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1 Reply to Mr Mizuno. Tell him if you can meet him on 13 March (see your 
diary on card 27). 

Message plan 
• put a subject heading 
• say what you are writing about 
• tell him if you can meet him or not (give the day and time) 
• recommend the Hotel Bluebird-to him (tell him where it is- see map) 
• ask him to let you know where he will be staying in case you need to contact him 
• close the message 

I KOWLOON I I HOTEL 
BANK BLUEBIRD 

Leefung lntemational 
%km 

BOWEN ROAD 

~ 
2 You are Ms D. Hicks, the Purchasing Supervisor at the Court Hotel. You have 

just received this memo from your manager. 

DATE l February 

FROM Manager 

LJ 
CfN[ (0 URT 41°TU 

MEMORANDUM 

SUBJECT Slembrouck BVBA Order 256 

TO Purchasing Sup~rvi.sor 

We have just received this order. Unfortunately, we ordered 1,000 bottles of 
orange juice, and they have sent us 1,000 bottles of shampoo. We need the 
juice for a wedding party in two weeks' time. 

Please email Slembrouck BVBA and ask them to deliver the juice that we 
ordered as soon as possible. They can collect the shampoo at the same time. 
Their email address is info@slembrouck.be. 
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5 You have just checked your stock levels of Alpha Rapid Bottlers. This is the 
information you found. 

o-----o--o- -o -o----o-----o---0 o---o---o o -o---o--o-- o o o--o 

. ·sroclCtm•<TRUCMRNRGER~u5:t 

----------
--Part -no:-----6-7-5-1-62-

~ett-t-s-t-o~~:=-~~P-~-~ted--9--1-2~_-_nl_t:l_~!~-~-

Write to Jarritos and tell them this. 

Message plan 
• say what you are writing about 
• tell them the information you have 

, • ask them to tell you as soon as possible if they want the bottling system 

6 Your business is in serious financial difficulties. You owe £250,000, so you 
cannot settle your-account with Lumino Inks. (The bank refused your last 
cheque.) To stop legal action against you, yOur lawyers, Smith & Sons, have 
told you to go into liquidation. They will write to all the companies involved 
soon. 

Write to Lumino Inks. 
Message plan 

refer to their message 
• tell them about your present situation 

give the bad news about their bill 
say what you have had to do 
tell them about your lawyers 
apologise and close the message 

2 Write a short message to Northern Paperworks telling them about your 
present situation and what you have had to do. 





10 

Date: 14 February 

From: Manager 
Subject: Slembrouck BVBA 

To: Purchasing 8t:. Sales Supervisor 

I am very surprised that Slembrouck BVBA are not going to deliver the 
coffee and the rest of the tea until the end of the month. We have now 
fonnd a new supplier, so please cancel our order with t~em. 

You can also tell them that we are sorry, but we do not intend to do 
any more business with them. 

Memora11.dum 
To: Sales Dept 

Date: 20 October 

From: Marketing Dept 

Ref: Stock order DG 00315 

Subject: cable prices 

The price of the 15-amp cable has been reduced. 

The price is now 22p a metre, less any normal discounts. 

Write to Tavridis Ltd and tell them this. 

Message plan 
• refer to your last message (say what you are writing about) 
• give the good news 

M 
MIDTEC 
CABLES LTD 

•' ask them to tell you as soon as possible if they now want to order 
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15 
·----·· --··--------------

09,21 1-JUN-2006 SUN EXPRESS 0870 567 8768 

Memorandum 
Date: 1 June From: Sales Manager To: all branches 

Tour 5210-New Carrier 

L We have found a new carrier for Tour 5210. This is DTL Aviation 

Company. 
2. All clients who still want to take this holiday must reconfirm their booking as 

soon as possible. 
3. They must also check in at Gatwick Airport by 0825 on the day of departure. 

4. Please write to all agencies and tell them thiS. 
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Message plan 
• say exactly what you are writing about (refer to your last message) 
• give the good news 
• tell them about reconfirming 
• tell them about the check-in time 
• close the message 

1 6 You have just received this email from your Technical Department. 

