'ﬁ'o the student

Please read this first! (Teackers, too!)

Company to Company is probably very different from other books that you have
used to Jearn 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 lean phrases for
writing business correspondence. At the end of the section, there is another writng
exercigse. These beginning and end exercises will show you how much you have
learned 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
sitnation (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, yon will have to make
decisions before you write. Your company is trying to get its husiness done, 50 you
will have to think and write as quickly as possibie!

To ger 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 letrers and help yourself to write
better English.

At the back of the book, there is an Index of model letters, emails and key words
that you can us¢ 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 Sumzmary of useful phrases and
main points {rom each unit and a Letter and email layout guide.

We hope you learn a lot from this book and enjoy using it.
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emails

opening and closing a message
subject headings

asking for and sending infermation
email style

being polite

Test yourself

You want a new printer for your computer. You have seen an advertisement for the
Solar EX43. Write an email to Computer World, sales@computerworld.com, and ask
them how much the printer costs and how long they would take to deliver it. Write a
complete email, with a subject heading, names, etc. {Invent any details you need.)

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

1.1 intercily Bank ask for catalogues

Read this message and the one on page 8.
a  Why does Jennifer Long want the catalogues?

b Mr Basuki is sending something in the post and something with his email. What?
Why do you think Jakarta Furnishings offer a 5% discount for web sales?

= Réquestfor catdlbgues.

% | Repiy. (g Reity A [, Forvera | ey | B pein

b Previsis « &N

: }a}(arta Fi

0y
Bt

o ishings <sa3es@ialmﬁzfurmshlngs corn>"--_ S

" From: - jenmfer Lbng <]Iohg@|ktz.mte=—cltyhank.com> R

":'Su‘bja'cc “Requestor Catalogues: i
B chhel Leff<mEeﬂ'@; inte

Dear Sir or Madam

VYVe are expanding our coffices in Jalarta and we will need exura desks, lights, chairs and

filing cabinets.

Please can you send us your catalogues with prices, sizes and colours for these items?

Yours faithfully

Jennifer Long

Office Manager

Intercity Bank plc

Jalan Thamin 58

Jalkarta 11198

Indonesia

Tel.021 6376008

Fax 021 6376733
www.intercitybank.com/indonesia

L
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: Thank you for your email. | am sending some catalogues to you
i 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. | am atraching a copy of our price list.

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

Yours sincerely

Jalan Arjuna 7
Jakarta 1'H90

Tel 021 6373742
Fax 021 6373739

www.jakartafurnishings.com

1.2 Email: the basics

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

1 To: a A document or other file you want to send with the email

2 From: b The name and email address of the person you are writing to

3 Subject: ¢ The name and email address of someone you want to send a

4 Ca ‘blind copy’ to {i.e. the other people who receive the message
can’t see that this person has also received a copy)

5 Bcc: d  Your full name, address and other details that are automatically

put at the end of your email
e The topic you are wriring about
6 Attached: f Your name and email address
Signature g The name and email address of someone you want to send a
copy to

~¥

Notice the layout of the email messages.
Where does each paragraph start?

How are the paragraphs separated?

How does the email open and close?

(2T~ ol R L]
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1.3 Dear... / Yours ...

Here are some ways to start your message.

Dear Sir or Macam to a company

Dear Sir to a man if you do not know his name
Dear Madam to a womnan if you do not know her name
Dear Mr Smith to a married or unmarried man

Dear Ms Smith . to a married ar unmarried woman

Dear Mrs Smith to a married woman

Dear Miss Smith to an unmarried woman

Dear lohn to a friend or someone you know welf

Writing tip ‘Be carefu! how you open a message.
» Do not use Mr/Mrs/Ms with a first name {e.g. Dear Mr Jofini is not correct).
s Unless you know that a woman prefers to be called Miss or Mrs, use Ms.

The way you close a message depends on how you open it.

Dear Sir or Madam Yours faithfully
Dear Mr/Ms/Mrs/Miss Smith Yours sincerely
Dear John Best wishes

Choose the correct close from the box for each of the openings (a—g).

Best wishes Yours faithfully Yours sincerely

a Dear Mrs Wilson e Dear Mr Gonzilez
b Dear Madam f Dear David

¢ Dear Ms Hemsuchi g Dear Sir or Madam
d Dear Susanna

1.4 Subject headings

Writing tip Many businesses receive hundreds of emails every day. Unfortunately, a lot of these
messages are ‘jJunk maif, usually advertising. Many people do not even open these
messages — they delete them straight away. For this reason, it is important that your
emails have a short, clear subject heading which encourages the reader to open the
message. This can alsc help to ensure that the message goes to the right person.

What subject headings can you put for these messages (a—d}?

