting your mother to your firm's teatimiversary
party.

2. Although | knew your father had been ill for a lotige, | was
surprised to hear to his passing.

3. He was very proud to you, and he always wantedlkoabout your
success.

4. All of us will miss her sense to humor and herigbtb get us all to
work harder.

5. 1 will be to my son's wedding, so | can't come e tmemorial
service.

6. | will see you at the memorial service.

7. Everyone here at Sharma Industries was proud to yofe's
success.

8. | often think to the time when your parents camthooffice.

Task 6. Put the lines in the letter of appreciatin below into the
correct order.

| am writing to thank you _ 1

The meetings were very productive, and __ 4
As well as the business side of things, 7
The next time that you are in Munich __ 11
Please give myregard

for your hospitality

during my recent trip to Paris

| really appreciated the time you took
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| am sure that they lay the basis for

to show me Notre Dame, and

to your colleagues in the Paris office

the wonderful meal that we had afterwards

a good long-term business relationship

it will be my pleasure to return your kindness
it was a great pleasure to meet themall __ 15

Task 7. Read the letter of invitation, find and corect 8 mistakes

in it.
PJ Party
22 Yew Street, Cambridge, Ontario
Tel: 416-223-8900
April 7", 20

Dear Valued Customer

Our records show that you have been a customel Rty Inc. for|
our grand opening last year. We would like to thammu for your
business by invite you to our preferred customeningpExtravaganza
this Saturday.

Saturday's sales event is by invitation only. Afl aur stock,
including pajamas and bedding will be marked dormf50 — 80% off.*
Doors opens at 9:00 a.m. sharp. Complimentary eadfed donuts wil
served. Public admission will commence on noon.

In addition, please accept the enclosed $10 giftificate to use
with your purchase of $75 or more.

We look forward to see you at PJ's on Saturdayadeldring thig
invitation with you and present it at the door.

Sincerely
Linda Lane

Linda Lane
Store Manager

*All sales are final. No exchanges.

Enclosure: Gift Certificate #345 (not redeemablectash)
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Task 8.

A. Match the parts of these sentences.

1. Please accept my deepest a) your new job!

sympathy

2. Congratulations on b) in your new career

3. I_\/Iy_family and | would like to | c) for the birthday book
invite you

4. Thanks so much d) in your time of sorrow

5. May | wish you every success e) to spend the laglyd our
summer house

B. Which sentences from Task 8 A are informal?

Task 9. For each of the social situations descrile prepare a
correspondence that is appropriate to business refi@anships.

1. You are administrative assistant to the presiddnBurton and
Doyle, Inc., 355 Bond Street, Oshkosh, Wisconsi®(84 Your boss,
Mr. Arthur J. Burton, asks you to write a letteramingratulations, which he
will sign, to Theodore Manning, 72 North Eden, Lao§se, Wisconsin
54601, a junior executive who has just been narkedhér of the Year" by
the La Crosse Boy Scouts Council.

2. You are employed by American Associates, Inc., 28Wfrth
Howard Street, Philadelphia, Pennsylvania 19122urYlnoss Jacqueme
Austin, 450 Poplar Street, Hanover, Pennsylvanid317 has not been in
the office for several days, and it has just beemoanced that her mother
died. Since Ms. Austin will not be returning to Wdior a week or two,
write a letter to express your condolence.

3. You have worked for the law firm of Lederer, Ledeamd Hall,
407 East 23 Street, New York, New York 10013, fany years. On the
occasion of your tenth anniversary with the compamyoffice party is held
in your honor, and Mr. Gerald Hall presents youhwdt wristwatch as a
token of the company's appreciation. Write a lettevir. Hall thanking him
and the entire company for the party and the gift.