Work will begin, end of next week 
Duration of work: 1-2 weeks 
Deposit required: US$800 

The repair will be guaranteed for 6 months. 

Message plan 
• thank Mr sanchez for his message 
• tell him the good news about when the repair will start 
• tell him how long the repair will take 
• ask him to pay the deposit before you begin the work 
• tell him about the guarantee 





20 The following fax has come from head office. 

09:47 30-MAY-2006 SUN EXPRESS 0870 567 8768 

Memorandum 
Date: 30 May From: Sales Manager fo: all branches 

ColJapse of Pekar Airways 

1. Pekar Airways, our carrier for tours to Mexico, has collapsed. This 
means that Tour 5210 is now cancelled. 

2. Please write to all agencies and tell them we will refund the:ir deposits as soon as possible. 
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Message plan 
" say exactly what you are writing about 
" give the bad news (say what you have had to do} 
• tell them about their deposits 
• close the message 

21 You are Tony Smith. You work in the Export Sales Department at Wesco. 
You have just received this email from your Technical Department. 

The cost of repairs to the capping machine at the Jarritos factory in 
Spain is estimated at US$2.500. 

Their present capping machine is rather old, and they will probably 
need a new one within two years. 

(Our present price new is US$7.000.) 

Write to .Mr S:inchez and tell him this. 

Message plan 
" mention the dinner you had with him and the visit to his factory 
" give the quotation 
• say why the price is high 
• make the point about the age of the machine 
" tell him the price of a new machine 
• mention Cristina Barrios 
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25 It is now two weeks before the holiday should begin. You must make sure that 
Mr Thomas has a confirmed booking. 

1 Write. a short message to confirm any booking you have made. 

Message plan 
refer to your last message 

• give the good news (you would like to book/confirm ... ) 
• close the message 

2 Write a short message to the other company, telling them that you have 
already made a booking. 

Message plan 
refer to your last message 
give the bad news 
close the message 

26 You have just received this memo from the Production Manager. 

Memorandum 

To: Sales Dept 

Date: 20 October 

Ref: Part no. A7Bl5 

Subject: Delivery time for 15-amp 
cable 

From: Production Manager 

A fire has destroyed part of the factocy that supplies us 
with plastic covering for the 15-amp cable. 

This means that there will be a delay of at least siX 
weeks in the delivecy of any order for this cable. 

Write to Tavridis Ltd and tell them this. 

Message plan 
• refer to your last message (say what you are writing abont) 
• give the bad news 
• apologise 





29 

30 

You work in _the Project Plannin~ Depar~ent at Bauer AG, Altenberg, 5253 
Effingen, SWitzerland. You have JUSt recetved this memo from the General 
Manager. 

T0: Project Planning Dept 

HUf;t.i_, GM 

Jl'!i.TE~ Jan. 4 

MJlLJi:CX: Aqua Warm BV 

I am sure that you have read about the recent explosion at Perfecta 
Ltd. We have decided not to install any more Aqua Warm central
heating systems until we can be sure that they are absolutely safe. 

Please write and inform Aqua Warm of this. Their address is 
Beulingstraat 23, Amsterdam, The Netherlands. 

Message plan 
• say what you are writing about 
• give the bad news 

You are the Purchasing and Sales Supervisor at ABC (Drinks Machines) Ltd. 
You have just received this memo from your manager. 

Date: 1 February 

From: Manager 

Subject: Slembrouck BVBA 

To: Purchasing & Sales Supervisor 

Slembrouck BVBA recently delivered our order No. 260. Unfortunately, 
we ordered 150 kilos of tea and coffee powder, and they only sent us 

7 5 kilos of tea. 

We need the coffee and the rest of the tea at once. Please email them 
and ask them to deliver this as soon as possible. Their email address 

is info@slembrouck.be. 
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33 If you have not heard from Tavridis Ltd, send them a short fax asking them if 
they now want to place an order. 
When they have told you that they want to order, write to confinn their order. 
Give them the payment details. 

