
To the student 

Please read this first.' (Teachers, too.') 

Company to Company is probably very different from other books that you have 
used to learn English, so it may help if you read this introduction first. 

The book has eight units. Each unit is divided into three different sections. 

Section A is the Study section. At the beginning of the section, you can do a self-test 
in the form of a letter- or email-writing exercise. You can then leam phrases for 
writing business correspondence. At the end of the section, there is another writing 
exercise. These beginning and end exercises will show you how much you have 
leamed in the section. 

Section B is the Activity section. This helps you to practise writing in a 'real' 
situation. Here, you can use everything you learned in Section A. In the activity, the 
class is divided into groups. Each group is one of three 'companies' in a business 
situation (for example, buying or selling something). In your group, you have to write 
messages to the other 'companies' using the role cards at the back of the book (see 
page 86). There are three cards for each group in each activity, and your teacher will 
tell you which card to look at next. The role cards and the messages that you get 
from other groups give you new information and, together, you will have to make 
decisions before you write. Your company is trying to get its business done, so you 
will have to think and write as quickly as possible! 

To get maximum benefit from the activity, it is important that everyone in your 
group writes. Once the activity is over, you can look back at your own messages and 
the messages written by other students to see if you can improve them. 

Section C is The writing process section. This shows you how you can develop your 
abilities in writing, how you can plan and revise letters and help yourself to write 
better English. 

At the back of the book, there is an Index of model lette-rs, emails and key words 
that you can use in class, at work or at home. This will help you to find an example 
letter or email or a particular word. There is also a Summary of useful phrases and 
main points from each unit and a Lettei and email layout guide. 

We hope you learn a lot from this book and enjoy using it. 
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Thank you for your email. I am sending some catalogues to you 
today which show details of the office equipment we can supply. 

You can also see details of all our products on our website 
www.jakartafurnishings.com.We offer a 5% discount for orders 
made through our website. I am attaching a copy of our price list. 

Please contact me if you have any questions or would like some 
advice. 

Yours sincerely 

S. Basuki 
Sales-EXecutive 
Jakarta Furnishings 
jalan Arjumi. 7 
Jakarta I 1190 
Tel 021 6373742 
Fax 021 6373739 
www-iakartafurnishings.com 

1.2 Email: the basics 

1 
2 
3 
4 

5 

6 
7 

Look back at the two emails and match each item (1-7) to the correct 
meaning (a-g). 

To: 
From: 
Subject: 
Cc: 

Bee: 

Attached: 
Signature 

a A document or other file you want to send with the email 
b The name and email address of the person you are writing to 
c The name and email address of someone you want to send a 

'blind copy' to (i.e. the other people who receive the message 
can't see that this person has also received a copy) 

d Your full name, address and other details that are automatically 
put at the end of your email 

e The topic you are writing about 
£ Your name and email address 
g The name and email address of someone you want to send a 

copy to 

2 Notice the layout of the email messages. 
a Where does each paragraph start? 
b How are the paragraphs separated? 
c How does the email open and close? 
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Dear Mr Hui Dear Ms Schofield 
Please can you tell me what your bank charges for 
money transfers? I would like to make a transfer to 
Japan. 

Thank you for your email. Unfortunately, we do not 
stock spare parts for electronic products. 
I suggest you contactWoshiba Radios directly and 
ask where your nearest service centre is. Their 
email address is servke@woshiba.com. 

1.5 Practice 

What's wrong with this email? Look at 1.1-1.4 again and write it out correctly. 

Dear Sir Thank you for your email, dated 19 Sept. I have 
pleasure in attaching our brochure with details of our 
tours to Taiwan. I look forward to hearing from you. 
Best wishes Fred Sales Manager 

1.6 Asking for and sending information 

You can ask for information in different ways. 

Please can you tell me . 
Please can you send me . 
Please can you send me details of. 

If you are replying, you can first thank the person for their message. 

Thank you for your email. 
Thank you for your email, dated 6 June. 
Many thanks for your message, dated 6 June. 
Thank you for your enquiry. 

You can then send the information they want. 

I am attaching details of. 
I have pleasure in attaching 
I attach some information which I hope you find useful. 
I attach our price list and look forward to hearing from you. 
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1.8 Practice 

There are two things missing and two style problems in each of these 
messages. Check 1.1-1. 7 again and complete and correct each message. 

To: 
Next Travel <info@nemray8l com> From: 

Subject: Renate Makosch <r:;makosch@observer:or»> 
a................. -

Attached: pricelistpdf 

Dear Sir or Madam 

This Year. the Daily Observer new ·n . 
We were ~onderino- ify 'd ]'k spaperwt ~~nt a special report on travel agencies. "' ou 1 etoputanadm

1
t. 

I attach our price list and look forward to hearing from YOlL :-) 
b 
R,~n:~.;,:,:·).!;;a:;k:o;:,,;;h:· ............................................. . 

Advertising Manager ... ~,--.··-·"'""<0·.·--
~~---~~ L Morales <\sabe\Morales@iol.it> > 

From: Tom Lander<tlander@sportscars co.uk 

Subject: c ··········'"········-·········· 
Attached: Swiftzx.doc 

H'' 

\. . the Swift zx series sports cars. 
Thank you for your em_al\ ab~u~ 

1 
hope you will find use1ul. 

1 attach some informat1on w 1c 

Bye for now. 

d. 

1.9 Be polite! 

In business, if you are polite, you will usually get a better response and better 
service. Users of English often do the following to show politeness. 

Say please and thank you: 

Thank you for your email. Please can you send me your catalogue? 
Say more: 

Thank you for your order for 10 boxes of Sunlight Wallpaper. Our price fOr each 
box is $250, plus an additional SSO (or postage. Our normal delivery time is 3-5 
days, not We got your order. The cost is $250 per box plus $50 tOr delivery. 
DeHvery is 3-5 days. 
Avoid being very direct: 

We think your prices are rather high, not Your prices are not acceptable. 
Ask rather than order: 

Please could you send it as soon as possible.? not You must send it straight away. 
Use indirect questions: 

I was wondering if yo.tt could help me, not Can you help mel 
• Avoid blaming or accusing the addressee: 

I am afraid there is a Problem with the order, not You've made a mistake with my order. 

12 Study$ection Unit 1A 

Understate the point: 

It seems we have a small problem, not There is a problem. 





1C The writing 
process 

Getting help 

1 Use Company to Company 

There are three sections at the back of the Company to Company that can 
help you while you are writing. "What are they? Look at these pages: 

• pages 117 to 121 
pages 124 to 127 
page 128 

a In which section would you look if you wanted to find the following? 

how to begin and end an email 
2 where to write the date in a letter 
3 the correct style for personal business letters 
4 an example of a message or email asking for a refund 

b Look in the correct section and find the page reference for each item 1-4 
above. 

2 Use your dictionary 

a A good dictionary is a very useful tool when you are writing. You need one! 
Find sell in your dictionary. Does it have this kind of information? 

It can tell you how to It can tell you what I If it is an irregular 
verb, it can give you 

the past forms. 

It can give you 
examples. say a word. type of word it is. 

\ 
It can tell you the L-~11 !pt, pp sol , ve nclre; sell out of something vendre tout son stock; the 

ne reste plus de billets; sell~by date limite de vente. correct spelling. r tickets are all sold out il 

It can tell you the 
meaning. 

b Sometimes, words have different meanings if you use them as a noun or as 
a verb. Find these words in your dictionary. What differences in the noun 
and verb meanings are there? 

service shm·e credit trip 

c Some words have different spellings in British and American English, or a 
completely different word is used. Look in your dictionary and complete 
the tables. 

Vocabulary 

British English American English 

note (money) 4. 
5 ...... apartment 
car park 6. 
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Note that Mr Aoyama is using American English spelling and expressions. 
These are covered in more detail in Unit 3. 

Deor Mr Aoyama 

Thcmk you for your email of 8 Februory, enquiring about agents for your 
products. 

I have forwarded your email and the attached catalogue to the following 
compcmies in Bahrain. They all specialise in sales of electronic equipment. 
I have asked them to contact you directly. 
Arabian Electronics arabicmelectronics@batelco.com.bh 
Gulf Cornmunicc:rtions 
Kholid Electronics 
Almoayed Sound o:nd Vision 
Al Khajoh Ltd 
Phone Zayani 

We hope that this will help you. 