4. The Merchants Insurance Company of Tucson is hgldtannual
executive banquet on September 8, at 7 ptmill be held in the Gold
Room of the Barclay Country Club, 700 Country ClRload, Tucson
Arizona 85726. Design an invitation that the compaan send to all its
executives. Include a request for response by AwRATs
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6.6. SELF-CHECK QUESTIONS

1. Name the occasions for writing the letters of catgjations.

2. What is it better not to mention in the letter ohgratulations?

3. What are the basic tips for writing the lettersohdolence?

4. How can you offer help in the letter of condolenc&we
examples.

5. How can you close your letter of condolence?

6. What are the cases for writing the letters of appten?

7. What feedback can be anticipated when you sendetier of
appreciation?

8. What are the rules of writing the letters of appaton?

9. Is there any difference writing professional anderfdly
invitations?

10. What essential information should be mentionedhia body of
invitation?



Unit 7
EMAILS AND MEMOS

7.1. WHAT IS EMAIL?

In its simplest form, email is an electronic messagnt from one
device to another. With email, you can send or ivecgoersonal and
business-related messages with attachments, suphass or formatted
documents. You can also send music, video clipssaftvare programmes
(Figure 7.1). Internet email addresses typicallwehawo main parts:
student@university.com.

First there is the user name (student) that refershe recipient's
mailbox. Then there's an at sign (@). Next comes Host name
(university), also called the domain name. Thiergto the mail server, the
computer where the recipient has an electronic bozil It's usually the
name of a company or organisation.

The end of the domain name consists of a dt} {6llowed by three
or more letters (such asom and.gov) that indicate the top-level domain
(TLD). This part of the domain name indicates tjyget of organisation or
the country where the host server is located.

These top-level domains are currently in use:

.aero— for the air-transport industry;

.com — for businesses, commercial enterprises, or erdarvices like
America Online. Most companies use this extension;

.edu— for educational institutions and universities;

.info — for all uses;

.org — for non-commercial organizations;

.pro — for use by professionals, such as attorneyghugsicians.

For e-mail addresses outside of the United St#tese is often a two
letter country code. For instancea indicates Canadapk indicates the
United Kingdom andmx indicates Mexico.

Account names can use letters and numbers, sutbtiadent2007,"
can't contain any spaces, and are limited in lerdgthending on the service.

Internet e-mail messages consist of two major gesti

» header — structured into fields such as summandese receiver,
and other information about the e-mail;

* body - the message itself as unstructured text; esoras
containing a signature block at the end.

The header is separated from the body by a blamk IMessages
usually have at least four fields in the header:

1. From: The e-mail address, and optionally name hef gender of
the message.
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2. To: The e-mail addresses, and optionally namethefeceiver of
the message.

3. Subject: A brief summary of the contents of the sags.

4. Date: The local time and date when the messag®riginally sent
It's so simple..or is it?

Notes:

device —ycTpoiicTBO

attachment -apucoennuenne (BroXxeHue, IPHIOKEHNE K TTHCHMY)

account -yuyérHas 3anuch

host —xoct (0Omuit TepMUH, OMMCHIBAIOIIUI HEYTO, COIEpIKAIIee
pecypc U MPeOCTABISIONIeE K HEMY TOCTYI)

attorney -agBokar, IOpHUCT

space -fipodeit, 3HaK podena

domain name -#Mms gomeHa (MM, MOJ KOTOPBIM JIOMEH H3BECTEH B
ceTH

top-level domain (TLD) -AoMeHbBI BepXHETO YPOBHSI

body —ocHoBHast yacTh

signature —moamnuck (B 3JE€KTPOHHOU II0YTE — HHGpOPMAIH B
HECKOJIbKO CTPOK, COfepsKaiias CBEACHHs 00 OTIpaBHTENC COOOIUICHUS |
no0asisieMas aBTOMaTHYECKH B KOHEI[ HCXOISIIETO OT HETO COOOIIEHHS)

=g

R
:I _’."‘"B

B

August 03, 20— 14:25:20

shannon_chin@allcomp.net
From:  gail_wu@allcomp.net
Subject: Trade Fair Invites

= =ses—-
W (0a

TE——
(T

Shannon,

-Send a note to all customers with accounts over $4,000
last year.

g
;

e

-Invite them to stop by aur booth at the Seoul trade fair.