Message plan 
• refer to their message or fax (thank them) 
• ask them to open a letter of credit in your favour for £4,318 
• ask them to arrange for a bank in England to guarantee the lie 

34 You are Claire Brown at Lumino Inks. You sent this invoice to Wainman Ltd 
six months ago, and they have not paid. 

r==i!LUMINO 
L!JINKS LTD 

Main Street 
Kendal LA9 6TW 

Tel: 0!539 469985 
Fax: 01539 467723 

Invoice No 2323-A 

ITEMS 

15M~~ 2006 

Terms of sale: 

1 00 l. .. stve:; 
1 

black:. MK 

@_ -l CJ -oo I ;tye_ 

All accounts must be settled within ONE MONTI:I of delivery 
VAT Reg. No. 216 3185 80 

TOTAL 

£ 

VAT 157 50 

Total (05 50 

lbis is the third time they have broken your terms of sale. Write and ask for 
payment now. 

Message plan 
• say what you are writing about 
• ask for payment 
• make the point about d1e terms of sale 
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38 

Memorandum 

To: Sales Dept 

Date: 22 October 

Ref: Part no. A7Bl5 

Subject Delivery time for 15-amp 
cable 

From: Production Manager 

We have been able to find a new supplier for the plastic 
covering for the 15-amp cable. 

Delivery time is now back to normaL However, there is 
a small increase in price. The cable is now 23p a metre, 
less the normal discounts. 

Write to Tavridis Ltd and tell them this. Ask them if they can tell you as soon 
as possible if they want to order. 

Message plan 
• refer to your last message 
• give the good news 
• give the bad news 
• ask them to tell you if they want to order 

39 Write to your friend, Robert White, at Northern Paperworks. He wants a 
credit reference on Wainman Ltd. Tell him about your experience with them. 
You have also heard that they are in serious financial difficulties. Tell Robert 
White if you think he should give Wainman Ltd credit or not. 

40 You have just seen this article in the 
newspaper. Decide what you are going
to do and then: 
• send faxes or emails to make sure you 

have a working bottling system 
• send any necessary emails or letters 

to cancel an order you have m<ide. 

Message plan 
• say what you are writing about 
• give the bad news 
• give the reason 
• say what you are going to do instead 

New law against 
disposable 
bottles 

THE government h3s passed a 
new law forbidding the use of 

disposable bottles for soft drinks 
from the end of next year. The 
new law aims to reduce the 
amount of pollution caused by 
bottles thro'Nll away 
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43 You are Robert White at Northern Paperworks. 

44 

Write to your friend Claire Brown, at Lumina Inks (Claire@luminoinks.co.uk), 
to ask her for a credit reference on Wainman Ltd. 

Message plan 
• introduce your message (I was wondering .. ) 
• tell her what Wainman Ltd want 
• ask her if she knows anything about them 
• ask her to reply as soon as possible 

Memo 
Date: 11 February 

From: Manager 

Subject: Order No. 256 

To: Sales Supervisor 

Please write and tell the Court Hotel that we are sorry 
that we made a mistake with their order. (Instead of 1,000 
bottles of orange juice, we sent 1,000 bottles of shampoo!) 
Their email address is manager@courthotel.co.uk. 

Our delivery vans will be in their area at the begirl.Ding of 
next month. We will deliver the juice then and collect the 
shampoo. 

45 If you have not heard from the company that you want to order from, send a 
short fax asking them for a reply. 
You should receive some new information from both companies. Send any 
necessary letters, emails or faxes to cancel, confirm or place your order. You 
must be sure that you will get the cable that you need. 
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48 If you have heard from Golden Holidays, write and tell them that you have 
booked with Sun Express. 

Message plan 
• refer to their message 
• give the bad news 
• close the message 

If Sun Express have not replied to your last message, write to them again and 
ask them for a reply. 