Yours sincerely 

Husain Dhaif 
Eastern Bank, Bahrain 
Tel+ 973 177906765 
Fax+ 973 177906768 
WW'W.easter:nbankcom 

gcom@gcom.com 
khalidelectronics@batelco.com.bh 
info@asv.com 
Alkhajah@batelco.com.bh 
info@zayaniradios.com 

2.2 Attachments 

As you saw in Unit 1, if you want to send a file with your email, you can say: 

I am attaching our catalogue to this message. Please contact me if you would 
like more information. 

Please find attached our report. I look forward to hearing your comments. 
I have just received the photographs, which 1 have attached to this. message. 

Please can you select the photographs you would like in the newsletter? 
If you have any problems opening the file, please let me know. 

Sometimes, people have problems with attaclunents. 
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Thank you for your email. I am afraid you forgot to attach the report. Could you 
send your message again, please? 

Thank you for your message. Unfortunately, the attachment won't open on my 
computer: Could you send it again in a different format? 

Sorry! I forgot to send the attachment. 





2.4 Parts of a message 

Most messages have three parts . 
. 

Dear. 
1 An opening 

This says why you are writing. 

2 The main message 
This gives the details. 

3 The close 
This usually talks about the future. 

Yours faithfully/sincerely, etc. 

Look back at 2.1 and 2.3. Find the three parts in each message. Each part is 
usually a separate paragraph, but the main message can have more than 
one paragraph if you are writing about more than one subject. 

2 Look at 2.1 and 2.3 again. Which messages have more than one paragraph 
in the main message? What is the subject of each paragraph? 

2.5 Beginning a message 

Here are some ways to begin a message. 

We are writing to enquire about . 
We are writing in connection with . 
We are interested in ... and we would like to know 

How would these messages start? 
a You want to know the prices of some air conditioners. 
b You saw an advertisement in the newspaper yesterday and you want further 

information. 
c You want to know if the company you are writing to organises business 

conferences in Malaysia. 

If you are replying, you can start: 

Thank you for your email/letter/fax/call of (date) 
We have received your email/letter/fax/call of (date) 

asking if. 
enquiring about .. 
enclosing ... 
concerning . 

2 How would you start your reply in these situations? 

a A company sent you an email you on 23 July. They want to know if you sell 
photocopiers. 

b A company sent you a fax on 3 June. They want to know if you are going to a sales 
exhibition in London. 

c A woman telephoned you this morning. She wants to know if your shop is 
interested in distributing their range of musical instruments. 
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2.8 Email conventions 

Although emails often have an informal style, there are some conventions that 
you should follow. 
• Make sure your emails always open (Dear ... ) and close properly (Yours ... ). This is 

not only polite, it also tells rhe reader that the message is for them, and not just a 
copy (cc or bee), and that the message has finished. 

• Don't write in CAPITALS. In email, capitals are the same as shouting! Similarly, 
don't write all in lower case. 

• If you are writing a reply to an email, don't copy the original message back to the 
person who sent it, unless it is important to do so. However, make it clear what you 
are replying to. The person you are replying to will normally have a copy of their 
original message. 

• Some email writers copy parts of the original message back to the addressee and then 
write their reply. Usually, the part that is copied has> in front of it. For example: 

Mail to: Vincenzo Pellegrini <vpe!legrini@italialink.it> 
Subject: Re. Distributor details 

Dear Mr Pellegrini 

>Could you tell me details of your disrributors in Italy? 
Our main distributor in Italy is Maz:zerini Stock House, via Cavour 123, Milano. 

In general, try to avoid doing this, for the reasons given above. Many users of email 
also feel this makes an email look untidy, and it can give a poor impression. 

• Divide your message into paragraphs. A long message in a single paragraph is 
confusing and tiring to read. Put an empty line between your paragraphs. 

• Check your work before you send it! Most email programs have spelling and 
grammar checkers. Use them! A badly spelled, poorly written email can give a very 
negabve unpresswn. 

Writing tips e It is a good idea to send yourself an email first. That way, you can check that your 
name and address are correct, and that the message is displayed correctly. 

" While you are working on an email, put your own address in the 'To:' field. That 
way, if you accidentally send it, it will come back to you! 

What is wrong with these emails? Rewrite them correctly. 
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To: Diana Smith <dsmith@networks.com> 
From: Hamed Zayani <h.zayani@sunderlandpaints.tom> 

>Please can you send me details of your range of paints and painting 
equipment. 
THANK YOU FOR YOUR EMAIL. I'VE PUT SOME INFO IN POST TO YOU 
ABOUT OUR PlANTS. YOU CAN ALSO VISIT ONE OF OUR SHOPS NEAR 
YOU. PLEASE VISIT OUR WEBSITEWW.SUNDERLAND.COM. 





28 Activity 
section 

A business trip 

Jun Mizuno is a sales executive for Nagakura, a manufacturer of electrical 
equipment. He is planning a trip to South-East Asia and wants to visit 
Leefung Plastics Ltd in Hong Kong and their subsidiary in Singapore. 

Read his emails. 
a How exactly does he say he wants to meet the addressees? 
b What information does he want from Leefung in Singapore? How does he ask? 
c What would he write if he wanted to have dinner with the addressee? 
d What would he write if he wanted to know the name of a good hotel? 

To: 
From: 

Production Supervisor <Production@leefung-singapore.com> 

jun Mizuno <jmizuno@nagakura.com.ip> 

t2january 2006 Date: 
Subject Visit to Singapore 

Dear Sir or Madam 
I am now planning mY forthcoming triP to ~outh-EastAsia and I 
would be very pleased if we could meet to discuss the new range of 

Nagakura products. 
I hope to be in Singapore on 9-10 March. Would it be con_ve~ent to 
visit you on 10 March at 11.30 a.m.? I would be gratefullf, myour 

reply, you could tell me exactly where yo:~.:~.s :e lo:~te~.: 
I 1 ok forward to hearing from you. 0 ·• ' """·""""' n •. ,,._,.<> ••. <.A.sz;x.:\'."~·-·<-:::c Visit to Hon Kon 

0 ;} Prolllo"' ... {1. Woxt •I & RoPii !ffiRoPliolll j@r.""'~ I '11"-Fioi l8i\Prlnt 1!:1!~;11 <§ootolo 

Yours faithfully 

JunMizuno 

Technical Sales 
Nagakura . . 
Yosbilnori Heights Kawasaki-sbl 
KanagawaKen 231 Japan 
Tel +8144-932-2526 
Fax +8144-932-2884 
www.ni!galmr!l.com Jp 
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To: International Relations <lntRel@leefunglntl.com> 
From: Jun MizUno <jmizuno@nagakura.com.jp> 
Date: 12 January 2006 

Subject Visit to Hong Kong 

Dear Sir or Madam. 