S

-Send a free gift with this letter.
Gail

J:_‘_-_‘ I RSt T T A AR R TG b s e NIRRT i

Figure 7.1. Email format
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7.2. GENERAL TIPS FOR WRITING EMAILS

Here are some general tips as a reminder for rgood emails:

« Use a "subject line" that summarises briefly arghdy the content
of the message. Your email may be one of hundredshe recipient's
computer, and you want them to read it when itvagiand then find it
again easily in their files.

* Use short, simple sentences. Long sentences ae difficult to
read and understand. The most common mistakedandes of English is to
translate directly from their own language. Usuatlye result is a
complicated, confusing sentence.

e One subject per email is best. The other personreply to an
email about one thing, delete it, and leave anoé#imail in their "Inbox"
that needs more time.

« Be very careful with jokes, irony, personal comnsegtic. Humour
rarely translates well from one culture to anotierd if you are angry, wait
for 24 hours before you write. Once you press "Sed cannot get your
email back. It can be seen by anyone and copiedsantdround the world.
The informal nature of email makes people writadki that they shouldn't.
Only write what you would be comfortable sayinghe person's face.

« Take a moment to review and edit what you haveterritls the
main point clear? Would some pieces of continueus Ibe better as bullet
points or numbered points? Is it clear what action want the recipient to
take? Would you be happy to receive this emaii? tfoubt, ask a colleague
to quickly look through and make comments.

- Don't ignore capital letters, punctuation, spellipgragraphs, and
basic grammar. It might be okay when you are wgitio a very close
friend, but to everyone else it's an important pdrthe image that you
create. A careless, disorganised email shows tk&deuworld a careless,
disorganised mind.

e Use the replies you receive to modify your writitythe same
person. If the recipient writes back in a more infal or more formal style,
then match that in your future emails to themhbyt use particular words
or phrases that seem to come from their compartyreulor professional
area, then consider using those words yourselfevtiery are appropriate.

* Be positive! Look at these wordactivity, agreed evolving fast
good questionhelpful join us mutual productive solve team together
tools useful Now look at thesebusy crisis, failure, forget it hard, | can't
I won't, impossible never stupid unavailable waste The words you use
show your attitude to life (Figure 7.2).

104



Notes:

complicated 8amyTaHHBIH, TPYAHbLI AT HOHUMAHHS

delete —ynansare, cruparsb

inbOX —AmuK BXomAme mouTsl

bullet point —xupras Touka (HaGOpHBIIT 3HAK, KOTOPBINA HCIOIB3YETCS
Ul BBIJCTICHUS] HauOoliee BaKHBIX MECT B TEKCTe, A O(pOpMIICHHS
MYHKTOB FJIH TIOJITYHKTOB)

careless — HeOpexHBIN, HEBHUMATEIBHBIN, JIETKOMBICICHHBIH,
HecepbE3HBIN

To: mberry@helpinghands,.com
From: susanp@businesssolutions.com
Subject: Business Opportunity

Date:  Mon, July 30, 20— 9:00 Am.

Dear Mary,

Business Solutions is holding an open house on Friday.

I think your group would benefit from the information and
networking opportunities. I have attached the details of the
meeting to this e-mail.

Hope 1o see you there.

Regards,
Susan

x Business Solutions
Open House

Figure 7.2. Informal email

7.3. THE INTEROFFICE MEMORANDUM

The ever-growing use of personal computers hasceztithe need,
within an organisation, to communicate on papet,tha need does still
exist. Communication may begin on the computerestrar telephone, or
even face to face, but "putting it in writing" fohe record will prevent
future misunderstanding. The format for this writtecord is known as the
interoffice memorandum (Figure 7.3).
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Memorandumsysually callednemosare the form commonly used for
short, relatively informal messages between members of the same
organisation. The memo provides a simplified, stadided format for
communicating information conciseliffhe many uses of memos include
announcements and instructions, statements ofypali@ informal reports.