Message plan 
• refer to your last message 
• say your customer, Mr Thomas, is worried about what will happen if Pekar collapses 
• ask them for a reply as soon as possible 
• close the message 

49 You are Fran\oise Molet, Export Sales Department, Alpha Food Machines. 
You have just received this email message from the Technical Department. 

Estimated cost of installing the Alpha Rapid Bottler in the Jarritos 

factory, Spain is US$70,000, 

This includes a one-year guarantee covering parts and labour. 

Payment can be made over two years. 

Write to Mr S<inchez and tell him this. 

Message plan 
• mention the dinner you had with him and the visit to his factory 
• give the quotation 
• tell him about the guarantee and payment 
• mention Cristina Barrios 





53 

Main Street 
Kendal LA9 6TW 

Tel: 01539 469985 
Fax: 01539 467723 

Invoice No 2323-A 

ITEMS 
TOTAL 

1 oo LdYes, blacic. MK 

@ l g. oo I ;tre. 
VAT 

Total 

£ 

151 .50 

!051 so 
Terms of sale: 
All accounts must be settled within ONE MONTH of delivery 

VAT Reg. No. 216 3185 80 
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You received this invoice six months ago, but you could not pay then because 
you were waiting for payment from your customers. However, you can now 
pay. Write toMs Claire Brown at Lumina Inks (you do not know her). 

Message plan 
• say what you are writing about 
• tell her that you are sending a cheque separately by post 
• apologise for the delay 
• give the reason 

54 You are the Booking Supervisor at Sun Express. You have received a booking 
from Western Travel for 25 people. Write a message confirming the booking 
and giving further information. 

Message plan 
• say that you have booked a holiday for 25 people (give the tour number and 

departure date) 
• ask Western Travel to tell their clients that they must check in at Gatwick Airport 

at 0930 
• close the message 
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57 You should now have all the information from both companies. Decide which 
company you are going to buy from and then quickly: 

58 

1 send a short fax to one company ordering the cable (ask for details of how 
to pay) 

2 send a normal letter or email to the other company, thanking them for the 
information and telling them that you will not order from them. 

Message plan 
• put a heading 
• say why you are writing 
• give the bad news (where appropriate) 

------~--·-- ----, 

DATE 14 February 

FROM Manager 

CfHfC0 URT 41°Tfl 
MEMORANDUM 

SUBJECT J\llC (Drinks Maobines) Ltd 

TO Purchasing Supervisor 

If you have not heard from ABC (Drinks Machines) Ltd, please email them 
again and ask them if they have received your message. 

If ABC Ltd have the juice that we need, please: 

1. email them and ask them to send us 1,000 small bottles as soon as 
possible; 

2. email Slembrouck BVBA and cancel our order with them. Tell them that 
we have found a new supplier for the orange juice and ask them to collect 
their shampoo as soon as possible. You can also tell th~m that we do not 
intend to do any further business with them. 





62 You are Jun Mizuno. You have just found this note on your desk. 

Telephone Message 

N8CAW ~ct<:>1at"'e'_tl_;:5~(_1_1 __ _l'timir>E>_e''---'-'l O::-.::::,~o:_ _ _"call"':..'t:=:ak~e"Cn.o:bYL'-'-A--"-P..::S'------~ 

Your IYMel D.jW f"ltY>lJ AU fl.i9W:s to Hcmg 1<1m0 o" 1'<- Ma.rrh 
are full . The. ({.r:st cwailalole.- FU_gkt ax-n ves a_t z.oo ct-M-
LWL 13 Mtuch. sl-,e. ht;!s booked 0ou_ CJI'\ tl'l.a.t fi;giAt- st.e. also 
WC!Itts /;o /Mow wVtich h.tll:el \}ou. ~t b:. "CaY eel:· 

112 Role cards 

Write to change your appointment with the International Relations Section at 
Leefung Plastics (International) Ltd in Hong Kong. Ask them to recommend a 
hotel to you. 