I ~:~w planning my forthcoming trip to South-East Asia and I 

N
wo ak every pleased if we could meet to discuss the new range of 

ag ura products. 

~~~:;o~ ~~ ~ ::r~~~~i:.~~!~~~?March. Would it be convenient to 

I look forward to hearing from you. 

Yours faithfully 

Jun 11:izuno 

Technical Sales 
Nagakura 
Yoshimori Heights Kawasaki-shi 
Kanagawa Ken 231 Japan 
Tel +8144-932-2526 
Fax +8144-932-2884 
www.nagakura.com.jp 





2C The writing 
process 

1 Steps in writing 

Steps in writing a 
message 

Imagine that you have received this letter. How would you write a reply? 
What steps would you go through? 

Dear Sir or Madam 

45 Windsor Street 
Langford LG56 7HP 

Eng!and 
2 March 2006 

I 

We aJ.'e writing to ask if you can help us. We are producing a guide to help students choose I -: 
the right job. We would like you to write to us and describe a 'typical day' in your job. 

If you are willing to do this, we would be grateful if you could cover the following points in )': 

your reply: 
- what exactly you do in your job 1 >. 
- what you like about it \':·:' 
- what you don't like about it 
- what you need to be good at the job. . '-

We look forward to hearing from you. Many thanks. .-": 

Yours faithfully .. 

l'l"'ii~~ 
Margaret Smith 
Editor, The Student's Guide 
Email: msmith@theguide.org 

Work with a partner. Copy the 'cards' below on to separate pieces of paper. 
Discuss with your partner the order that you think they go in. You can add any 
other cards that you need. When you are ready, stick your cards on to a piece 
of paper. Draw arrows to show the order. Compare diagrams with other 
students in the class. 

Produce a final version. l [ Send your message! l l Check spelling, grammar, 
J style and layout. 

Make changes and corrections. J l Read carefully the letter J l Make a plan for your message. 
you have received. 

Write a draft. l l Note down important/ 
J [ Read the letter again. useful phrases. 

2 Try it out! 

Read the letter again. Follow your diagram and -write a reply. You can invent 
any details you need. 
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To:· 
From: 

Subject: 
Attached: 

J.Williams <jwilliams@ace.com> · 
Jim Hutton <j.hutton@dataservkes.co.uk> 
Peach Computers 
Peach_prkes.doc 

Dear Mr Williams 

Further to our telephone discussion on Thursday, I am 
delighted to tell you that we are now able to reduce the price 
of our Peach Series computers by IOOfo. This is due to the 
recent fall of the dollar. Each computer now also comes with a 
free PH7054 co~ our printer. lam attaching our new price list. 

We look forward to receiving your order. If you need any 
further information, just let me know. 

Best regards, 

Jim Hutton 
Sales 
Data Services 
Howard House 
456 Hinley Road 
London WCl lOR 
www.dataservices.co.uk 

3.2 Referring 

Here are some ways to introduce the subject of the message. 

With reference to . 
Further to . 
I am writing in connection with . 
With regard to . 

Writing tip You should not usually start a letter or email with with regard to. This phrase is not 
used to introduce a _topic initially, but to add information about another aspect of a 
topic. Look at the message from Jakarta Furnishings in 3.1. 

You can refer to a topic like this: 
Dear Ms Jenkins 
Re: invoice 14673 

Re: stands for with reference to. 

How would you start a letter about each of the following? 

a an invoice (no. 679) for a photocopier 
b a meeting you had -with the addressee on 16 January 
c an advertisement in The Times newspaper for the London Trade Fair 
d an application for a post as secretary in your company 
e a fax order for six computers that you received today 
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3.5 Giving reasons 

Writing tips 

This is 

owing to. 
due to. 
as a result of .. 
because of. 

Owing to is normally only used for bad news. 

If you want to use a verb after these phrases, add the fact that ... , e.g. This is due 
to the fact that the dollar has risen. 

If you don't want to give the reason, you can say unforeseen circumstances or 
factors beyond our control, e.g. This is due to unforeseen circumstances. This is 
as a result of factors beyond our control. 

Use the phrases from 3.4 and 3.5 and the information below to write complete 
sentences as in the example. Be careful withe and f {see Writing tips). 

a increase- fall of the dollar 
We have been fm·ced to increase our prices. This is owing to the fall of the dollar. 

b delay the delivery of the goods- strike by airline pilots 
c increase all salaries by 10%- rise in sales 
d cut all salaries by 10% - fall in sales 
e cannot deliver your new order- we have not received your payment for the 

last order 
cancel the meeting- a lot of staff have been ill 

3.6 An American English writer 

There are some differences between American and British English. 
Compare this email with the emails in 3.1. What differences can you see? 
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To: 
From: 

Subjecc 
Attached 

Dear Steve: 

Steve Walter <swalter@hurricane.com.tw> 
Catherine Shih <cshih@studio f .com.tw> 
Offshore lnvestmE!nt Fair 
MEF _floor.pdf 

Thank you for your call Thursday about the Offshore Investment Fair in 
January. 

I am pleased to tell you that one space is now available at the Fair. 
We received a cancellation this morning and I can therefore offer this space 
to you. This is a 50-foot area, near the center of the exhibition on the first 
floor. I am attaching a floor plan so that you can see for yourself. 

I can hold this space for you until tomorrow evening. Could you give me a 
call before then? 

Best regards 

Catherine Shih 
Bookings Executive 
Studio 1 
www.studio1.com.tw 





Are these examples of British or American English? Change them into 
American/British English. 

a You'll find our offices on the ground floor. 
b Please send us a copy of your resume. 
c The theater is downtown, next to a large store. 
d Please give your name, address and postcode, and we will send you a catalogue. 
e We specialize in downtown real estate. 

2 Correct the errors in this advert. Make it fully American or British. 

3.8 Paragraphs 

Most messages are divided into paragraphs. A paragraph can have just One 
sentence in it, or it can have many sentences. The most important point is that 
a paragraph should have one central topic. 

Look at the messages in 2.1, 2.3, 3.1 and 3.6 (pages 17-19,27-28 and 30). 
What is the topic of each paragraph? 

2 Divide these two messages into separate paragraphs. How many 
paragraphs do you need? Are the messages in British or American English? 

e D ~ll~Gk$idS#'V ,.,,,_,;~-;:-.·,ae· 
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To: 
From: 

Subject 

Steven Brown <sbrown@Tshops.net> 
lndu Siriwakni <i.siriwakhi@telewon.com> 
Prices and the TW786 

Dear Steve Thank you for your message of 17 May. It was good to hear from you. You 
are correct about the increase in the price of our products. Unfortunately, due to 
circumstances beyond our control, we have increased our prices by 15%. However, 
because you been a loyal customer, we can offer you a speciallO% discount until the 
end of the year. We have a new product which I think you will find interesting. It is the 
TW786. This is om new mobile phone that is completely waterproof! Now you can talk 
while you swim and surf! I'm sending-you some information about it. We are vel}' 
proud of it. Beginning next year, we 'Nill have a new range of exciting products on the 
market. We're having a special launch party for this new range on 9 January.! will send 
yon an official invitation soon, but please put this date in your diary_ I look forward to 
seeing you. With best wishes lndu 

Indu Siriwakni Project leader Telewon Ltd 





3C The writing 
process 

Writing a plan 

1 The writing plan 

Before you write an email or letter, it is usually a good idea to make a plan. 
A plan can help you organise your ideas. 

Look at the emails in 2.1 on page 17. Match these plans to the correct email. 
a b 

• Dear ... 
• Open the niessage. Thank them for 

their letter. 
• Say what you have done. Give the 

informatiOn-. 
• Close the-message. 
• Youts ... 
• Give your m'une and title. 

• Dear ... 
• Open the message. Say why you are 

writing-and who gave you their 
address. 

• Say what you want to do. 
• Ask them to help. 
• Close the message. 
• Yours ... 
• Give your name and tide. 

Now look at the emails in 3.1 on page 27. Write a plan for each email. 

2 More practice 

I 

Here are some business situations. Write a plan for each one (invent any detmils~ 
you need). Then, when you are ready, compare your plans with other students 
in your class. 

a You have seen an advertisement in the newspaper for an underwater camera. You 
want to know if they also sell underwater video cameras. 

b You work for a manufacturer of sports clothes. You are travelling to Los Angeles 
next month and you want to know if it is possible to meet the managing director of 