Because memos are usually used between people aveoahregular
working relationship, the tonaf memos tends to be more informal than the
tone of other business letters. Expressions andlsvknown only to those
employees of the company are permissible in a m&moilarly, the writer
can usually assume that the reader knows the Emdie and so can get to
the heart of the message more directly. Note, hewethat the level of
formality should reflect the relationship betweba triter and the reader.

At the same time, a memo, like any piece of writtemmunication,
must be prepared with care. It is TYPED neatly eodtains COMPLETE,
ACCURATE information. It follows the principles standard English and
maintains a COURTEOUS tone no matter how familer ¢orrespondents
maybe.

Unlike other types of business letters, the memidQST prepared on
company letterhead. Nor does it include an insiddress, salutation, or
complimentary closing. A memo is a streamlined metbf communication.
Many companies provide printed forms to speed umapreparation even
further.

Whether or not a printed form is available, moshrmae use a standard
heading: the company name about one inch fromdhefdllowed by the
term "Interoffice Memo." Beneath this, four basibbeadings are used:

TO:

FROM:

DATE:

SUBJECT:

(Some companies also include space for such desitéfice numbers
or telephone extensions.)

The body of the memo begins three to four lineowethe subject
line. Like any piece of writing, it should be logity organised but it should
also be CONCISE: the information should be immedyaaccessible to the
reader. For this reason, data are often itemised pawragraphs are
numbered. Statistics should be presented in tatoes,

The body of most memos can be divided into threwg# sections:

1. Anintroductionstates the main idea or purpose.

2. A detailed discussionpresents the actual information being
conveyed.

3. A conclusion may make recommendations or call for further
actions.
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Notes:

memorandum (Memo) exayxe6Has 3amuckKa, JOKJIaaHas 3aiucKa

concisely «paTko, ¢xkaTo, JaAKOHHIHO

permissible —103BoUTENBHBIN, JOIYCTHMBIN

assume -HApUHUMATh Ha cebs, IPEoIaraTh, TOMyCKaTh

streamlined <xopoio HajgaXKeHHBIH; paliOHATH3UPOBAHHBIN

telephone extension -f00aBoYHbI HOMEpP, BHYTPEHHHM HOMED
(B xommyTarope, BHyTpeHHel ATC)

accessible #ocTynHBI, TOHATHBIH

to convey- coobmars, nepenasarsb (MBICIIB)

C.P. Dalloway & Sons
Interoffice Memo

TO: Charles Dalloway, Jr.
FROM: Clarissa Woolf
DATE: August 18, year

SUBJECT: Alternative Methods of Payment to Our Né&werseaq
Suppliers

17

Because our suppliers have placed us on open dctbese are the
alternative methods of payment available to us:

1. Check — this method is slow. It requires claaeathrough thd
international banking system and will cost some afr suppliers
additional bank charges. In some countries, clesraan take as long as
a month.

2. Bank draft — our bank will issue a draft draema bank in theg
supplier's country and currency. Because we seisddihectly to our
suppliers, they receive prompt credit.

3. Electronic transfer — our bank instructs anrseas bank to pa
our supplier in either our or their currency. Tisishe quickest method q
payment, but our fees will be the highest.

— <

Please let me know your preference, and | will camitate it to our
suppliers.

Cw

Figure 7.3. Interoffice memorandum
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7.4. PRACTICE TASKS

Task 1. Write the parts of this e-mail address inthe correct
order and explain what these parts mean:

mail@ru.professor

Task 2. Choose a subject line for each email. Oré the subject
lines in the box is not used.

a) Action re contract; b) Meeting 14/5; c) Re yadvertisement;
d) Special Offer!; e) Shipping confirmation; f) Reding your order.