Message plan 
• put a subject heading 
• say what you are writing about (your forthcoming visit to their company) 
" say, unfortunately, you will not be in Hong Kong unril13 March (say why) 
• ask if you can meet them on 13 March (at the same time as before) 
• ask them about the hotel 
• close the message 

63 You have received a fax from Tavridis Ltd, asking for information. Send them 
a fax with the following details: 

20,000 metres of 15-amp cable at 22p a metre 
less 10% for a large order 

packing and freight 

C&FTOTAL 

£4,400 
-£ 440 

£3,960 
£ 302 

£4,262 

You can deliver the cable eight weeks after you have received their letter of 
credit. Your address is Hanston Electrics, 48 Golden Road, Manchester, 
M11 4NS, sales@hanstonelectrics.com. 

Message plan 
• refer to their fax 
• give the information 

64 You are Harold Wainman. 
You are very low on stocks of paper. Write to your friend, Paula Robinson, at 
N orthem Paperworks and ask her to tell you as soon as possible if she can help 
you. (Refer to your last letter.) 
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67 

iU GM 

ti'·flfli'L' Project Plarming Dept ::;;!)~; ;\;>.;_., Aqua Warm BV · 

I have checked through our records of the work that we did at 
Perfecta Ltd. The heating system was checked three times before tt 
was turned on. I am absolutely sure that the explosion is not our 
responsiliility. 

I suggest, therefore, that Perfecta write to Aqua Warm to claim 
compensation. 

Please write to Perfecta.( address: 61 Bath Road, Worcester WR5 3AB, 
England) and explain our position. 

Message plan 
• say what you are writing about 
• make the point that the system was checked 
• suggest that they contact Aqua Warm 

Remember to refer to any letter you have received from them. 

68 The Sales Manager has just sent you this memo by fax. 

9:36 30-5-2006 FROM: Head Office. Golden Holidays 0870 367 9087 

MEMORANDUM 
From: Sales Manager 

Date: 30-5-2006 

To: All branches 

Collapse of Pekar Airways 

1 Pekar Airways have collapsed. A lot of companies use this airline. We can 
therefore expect more customers for our tours. 

2 We have arrange~ for our carrier to take 200 extra passengers each week on 
our tours to Mex1co. We can give an immediate confmned booking to any 
customer who had booked a holi~ay using Pekar. 

3 Please write to all agencies and tell them this. 

Message plan 
• say exactly what you are writing about 
• give the good news 
• tell them about the immediate confirmed booking 
• dose the message 





71 Write and tellJarritos about this new service. 

New Service: Star Maintenance Agreement 

For a fixed price of US$3.500 the agreement includes 12 months· 
cover of: 

-emergency repairs of any bottling system 

-aU charges for parts and labour. 

AU repairs will be started within one week of receipt of a letter or 
fax. Further details on reque~t. 

Message plan 
• say what you are writing about {their bottling system) 
• tell them about the new service 

72 You have received another telephone message. 

Telephone Message 

~ ~dat"""e'-"2~01J{_i_l _ ____tltim~e'~q!_,._i_l :-c5>_ _ _"calle>U_'t'='ak':':e""cn!Oby1.:'--'A'-'-'-P--'S"-----

Yo()./r iv-cweA 09€/Ak Y'a.t1.CJ ct0aAVl. You. Y~~.U£t: re.~rW\ 
jOW fUcjl•k to 1-/.m-1.3 ~ tlii .so-m as pos11kole.. 
Sl-!e has loaotu.d ~au. L.t.to f:he_ Hote.( l>Luehim{ · 
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If Leefung Plastics International in Hong Kong have not yet told you if they 
can meet you on 13 March, write and ask them for a reply. 

Message plan 
• put a subject heading 
• say what you are writing about {your message of .. ) 
• ask them if the new day is convenient 
• say why you need to know soon {your flight booking) 
• close the message 

If Leefung- International have told you that they can meet you, write a short 
message to them, telling them where you will be staying if they need to contact 
you. 

Message plan 
• mention their last message 
• tell them about the hotel 
• close the message 
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