Number One Sports Shops there. You will telephone next week to confirm. 

c You have to book hotel rooms for 40 people for three nights. You want to send an 
email to four different hotels to ask them what they charge. 

d This morning you found a message on your answering machine. A woman left an 
order for 35 boxes of paper towels. She left her name and email address. 
Unfortunately, your company makes furniture, not paper towels. She telephoned 
the wrong numbeL Your number is 273456. The number she needs is 237456. 
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.1Ar1ADIA 

Ms Jennifer Long 
Office Manager 
Intercity Bank pic 
Jalan Thamin 58 
Jakarta 11196 

Dear Ms Long 

Furnishings 
Jalan Arjuna 7 
Jakarta 11190 
Tel 021 6373742 
Fax 021 6373739 

2 June 2006 

Your ret JUth/246 
Our ref: SB/sl 

Order2789 . 
Thank you for your letter of 30 May enquiring about the Unton filing ~~mets. . 

W ust apologise for the delay in delivering these cabinets. As I said In my email 
f ~:February this is a result of problems at our supplier's factory. As these 

~roblems are ~ompletely beyond our control, I shou~d lik~!~~~~~~ ~~~~~~~ ;~u~re 
not able to refund your payment. I enclose a copy o our 

reference. . 
We expect to receive the goods next week, so I hope that you will not have to walt 

much longer. 

With apologies once ?gain, 

Yourssi~ 
7- ¥-' 

S. Basuki 
Sales Executive 

4.2 Letter layout: block style 

TI1ere are many ways to lay out a business letter. The letters from Intercity 
Bank and Jakarta Furnishings are examples of the most common way. Look 
the letters and complete the descriptions with the correct words from the box. 

I top bottom right left after under I 

a The address of the sendn (the person who is writing) is at the.. . ......... ,on the 

b The name and address of the addressee (the person you are writing tO) is at the 
.......... ,onthe. 

c The date is at the . . ..... , on the .................... , .................... the address. 
d The subject heading is ................... Dear 
e The paragraphs start at the .................. margm. Between the paragraphs, there is 

a space. 
f The signature is .................... Yours . 
g The name and title of the sender is at the ................. , ................... the signature. 
h There is no punctuation in the addresses or . . Dear ... or . 

Yours faithfully/sincerely. 
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4.5 Making a mild complaint 

To make a mild complaint you can say: 

Unfortunately, we have not yet received the filing cabinets. 

and then request some action. 

Please could you 
We would be grateful if you could 

We would appreciate it if you could 

. 

deliver them soon. 

Match sentences a-d to sentences e-h to make four separate complaints. 

a Unfortunately, one of the machines you sent us was damaged. 
b Unfortunately, we have not yet received your payment. 
c Unfortunately, your driver rook the goods to the wrong place. 
d Unfortunately, you forgot to mention the cost of your products. 

e Please could you send us your cheque before 30 June? 
f We would be grateful if you could send us a replacement. 
g We would appreciate it if you could collect them and bring them to our offices. 
h Please could you send your price list as soon as possible? 

2 What would you write in these situations?. In each case, decide what action 
you want the company or organisation to take. 

a A company has sent you a bill for the wrong goods. 
Unfortunatel-y, you sent us a bill for the wrong goods. Please could you send us the 
correct bill as soon as possible? 

b Your new photocopier has broken down five times in the last week. You have to 
write to the company who sold it to you. 

c Two temporary secretaries do not speak English. You have to write to the agency 
who sent them to you. 

d You keep receiving letters for someone else. You have to write to the post office. 

4.6 letter practice 

The accountant in your office has just passed you this invoice and note. 

11-4-67 Nishiyami-dai Sayama-cho Osaka-Fu 288 Japan 

Invoice No: 5654 AH Contact M. Onaka-·-·--·- Da!~-_l~. JID?:~ 209.§__ ·-----·----·--·-·----.. -·-"·-·---·- .. ---···---·· .. --
lMX3 
(including freight and insurance) 

Write a full letter to Minachi complaining about the photocopier. First, make 
plan. Then compare it with the one on page 122 before you write the letter. 
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4.8 Intercity Bank have to write again 

Three months later, Intercity Bank had still not received the filing cabinets. 
Jennifer Long decided to write again. 
a IsMs Long still making a mild complaint? How do you know? 
b What will she do if she does not get a reply to her letter? 

Your ref: 
Our ref: JL/fh/246 

lntadry ~~g I 
Tel 021 6376008 
Fax 021 6376733 

www.intercitybank.comjindonesia 

MrS. Basuki 
Jakarta Furnishings 
Jalan Arjuna 7 
Jakarta 11190 

Dear Mr Basuki 

Order 2789 

I am writing in connection with the above order for Linton filing cabinets. 

lt is now over seven months since we placed the order, and we are still 
waiting for the cabinets.! should like to remind you that we have already 
paid for these cabinets. We must insist, therefore, that you deliver them 
immediately or refund our money. 

Unless we hear from you within seven days, we will be forced to take 
legal action. 

Yours sincerely 

rJUl";~-'-; f.,~ 
Ms Jennifer Long 
Office Manager 

4.9 Warning 

One way to warn somebody is to say: 

Unless 

If ... (not) . 
we will be forced to . 

What warnings would you give these people? 

a a company that has not paid your bill 
b another company that is using your company's car park 
c an employee who always arrives late for work 
d a builder who has left a lot of tools in your office 
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a 

b 

c 

d 

Dear Sir or Madam 

We booked and paid for a quarter-page . 
advertisement on the front page of the Fnday 

edition of your newspaper. 
. . l . bout our advertisement 

I am wnnng to camp am a 
which appeared in your newspaper on 10 July. 

. th t this is the third 
I would like to re!llind you a 
time that this has happened. 

If you do not do this, we \vill be f:rced to :::~~rs. 
our advertising business to one of your co p 

As we are re!!Ular advertisers in your newspaperth>, . 
" th advertisement ts 

I must insist that you repeat e 

S d the front page free of charge. atur ay, on ' 

H rl'e advertisement did not appear until owever, .~ 

Saturday, and only on page 4. 

Yours faithfully 

Mr Daniel Thomas 
Public Relations 

4.11 Consolidation: a complete letter 

You work at Central Business Consultants, 16 Hyde Towers, Hong Kong. 
The people who rent the offices next to you play very loud music all day, 
day, even though the contract says that 'music is not allowed'. It is impossible 
for you to work. 
Write a full letter to them, making a strong complaint. First, make a plan for 
your letter. ·Then compare it with the plan on page 122 before you write your 
letter. 
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Look back at the letter you wrote to Tiger Transport Ltd at the beginning of this 
section. Compare it with your letter about the problem with music in 4.11. 
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• letter layout 
• the date 
• mild and strong complaints 
• warning. 





4C The writing 
process 

Read before 
you write 

1 Read! 

Before you write a reply to a letter, it is best to carefully read the letter you 
received. This will help your reply. Match the numbers 1-6 to comments a-f. 
a Mention the date. 
b Notice the style (formal/informal). 
c Copy the address carefully. 
d Read the main part of the message carefully. 
e Use subject headings and references. 

Notice how the writer refers to him/herself. 

Your ref: 

Our ref: JL/fh/246 0 
Intercity !~~!::mf:~; I 

Jakarta 11196 
Indonesia@~ 

Tel 021 6376008 
Fax 021 6376733 

www.intercitybank.com/indonesia 

MrS. Basuki 
Jakarta Furnishings 
Jalan Arjuna 7 
Jakarta 11190 

Dear Mr Basuki 

Order2789 0 

J a if · 

1 
. m wr mg m connection with the above order for linton filing cabinets. 9 

t ~~~ow over seve~ months since we placed the order, and we are still 
W~Jtmg for the ca~mets. I should like to remind you that we have alread 
~aid fo~ these cabmets. We must insist, therefore, that you deliver th y 
JmmedJately or refund our money. @ em 

'

Unless ~e hear from you within seven days, we will be forced to tak 
ega! act1on. e 

Yours sincerely 

<f "";~-' f""'J 
Ms Jennifer Long @ 

Office Manager 
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rest on Units 1-4 
1 Email 

There are many errors in this message. Write it out again correctly, and in an 
appropriate style. 

Ej· c :·:~--~-~ ~-~ -~Y::"'~~:.,ao' -- c 

""' ,i}_ PrMo~-'9' ~ Nro:f .... l -~ P-"'PT~ ~!"'pl(J~n -~_ro~ro L!' !'log-/ ~-Prin\ ~Edit ':~Delete·/.~~-::1-.~ I rijt lnbro::·..,.. 