Email 1

SUDJECE: e

Re your last emailwe are in the process of arranging the meeting
scheduled for 14 May, but there are still a fewadgtl need from you.
Do you want me tdook hotel accommodation for you — or will youtsior
out at your end? Also, can you send us somethirgitathe Barcelona
project you were involved in last year? It would belpful to have
something to circulate before the meetiijeasesend a copy of any
relevant reportsRegards Monica.

Email 2

SUDJECE: e

Sorry for the delay in replying — I've been out of the coyrdn
businessUnfortunately the items you ordered are not in stock, but we're
expecting delivery by the end of the weél.get back to youas soon as
they arrive. If you need any more information, pkeéeel free to contact me.

Email 3

SUDJECE: e

Luisa, I've emailed Michelle and Roberto about thanges to the
contract.Shall | have a word with Michelle to make sure she undedst
what's going on? You work with Robertacan youtalk to him?Thanks for
your help— | appreciate it.

Email 4

SUDJECE: o e

Good newsSubscribers to our email newsletter can take aidege of
fantastic price savings in our January sBle attacheda pdf file that gives
full details, or alternatively just click on thenk below. You can order over
the web or by email — our customer service stadfstanding byLooking
forward tohearing from you soon.
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Email 5

SUDJECE: e

Just a short note to let you know tived received your ordewe can
confirm thatthe items were sent by mail today. To track yadleo, click on
the link below.If there's anything elsgust let us know. Best wishd&erre.

Task 3. In each gap there aréwo possible answers from A, B, C
or D. Write both answers. The first one has been de for you.

1. Please..B/C...my report. Hope it's useful.

a) find attachment; ¢) find attached;
b) find enclosed; d) see attached.
2. Here is my report. If there are any problems, ......... me know.
a) please let; c) please to let;
b) make; d) justlet.
3. This report has just arrived. I'm ................. it you. Hope it's
not too late.
a) moving; c) replying;
b) forwarding; d) sending.

4. I'm sending various forms for you to completieaBe ...............
special attention to AF200.
a) give; c) make;
b) pay; d) take.
5. Please complete the attached forms, and retimemt to
Me ..ooovvviinennne. 3 June.

a) by; c) before;
b) until; d) to.
6. As agreed, I'm sending the pre-meeting notes.ne know if
there's anything else we cando ............... before wetmee
a) from our part; ¢) on our side;
b) from this end; d) on this way.
7. I'm attaching the Business Plan Review. Please............ that
several alterations in dates have been made.
a) look; C) note;
b) appoint; d) be aware.
8. Please find attached my report ..................... if thare any
problems with deadlines etc.
a) Get back with me; c) Get back to me;
b) Getintouch; d) Make a touch.

9. Please find attached my report ..................
a) Let me know what you thinkg) Let me have what you think;
b) Let me have any commentsd) Make me have any comments.
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10. Here is the itinerary for Sri Lanka. Please ... .......

included everything you want in it.

110

a) check; ¢) control;
b) agree; d) confirm.

that | have

Task 4. Putthe lines in the emails below into theorrect order.

Email 1

I am writing to thank you ............................
The meetings were very productive, and .......
As well as the business side of things, ..........
The next time that you are in Munich ............

Please give My regards ........ccoouveiiiiiie i e

for your hospitality ..

during my recent trlp to Parls ......................

| really appreciated the time you took ............
| am sure that they lay the basis for ..............

to show me Notre Dame, and ......................

to your colleagues in the Paris office, ............
the wonderful meal that we had afterwards ....
a good long-term business relationship .........

it will be my pleasure to return your kindness ............
it was a great pleasure to meetthemall ........................

Email 2

Thank you for taking the time to attend ..........

Unfortunately, we have to inform you that ......

As we mentioned in the interview, we had ......

While we were impressed with your interview,

We appreciate your interestin .....................
many applicants for this position ..................
your application has not been successful .......
an interview with us last week .....................

we didnotfeel ..o,
WOrKIiNGg With US, ... e e

that you have the necessary skills ................
and we would like to take this opportunity ......
and experience for the position .................
and the standard of candidates was very high
to wish you every success in the future .........