To: S'.bensofr <s.benson@brownsupermarkets.com> ·. ~ 

From: SteveWihSt?n <s.winston@securft.co,uk> 

Subject: -MeSsage 
. Attached:· ... ·. . 

~ 

Dear Mrbenson Hi~ Thanks for your email Toady, I sent you byposttheinfonnation 

you wanted about the electronic security-lighting system, the ZX87. With this, I 
included details of some of our other products that may interest you, including our 

security-camera system, the SCTVS. I have also attacked details of our radio-
controlled window locks to this email. I wm soon be in your area, on 12 and 13 June. 

If you want, I CAN SHOW YOU OUR PRODUCTS. Possible? Best Steve 
www.securit.co.uk 

'" 
?/ 

2 Referring, giving good and bad news 

You work for Teletel, a telephone 'company. Your company has just increased 
the monthly charge for all customers by 7.5%, but has also reduced the cost 
of international calls by 35%. 

Write an email to all your customers to give them this information. You will 
attach a document with the details, but you can invent any extra information 
you need. 
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Unit 5 Getting things done ! 
( 

SA Study 
section 

• requesting action 
• apologising 
• faxes -:£ 

+ 
0 

-!;' 
@ 

r-~------------------------------- ~~ 
Test yourself >t 
You work for Sunshine Airways. You have just received a letter from a customer who 
says she had a terrible flight, that her bags did not arrive until two days later, and 
that one of her bags was broken. Write a letter to send by fax, apologising and asking 
for further information so that you can arrange compensation. (Invent any details 
you need.) 

When you have finished, put the letter away until the end of this section. 

"' I oJ,{ 
AI! L ________________________________ _jr~ 

5.1 Construcciones Jimenez ask about delivery 
:~
)?; 

;~ 

a letter of credit 
(1/c) 
a bank paper that 
guarantees payment 
in your favour 
in your name, 
payable to you 

Construcciones Jimenez SA, Spain, ordered some drills from Haga Verktyg, :;tl 
Sweden. They arranged a letter of credit, but after two months, Haga Verktyg -j 

1Ja-had still not sent the goods. As Construcciones Jimenez wanted to get an -)\t 
immediate reply, they decided to send a fax. As you read their fax and the >t 
reply, find the answers to the questions on page 49. I 

I 
'I; 

Fax +34 58 345545 13-05-2006 16:04 p.01 

FAX COVER SHEET 

CONSTRUCCIONES JIMENEZ 
Avda del Pueblo Granada Espaiia 
Te[/Fax +34 58 345545 
info@jimenezcons.es 
www.jimenezcons.es 

Dear Sir or Madam 

our order No. 2886: 5 Kraftborr drills 

For the attention ot Export Manager 

Organisation: Haga Verktyg, GOteborg, Sweden 

Fax No. +46 31 638420 

Date: 13 May 2006 

As it is now more than two months since we opened a letter of credit in your ~vour, we 
would be grateful if you could arrange shipment of the goods a~ sao~ as possible. We would 
appreciate it if you could Jet us know exactly when the goods Will arnve. 

we look forward to receiving the drills. 

Yours 

osi~ 
Name: Jose Mufioz 
Title/Department: Manager, Purchasing 
No. of pages to follow: 0 

11 

I 
.. 
1!··· I ,I 
s' 
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I These requests are mixed up. Put the words in the correct order. 
a please I arrange I for ten o'clock I could I an appointment I you 
b we I send I as soon as possible I would I if you I the goods I be grateful I could 
c we I without delay I appreciate it/ you could I pay our bill I would I if 
d confirm I please I you I are the same I could I your prices J that 
e we I exactly when I appreciate it I if you J would I could I tell us I you will arrive 

2 What would you write in these situations? 

a You sent a message to someone and they haven't replied. You want to know i1 they 
received it. 

b A businessman is coming to your country. He wants you to get a visa for him. You 
need his passport details (nationality, date of birth, date of issue and expiry}. 

c You want to know about the same man's flight number, date and time of arrivaL 
d The office photocopier has broken down. You want to have it repaired quickly. 

5.3 Apologising 

We must apologise for . 
We apologise for ... 
We are extremely sorry for .. 
Please accept our apologies for. 

Note: Use the -ing form of a verb with these phrases, e.g. We are extremely sorry for 
losing your order. 

Writing tip It is usually polite to apologise at the start, give the reason for the problem, and then 
apologise again at the end of the letter. (See Mona Stenlund's letter in 5.1.} 

Please accept our apologies once again, 
We hope that this has not caused you any inconvenience. 
With apologies once again, . 

You received this email. How can you reply? (Apologise and give a reason.) 

To: 
From: 

Subject 

Purchasing Section, <Riverside@oMnet.com> 
Alpha BUsiness Systems <alpha@a!phabs.connect.com> 
FW:Account overdue 

I've just received this. I've checked with our accounts people, and they say it was paid over 
t:wo months ago, but payment went to the wrong account. 

A. 

FORWARDED MESSAGE: 
Dear Finance Manager: 
Re: Order 285 
Payment on the above order is now overdue. We would be grateful if you could send us 
your check or arrange payment without delay. 

Sincerely yours 
Jeff Hawkins 
Customer Accounts 
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a What exactly did Sr Muiioz want to know? Why did he ask? 
b Sr Muiioz received an unexpected reply. Why can't Haga Verktyg supply the drills? 
c What do you think Sr Muiioz should do now? 

5.5 Faxes 

Messages sent by fax are similar to normal business letters. Some companies 
use their headed paper and write a normal letter which they then send by fax, 
whilst other companies use fax 'cover sheets', which show all the necessary 
information. The message is normally typed, but when the message is very 
short (such as a hotel booking confirmation), fax messages are sometimes 
handwritten in less formal English. 

Look at the fax cover page from Construcciones Jimenez on page 48 and 
find this information. What does each one refer to? 

a 0 
b 16o04 
c +46 31 638420 
d Jose Mufioz 
e Manager, Purchasing 

Export Manager 
g 01 
h Haga Verktyg 

2 You work in the general office of a shipping company which transports 
goods all over the world. On page 53 is a blank fax cover sheet which you 
use in your office. What information would you write in the numbered 
spaces for each of these situations? 

a You received an email yesterday from Ms D. Gentsler, EuroCargo, Hiindelstrasse 
26, 6477 Limeshain, Germany (fax +49 6047 4894) asking for a list of your agents 
in Europe. The list is four pages long. 

b Your company wants to buy a Panuonic XP567 printer. You want to know what 
price RS Computer Supplies would charge for this (their total price including tax 
and delivery) and when they could deliver it. Their address is: 9 Charles Street, 
Perth, WA. Fax +9 474 1278. 

c You received a fax this morning from Toivonen Shipping. Unfortunately, the 
message was not clear and you could not read it. You want them to send it again. 
Their address is Laivanvarustajantatu 26,00140 Helsinki, Finland. Fax +358 0 56 
56 34. 

d You sent an email toMs Zainab Badawi at ClearPrint Ltd this morning concerning 
a new design for your headed paper. You now want to fax three pages of design 
ideas to her. The address is 117 Chong Yip Street, Kwun Tong, Kowloon, Hong 
Kong. Fax +852 2878 7786. 
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5C The writing 
process 

Drafting 

Very few people can write a message without first making draft versions, 
which they correct and revise. In this section, you can try two ways of writing 
a draft: accurate writing and free writing. 

1 Accurate writing 

In 'accurate writing", you only write what you know is correct, or you correct 
things immediately. You have ten minutes. You need to write the following 
email. 

You work in a watch-repair centre. People return watches to you for repair under 
guarantee. A woman has returned a watch to you, but it is not manufactured any 
more. Under the terms of the guarantee, she is entitled to a replacement. You have 
a similar one available. Does she want that one instead? Describe it (invent the 
derails). 

Make some notes, and write the main paragraph. Try not to make any 
mistakes. Only write what you think is correct. "When you have finished, put 
your paper to one side and do Exercise 2. 

Deo...r Mrs BrowYl 
Th"-1"\k you for retummg your wo..kh to us. 

2 Free writing 

In 'free writing', you write what comes into your head, without thinking about 
grammar, spelling, etc. Afterwards, you check and change what you have 
written. You have seven minutes. You need to write the following message. 

You have received a watch from a man. It arrived with the back of the watch open. 
You can see that he tried to repair it himself. Your guarantee does not cover that 
situation. 

Make some quick notes and then write ~s much as you can. Don't worry abou~l 
mistakes. just write! After seven minutes, stop. You have three more minutes 3 

to check and change what you have done. 

f) ear Mr firey . our wat,h to us. 
Tha~tk you for retur~<•~<9 y 

Compare what you wrote in Exercises 1 and 2. Which worked best for you? 
Compare with other students in the class. 
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Ms R. Bugarini 
Via Borsi 26 
36543 Milan 
Italy 

EuroCom 
European Communications Company 

16 Bedford Way London W4 1 HV 
Tel: 020 1783 9576 Fax: 020 1763 7876 

www.eurocom.co.uk 

5 July 2006 

Dear Ms Bugarini . . 
Thank ou for your fax of 26 June, asking for details of our new Wireless ER26 amph~er. 

y Thi · d tail nd prices of all our amplifiers. 
I have pleasure in enclosing our brochure. s gwes e sa 
If you require any further information, you can contact me directly on 020 1783 9565. 

Yours sincerely 

"'~""' ~ 
Michael Kennedy 

Export Sales Manager 
email: m.kennedy@eurocom.co.uk 

6.2 Making a letter or email more personal 

Writing tip 

If you know the person that you are writing to and have met him/her socially, 
you will probably want to be less formal and more friendly. Less formal letters 
or emails often have a different structure from formal business letters or 
emails. 

Dear Mr/Ms/Mrs/Miss . 

An opening 
This ment'1ons your feelings about the last contact_ you had with each other. 

The main message 
This says why you are writing now and gives the details. 

The close 
This talks about the future and often mentions some personal information. 

Best wishes 

If you have not recently had contact with each other, you can open by saying why 

you are writing. 
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a 

b 

c 

d 

' 
f 

g 

6.4 Personal business letters and emails: the close 

Less formal letters and emails often close by mentioning something personal. 

I look forward to seeing you again next time I am in Taipei. 
If you are ever in London, please give me a ring or stop by my office. 

Sometimes, you can mention somebody that you both know. 

Please give my regards to Diana Smith. 

Please pass on my best wishes to Mr Lund. I hope that he has now recovered 
from the flu. . 

6.5 Practice 

This message is mixed up. Put the sentences in the correct order and divide 
message into paragraphs. 

Dear Ms Weinburger 

Please give my regards to Steven Hill. 

It was interesting to hear your views on our new products. 

I would be very grateful, therefore, if you could recommend any agents 
to me. We have found Lots on the Internet, but it is difficult to know 
which ones are reliable or well established. 

[AS you know, our company is planning to open a branch m Los Angeles. 

I I was wondering if you could help me. I 

It was a pleasure to meet you at the Trade Fair last month. 

We are now looking for office space in the town centre and we need 
to know the names and addresses of some property agents. 

Yours sincerely 

!i rvvvl 5 eHz_ 
Hans Seitz 
Divisional Director 
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6.7 Michael Kennedy replies 

.Michael Kennedy replied to each invitation. What did he say to accept or 
decline each invitation? What did he say about the future in each :reply? 

Dear Mr AlJalahma 

Thank you for your email and your kind invitation to your anniversary dinner. 

I will be in Bahrain from 26-28 September. I would be delighted to attend your dinner at 
the Crown Hotel. I very much look forward to seeing you again and meeting some of 
your colleagues from around the Gulf. 

Many thanks for the invitation. 

Best wishes 

Michael Kennedy 

Dear Ms Brown 

Thank you for your kind invitation to the opening of your new showrooms in Milton 
Keynes on 25 September. 

I would very much like to come to the event. but unfortunately I am flying to the 
Middle East on 25 September. I am sorry that I cannot join you on what I know will be 
a wonderful evening. I will certainly visit the showroom when I am next in the area. 

With apologies once again. 

Best wishes. 

Michael Kennedy 

6.8 Inviting, accepting and declining 

If you want to invite someone by letter, email or fax, you can: 

a say what the event is and when 
b invite them 
c ask for a reply. 

To accept the invitation, you can: 

d thank them 
e accept and say you look forward to the event 

thank them again. 

To politely decline the invitation, you can: 

g thank them 
h decline by giving a reason; apologise and say you are disappointed 

apologise again. 
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6C The writing 
process 

Checking your 
work (1) 

Before you send a message, it is always useful to check it! You can ask yom.seltm 
three questions. 

'" Is the English accurate? 
• Is the style and level of formality appropriate? 
• Is it clear? 

The first question is addressed in this section. The second and third questions 
are addressed in Sections 7C and 8C. 

1 Is the English accurate? 

There are three main areas you can check. 

Work with a partner. What things can you check under each area? Make a 
When you are ready, compare with other students in the class and the list on 
page 123. 

2 Your frequent mistakes 

What are your most frequent mistakes? Look carefully at your past work in 
English and make a list of the mistakes you make. You can try to make a 
mnemonic- a word that will help you remember what to check. For examplt::l 

Sit'\' A 
'S) aJ:; the. encl of verbs CShe works)) 

-h'lg ecfter som~ verbs ('stop rM.kmg') 

1'ecst slrt>ple- (' d.UL') OJ'1<i pres~nt perf<Gt 

Chavve d..oYie}) 

(
1 ) 

1 Clt', \n', 'b!::O 
YfepOSiJioYIS OYI > 

Ad,ject.ixes before nouns 

You can use your mnemonic to check everything you write in English. 
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Dear Jan · 

'L It good to hear from you agam. th t I"'""""""' Thanks for your emat was . m lifierfor live music. I'm sorry to s~y . a 
You asked if it was possible to use ~u; n~wd~~~e!~::~h it you are looking for an amplifier s~mtl:r~~~he 
recommend it The ER26 is mainly m en e tact Melitronics (melitronics®compune .co. 
but with a wider frequency range. I sugges\~u co;ifiers, similar to the ER26. Unfortunately they are Birmingham. They make several good-qua l am 

expensive. . TD354 amplifier and connect it to our Jump 2 wireless bc•Oa<lca~ 
Alternatively, you mtght prefer too~:ed~~;ils for you. 

system. I have attached some m . ll Perhaps we can meet for lunch. 
If you are ever m o · . L ndon please don't forget to gtve me a ca 

Regards 

Mike 

Michael K;e~o~o~ed=y~----~-~====::::=:=:=:=::::::::::::::============J 
15-07-200615:37 Eurocom --t Abdullah A! Harrasi + 44 20 1763 7876 

FAX 
Abdullah AI Hanasi 
Fax: 00 968 793 286 
Total: I page 

Dear Abdullah 

Thank you for your fax. 

EuroCom 
European Communications Company 

16 Bedford Way London W4 1 HV 
Tel: 020 1783 9576 Fax: 020 1763 7876 

www.eurocom.co.uk 

15 July 2006 

I was sorry to hear that one of your customers has had problems with the ER26. , 
We do all we can to make sure that our products leave our- factory in perfect 
condition, but tmfoiiunately mistakes sometimes do occur. I believe there's a 
problem with the transmitter. 

I've arranged to send you a replacement immediately. I've also included a free 
B3 wireless microphone to compensate your customer for the inconvenience. 
The courier will collect the defective model from you so that you're not 
inconvenienced any further. 

With apologies once again, and hoping that you're keeping well. 
Regards 

Michael Kennedy 
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2 Look at the following twelve sentences and group together those which 
have a similar meaning. You should have four groups. Then put the 
sentences in each group in order according to how formal they are, with 
most formal first. 

a If you need any more information, please feel free to ask me. 
b I am in receipt of your letter dated 16 March. 
c When do you think the goods will get here? 
d I am writing in connection with your advertisement in The News. 
e I have just seen your advert in The News. 

Thanks for your letter of 16 March. 
g Please could you tell me when the goods will arrive? 
h If you'd like any more details, please ask me. 

I would appreciate it if you could tell me when the goods will arrive. 
j Thank you for your letter dated 16 March. 
k If you require any further information, please do not hesitate to contact me. 
I I am writing with reference to your advertisement in The News. 

7.4 Informal language: vocabulary 

Some words sound more formal than other words. For example: 

I regret to advise you that our prices have increased. 

sounds more formal than: 

I am sorry to say that our prices have gone up. 

In the same way: 

We have not yet received your invoice. 

sounds more formal than: 

We have not yet got your bill. 

Read these sentences, and match the words in italics with the words in 
box below. 

a I am writing to enquire about your prices. 