Task 5. What is wrong with this e-mail? Find mist&es in it and
correct them.

E-MAIL

From:
S.Choi@customserv.CivilandCivic.com

To:
D_Suen@personnel.CivilandCivic.com

Date:
Monday, 18 September 2006

Re:

I'd like you to look into THE HEALTH AND SAFETY]
ISSUES RELATING TO SMOKING in the company[s
office, specifically:

1.
What are the current regulations regarding smokin
the workplace?

©

2.
What are other companies like ours doing re. sngikin

3.
a)
Can we introduce a ban on smoking in this company}

b)
If we can, what procedure do we need to follow?

Could you please get back to me before next week's
Senior Management meeting on Monday, 25 September
2006*<):0)

Cheers
Sally
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Task 6. Read the internal memos between the manageat
Arrowhead East Conference Center about the upcomingCellFirst
seminar.

Complete the Action Log with information about CelFirst's
responses and Arrowhead's actions.

Arrowhead East Conference Center
INTEROFFICE MEMO

To: Jan Turner, Meeting Planner
From: Mark Wilson, Catering Manager
Date: February 3,20

Subject:  Catering for CellFirst lunch

| have attached three menu choices for the Marchlub&h for
the CellFirst group. | asked the client on Febf they would prefer a
buffet lunch or served lunch. They haven't gottamkbto me. Could you
follow up?

Arrowhead East Conference Center
INTEROFFICE MEMO

To: Mark Wilson, Catering
From:  Jan Turner, Meeting Planner
cc: Janice Jackson, Audiovisual

Tom Goode, Room Reservations
Mary Blake, Furniture and Equipment
Date: February 4, 20
Subject: Re: Catering for CellFirst lunch
Re: Your memo of February 3

| spoke to the client today. A buffet lunch is OKalso asked what
kind of computer they are using. They are bringihgir own computer.
We will provide the cables and a technician toisetp. We will provide
five tables, but they have to tell us what size."\Walready talked about
rooms. Any other problems? Let me know.
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ACTION LOG

Contacted by |Response from clie

Department Arrowhead CellFirst Action
(month/day) (monthday)

. All rooms

Room reservation 2/1 2/3 X
available

Audiovisual 2/1 1) 2)
Furniture and 21 5 What size tables
equipment ' do they need?
Catering 2/1 3) 4)

Task 7. Prepare the in-house correspondence callédr In each
of the following situations.

A. Your employer, Penelope Louden, requested a stheflthe data
processors' planned vacations so that she may eledigtther or not to
arrange for temporary help during the summer moniie schedule is
as follows: Josie Thompkins, July 1 — 15; CalvidlBauly 15 — 29; Stephen
James, July 22 — August 5; Jennifer Coles, August 26. Prepare a
memo to Ms. Louden informing her of the scheduld abserving that
at least three processors will always be presergxeept during the
week of July 22, when both Mr. Bell and Mr. Jaméal ke on vacation.
Ask if she'd like you to arrange for a temporarggassor for that week.

B. As administrative assistant to the president oy Products,
Inc., it is your responsibility to make reservatoat a local restaurant for
the annual Christmas party. Because of the high pes person, you
would like to have as accurate a guest list asilpesswWrite a memo
to all the employees requesting that they let yoowk by December 1
whether they plan to attend.

7.5. SELF-CHECK QUESTIONS

1. What are the advantages of email?
2. What are the main parts of Internet email addr&sses
3. If you have an email address, what domain nameodauge?
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Do you know a two letter country code that indisaRissia?
Describe the parts of an email message.
What is the message header and what can you leamitf?
What are the most useful email writing tips?
What is memo? Describe its main purpose.
. Is the toneof memos more informal than the tone of other
business letters? Why?

10. What other differences of memo from other busirleiers can
you name?

11. How many sections can you find in the body of mmoemos?
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VuebHoe u3znanue
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