b This is due to the fact that our costs have risen. 
c If you require any further information, please contact me. 
d I regret to advise you that the delivery will be delayed. 
e Unfortunately, I have to inform you that I will not be able to attend the meeting. 

Please find enclosed some brochures describing our products. 
g We have been forced to increase our prices. 
h We have opened a letter of credit in your favour. 
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7.6 Replying to complaints 

De:ujack 

If you want to accept a complaint, you can: 

• apologise for the problem 
• explain what caused it 
• say what action you will take 
• apologise again. 

H you want to reject a complaint, you can: 

• say you are sorry they had problems 
• explain why you think it is riot your fault 
• say what you can do (optional) 

offer a solution (optional). 

Look back at 7.1. Can you find the same structure in Michael Kennedy's 
letters? 

2 Read these two compl~ts. Are they formal or informal? Do you think yo 
should accept them or reJect them? What would you write? 

How are you? I'm busy as usual. I've just got back from London. 

I was wondering if you could help me. I bought one of your TX308 phones and I have 
a problem with the power unit. The phone works well, but when I plugged the charger 
in last night, there was a strong burning smell, and smoke started to come from inside 
the charger. I enclose the charger so you can see. 

Some of my colleagues told me that they think they saw a notice in the newspaper last 
week, askitig customers to remrn their TX308 chargers because of a fault. Is that right? 
Could you get it checked for me and see if you can get it replaced? Many thanks! 

Hope you're ready for the holidays. I really need one! 

Thanks 

Dear Sir or Madam 

I am writing about the poor quality of your mobile telephones. 

Last week, I purchased a model TX308 A 
the safes assistant said that the body f th mor;;; the many features of the telephone 
Yeste~day, however, I placed the telep~onee :n thn: would survive a fall to the ground. 
then, m my mirror, I saw the telephone fl ff th roof of my car. I drove away and 
to pick it_up, but found it in pieces The s~ o le roof and fall to the ground. I stopped 
the battery has broken in half. f e~close thr=~~lesp~:~shed, the body is smashed, and 
I I . 

wou d ~herefore Hke to request that you refund . 
me a suitable replacement. my money for th1s telephone, or give 

Yours faithfully 
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7B Activity 
section 

A credit check 

Wainman (Printers) Ltd want to order some paper on credit. Harold 
Wainman, one of the owners, telephoned Paula Robinson at Northern 
Paperworks to ask if this was possible. She asked him to put the request in 
writing. This is the letter he faxed to her. 

a Does Harold Wainman know Paula Robinson? How do you know? 
b Why does Harold Wainman want the paper on credit? 

WAINMAN 01539 486783-01524 767545 12:03 13-11·06 page 1/1 

Paula Robinson 
Northern Paperworks 

Old Mill 
Horwich 
lanes Bl6 SJA 

Dear Paula 

Wainman Ltd 
P1inters 

Castle Street 
Kendal LA9 5YY 

Tel/Fax 01539 486783 
wainman@networld.co.uk 

13 November 2006 

This is to confirm the details of my telephone call this morning. 

As I explained, we've received some very large orders for 
printing which need to be done within the next two weeks. 
As we won't receive payment for these orders until much later, 

I asked if Northern Paperworks would be able ~o supply 
us on credit. I've attached details of the matenals that we 

require to complete these orders. 

If you need a credit reference for your files, you could write ~o 
Pelican Paper ltd, College court, College Road, London, email 

pelican@pelicanpaper.co.uk. 

I hope that you're keeping well. Please say hello to David for 

me. 1 look forward to hearing from you. 

Best wishes 

~ 
Harold Wainman. 

Directors: H. Wainman and N. Lollerwicz 

2 Northern Paperworks emailed Pelican Paper to ask for a reference. 
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Their correspondence is shown on the next page. Do Pelican Paper' think 
Wainman are reliable? 





7C The writing 
process 

Checking your 
work (2) 

1 Levels of formality in writing 

When you are writing a letter or email, you need to decide how formal it 
to be. It is important to think about who you are writing to. 

Do you know the persoh<you are writing to? 

·~· No. Yes, but not-very well. Yes, quite ~,~_IJ. I can 
quFte relaxed With i 

f . Use aJ~,sooaJ, 
A formal style,is,the safest. semi-fo~nlal style. 

t 
Use an informal style. 

2 What makes a message more or less formal? 

In Units 6A and 7 A, you saw some ways to make messages less formal. Can 
you put each of the following under the appropriate heading? Some items can 
go under two or more headings. 

• Use formal, written language • Use Mr!Mrs/Ms +surname 
• Use contractions • Use shorter sentences 
• Use exclamation marks 

Use first names 
• Use spoken English forms 

Mention personal information/feelings 
Mention the last time you met Use job titles 

Use long sentences Mention something personal to the addressee 

a personal, 
a formal style semi~formal style an informal style 

3 Some examples 

Are these messages formal, semi-formal or informal? How do you know? 

Great to hear from you.That's 
excellent news about your 
promotion. !'m sure you'll do 
very well. Your company should 
be really proud to have you on 
their staff! 

I've been meaning to write for 
some time. Do you remember 
that I told you that we're looking 
for a new sales executive! Could 
you recommend anyone/We're 
looking for. 
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It was good to hear from you after such a long time. I was very pleased to hear that 
you have had success with your new range of paints. 

I will be in your area next month, so I thought it might be useful if I called by. This 
could be either 21 or 22 March,at any time convenient for you. Could you let me 
know if this would be possible? 

I hope lt is not too cold where you are. it has certainly become much colder here. 

Dear Sir or Madam 

I am writing in connection with a Sunjoy Z4 laptop computer which I purchased 
you< store one week ago. 

After checking the box, I discovered that 3 CDs for the Office Wizard Suite are 
The insrruction manuals clearly show that this software is supplied 6:ee of charge. 

I would be gratefulifvou could post these CDs to me as soon as possible. 

Yours till.thfully 





8.2 Arranging a meeting 

Here is Margaret Russell's digital diary entry for 21 and 22 August. 

Can she meet Nigel Westwood on the day and at the time he suggested? 

2 Write her reply to N1gel Westwood. Suggest some other days and times 
them to meet. 

AUGUST 21 Monday 

8 
9 staff training 9-9.30 

10 

11 

1Z 
13 LUnch with M.P. 

14 
15 
16 

AUGUST 22 Tuesda 

8 
9 staff training 9-9.30 

10 
11 Meeting with cambridge 
12 un1vers.ltY Press 11-12.30 

13 Lunch with CUP 
14 Work ori book orderS--
15"----------

16 ;, 

8.3 Confirming the details of a meeting 

After their meeting, Nigel Westwood wrote to confirm the details of their 
discussion and to tell Ms Russell that he was waiting for her order. Here is 
of his email. 
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Write the beginning and ending of Nigel Westwood's email. (Remember 
that he has met Margaret Russell, so his email will be more personal.) 

To: m.russell@ashworthbooks.biz: 
Subject Our meeting 

Date: 23 AugUst 2006 

Dear Ms Russell 

It was. 

I " 

I thoUght it would be useful to confirm in writing the detalls of our discussion. 

I We are able to offer you 20% discount on the retail price of our books. If your sales 
are over 50 books a month, we will consider offering you a higher discount. 

2 You wlll send a deposit of 50% of the total cost with your order. We will deliver the 
books to you within one week of receiving your order. 

I. 

You will distribute circular sales letters promoting both The Worldwide Encyclopaedia 
and The Complete Collection of Business Letters. We will contribute £I 00 towards the 
cost of doing this and provide you with a list of names and addresses. 

Yours sincerely 
Nigel Westwood 





Read her letter and find answers to these questions. 

a Is Margaret Russell's letter a formal business letter? 
b Why did Margaret Russell write the letter like this? 

c Did she use all her notes? 

ASHWORTH 
BOOKSHOPS LTD 

234 Hogden Rd Bristol BS7 9XS TeL 0800 9340 

ANNOUNCING AN IMPORTANT NEW BOOK AND CD-ROM FOR THE HOME AND SCJ~O,OLi 

THE WORLDWIDE ENCYCLOPAEDIA 
Parents! 

Do you and your children spend hours trying to find information for school? Are you fed up with sifting 
through mountains of irrelevant web pages? 

Now, all your troubles are overt THE WORLDWIDE ENCYCLOPAEDIA has all the answers you'll ever 
need! 

It's easy! Just look in the large detailed index for the information that you want or consult the Homework 
Resource Section and the direct links to the school syllabuses. THE WORLDWIDE ENCYCLOPAEDIA 
contains thousands of entries. It's quick and easy to use and will save you hours. It has over 1,000 
full-colour photographs and maps, charts and useful tables- all the things that your child needs for school. 

THE WORLDWIDE ENCYCLOPAEDIA is a must for every family. There are two paper editions- a full 
three-volume set (£45) and a shorter edition (£25) in one volume. It is also available on special DVD version, 
with one year's free automatic updates from the Internet, for only £35. Get the THE WORLDWIDE 
ENCYCLOPAEDIA for your home and you'll wonder how your family ever managed 
without it. AVAILABLE NOW at Ashworth Bookshops Ltd. I guarantee that if you 
are not completely satisfied within 28 days, I will give you a full refund. 

M R.usselt 
M. Russell 
Ashworth Bookshops 

2 Here are Margaret Russell's notes about The Complete Collection of 
Business Letters. Look back at Nigel Westwood's letter in 8.1 and the 
letter about The Worldwide Encyclopaedia above and write her circular 
sales letter. 

il! 

The Complete Collection of Businm Letters 
• 1pecisl low price 
• in~ex of 3,000 rea~y-to-uJe letters 
• sccompsnyinJ CP-K.OM 
• s~spt, click""~ print or 
a~apt, click ""~ email 
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• what took hourJ, now take! 
minutes 

• har~back £38 
• paperback £22 
• both inclu~e CP-K.OM 





8.8 Complaining 

When Margaret Russell received Nigel Westwood's email, she :vas very 
She decided to write a strong complaint and send it by fax. Wnte her fax, 
these notes. 

when he vi7ite~ me, he guarantee~ ~elivery within one week of my 
or~er 
hi7 email of 2?> Augu7t confirme~ thi7 

• I have alreMy pai~ 50% of the total co7t! 
~eman~ imme~iate ~elivery 
warn him about legal action 

8.9 A reply and an apology 

The next day, Margaret Russell received this fax. What has happened to her 

deposit? 

13:26 3-09-2006 FROM: UNIVERSAL BOOKS. JERSEY 01534 797407 

Your ref 
Orn ref. NW/lea 

FAX MESSAGE 
To: M. Russell 
Manager, Ashworth Bookshops 

Fax: 01272 782422 

3 September 2006 

Thank you for your fax. 

Universal 
Books Ltd 
PO Box 379 Jersey, 
Channel Islands 
Tel. 01534-797201 
Fax01534-797407 

books@universal.net 
wvvw.universal.net 

I regret to tell you that Nigel Westwood is no longer working for us, and I can find no 
record of the money you say you have paid to him. I have passed your fax to the Jersey 
Pollee who are investigating a number of other cases concerning Mr Westwood. 
Mr Westwood hlmSelf seems to have disappeared, although the police believe he may be 
somewhere in France. 

I suggest you contact the police yourself and register your claim against Mr Westwood. 

I am sorry I cannot help you more. 

Yours sincerely 

Par,~ Ei( 
Director, Universal Books. 
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2 Shordy after he sent the email, both Agriculturai Supplies and Massari 
Tractors received this circular email about a New Delhi fair. Read it and 
answer these questions. 

a Why is it necessary to book early? 
b How can the organisers help overseas companies to come? 

To: members@agriworld.org 
Subject: 3rd New Delhi Agricultural Equipm .•. 

Dear Agriworld member 

TIDRD NEW DELHI AGRICULTURAL EQUIPMENT FAIR 

On 4-11 April, the highly successful New Delhi Agricultural Equipment Fair will 
again take place. This Fair afuacts manufacturers and buyers from all over the 
world. Last year alone, over half a million visitors attended. 

We are now accepting provisional bookings of space. Each year, we receive more 
bookings that we can accommodate, so we advise you to book early if you want 
to take part in the Fair. For representatives from overseas, we are able to arrange 
visas. 

We are sure that your company would find it worthwhile to have a stand at the 
Fair. Prices start from US$250 per sq.m. (min. 15 sq.m.), and payments should be 
made to a/c 456767, National Bank, New Delhi Branch 23. 

For more information about the Fair and online booking, please visit 
www.indiatradefairs.net. 

Should you require any further information, please contact us at 
bookings@indiatradefairs.net. 

Yours faithfully 

RM.Ruby 

India Trade Fairs Ltd 

3 Sujit Singh is now waiting for a reply from Massari Tractors. In three 

Group 1 

you must write the correspondence between Massari Tractors, A1¢cultutral 
Supplies and India Trade Fairs. When you have written a letter, email or 
'send' it to the correct group. Then ask for a new card number. (There are 
three cards for each group.) 

Group2 Group3 

p.fellini@massari.it ssingh@agricu ltu ralsupplies.com. in Bookings@indiatradefairs.net 

Start on card 4 7 Start on card 4 Start on card 60 
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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 





104 Role cards 

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 
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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 

108 Role cards 

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:· 
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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 





Parts of a message: see letter and email guide, page 128 

• Beginning a message 
We are writing to enquire about. 
We are writing in connection with . 
We are interested in ... and we would like to know . 

Thank you for your email/letter/fax/call of (date) 
We have received your email/letter/fax/call of (date) 

Ending a message 

{ 

asking if ... 
enquiring about ... 
enclosing .. . 
concerning .. . 

I look forward to receiving your reply/order/products/etc. 
Looking forward to hearing from you. 
I hope that this information will help you. 
Please contact me if you need further information. 
Please feel free to contact me if you have any further infonnation. 
Please let me !mow if you need any further information. 

Email conventions 
Always open (Dear ... ) and close your emails properly (Yours ... ). 
Don't write in CAPITALS. 
If you are writing a reply to an email, don't copy the original message back. 
Divide your message into paragraphs. 
Check your work before you send it. 

Unit 3 • Referring 

118 Summary 

With reference to . 
Further to .. 
I am writing in connection with ... 
With regard to . 

Giving good/bad news 
good news 

I 
pleased 

I am delighted 
hatJPY 

bad news 

Wdl I 
regret 
are/am sorry 

We regret that .. 

I I 

tell 
to inform 

advise 

I I 

tell 
to inform 

advise 

Saying what you can and cannot do 
We are unable to . 
We m-e able to . 
We have been fo1·ced to 

Giving reasons 

This is 

owing to 
due to 
as a result of 
because of 

you that. 

you that ... 





Apologising 
We must apologise for . 
We apologise for ... 
We are extremely sorry for. 

Fax cover sheets: see page 52 

Unit 6 • Making a letter or email more personal 

120 Summary 

The three usual parts of a less formal letter or email are: 
- an opening, which mentions your feelings about the last contact you had with 

each other 
-the main message, which says why you are writing now and gives the details 
-the close, which talks about the future and often mentions some personal 

information. . 

Personal business letters and emails: the opening 
Thank you for your letter/telephone call/email/fax. 
It was a pleasure to (see you again at/on ... ). 
It was good to (hear from you again). 
It was a pity that (we did not have mo1·e time to talk at/on .. .). 
I am sorry that (I missed you when you visited my office). 

Alter each phrase, you can add a comment: 
Thank you for your letter. It was very interesting to hem· about the new 
developments at Wentol. 
It was good to talk to you on the telephone today. I was sorry to hear that you had 
not been well. 

Personal business letters and emails: introducing the topic 
Requesting action I was wondering if you could help me. 
Giving information I thought you might be interested to hear about ... 
Complaining I am afraid we have a small problem. 
Giving bad news I am afraid I have some bad news. 

Personal business letters and emails: the close 
I look forward to seeing you again next time I am in Taipei. 
If you are ever in London, please give me a ring or stop by my office. 
Please give my regards to Diana Smith. 
Please pass on my best wishes to Mr Lund. I hope that he has now recovered from 
the flu. 

Inviting, accepting and declining 
Inviting We would be very pleased if you could join us at .. 

Accepting 

Declining 

We would be delighted if you could come to ... 
We have pleasure in inviting you to . 

I would be delighted to join you at ... 
I would be very pleased to ... 
I am very happy to accept your invitation to . 

I would ve1y much like to come, but unfortunately ... 
Unfortunately, I will not be able to join you because . 
I am so sorry, but I cannot come to ... because . 
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