To: Paty Gonzilez <pglz(@todo.com.mx> ] i To: Sales Depr <sales@express net>

Subject: B Subject

Dear Ms Gonzilez Dear Sir or Madam

Thank you for your enquiry.1 am attachinga : | Please can you send me details of your prices for a
! suggested itinerary for a two-week holiday in o i Spiric ZX98 computer, with delivery charges to
| Vietnam. : ; London? I need the computer urgently, so | would
w 4 be grazefui if you can tell me how scon you could i
| ] o N - :
} H 1 deliver i 5
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. © Siaas 4 i
o: Y. Hul.§ ank <buiy(@shch.com> — . o: Helgrid Schofiel elgridsi@mzg.c
T HCB Bank <h ol : To: Helgrid Schofield <helgrid h>
Subject: B ‘ I Subject:
h Dear Mr Hui ‘: Dear Ms Schofiefld '_;3
i Please can you tell me what your bank charges for 1 Thank you for your email. Unfortunately, we do not
\ money transfers? | would like to make 2 transfer .o = i stock spare parts for electronic products.
g Japan ! { suggest you contact Woshiba Radios directly and
ask where your nearest service centre is. Their
ermail address is service@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. 1 have
. pleasure in attaching our brochure with details of our
; tours to Taiwan. | 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 Juns.

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

You can then send the information they want.

| am attaching details of ...

| have pleasure in attaching ...

| attach some information which | hope you find useful

| attach our price list and look forward to hearing from you.

10 Study section Unit 1A




1.7

Writing tip

You work for a company that selis mobile phones. What can-you write in these

sitnations?

a Someone has written asking for details of mobile phones that include a camera.

b Someone has written to ask you for derails of the types of accounts you offer.

¢ You want to know more information about the new MI300 Henrison mobile
phone and when it will be available.

d The air conditioner in your shop doesn’t work. You wanr a list of service centres.

Message siyle

There are many different styles of writing. For a student of English, this can be a
problem, because if you use the wrong style, you can cause offence or give the
wrong impression. For this reason, in Company fo Company you will learn a style
that you can use in most situations.

= Write in a natural style. Do not use an old-fashioned, very formal style. Say Thank
you for your letter, dated 14 June, not We have received your letter of the 14 of
this month.

= Do not use very informal fanguage, unless you know the person well. Do not write
Hil or Hello! or Ciao, John! Write Dear Johin (if you know the person) or Dear
Mr Smith. '

s Do not use text-message abbreviations such as [ hoge [ can ¢ u soon or Yr order
is waiting 4 u.

s Do not use slang. Write Someone in the office can help, not A guy here can
help.

= Do not use 'emoticons’. Emoticons are symbols which people often use in
Internet chat, such as =) (happy), - (sad).

What's wrong with these messages? Write them correctly.

a Hello, Steven!
Thx for yr email. I'm gld u recvd the pkt OIL Great 2 hear u like the pies. =)

b Dear Mr Wilson,
We are in receipt 6f your message, dated 135th of this month. I ¢an confirm that
we have despatched your order according to your instructions.

¢ Hi chere
How r you? Pve passed your msg to Bill, 2 guy in my office, and be’ll contact you
u scon. Bye.

d Dear Ms Brown
We are awaiting your instructions concerning the address for the despatch of your
order.

Unit 14 Stedy section 11



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.

DearSiIorMadam = == ™

This year the D:‘iily Observer newspaper wij] print a g
We were Woldering if Yyou'd like to Putanadin i

pecial report o travel agencieg

Lattach gur price list ang look forwarg to hearing
=

from you, =)

B
Renate Makosy:h ................. = =
Advertising Manager : i 11
O 'o'ra\'és-ﬁ.ls”.sel_._Q@i_e:s ‘11t> 2
tander@sportscars,co.uk>
" il about the Swift ZX series sports cars.
for your email al R .

rl;tigghyggme iy;\formation which | hope you will find useful

Bye for now. b

d

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

* Say please and thank you:
Thank you for your email. Plegse can you send me your catalogue?

Thank vou for your order for 10 boxes of Sunlight Wallpaper, Qur price for each
box is $250, plus an additional §50 for postage. Ouy normal delivery time is 35

Delivery is 3-5 days.
*  Avoid being very direct:
We think your prices are rather bigh, not Your prices are not acceptable.
* Ask rather than order
Please could You send it as soon as possible? not You st send it straight diay.
¢ Use indirect questions:
Fwas wondering if you could betp me, not Can you belp me?
*  Avoid blaming or accusing the addressee:
Tam afraid there is 4 problem with the order; not You've made 4 tistake 1with
Yy order.
*  Understate the poing:
It seems we bave g spalt problem, not Theye is 4 probiem.
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There are many examples of polite letters and emails in Company to
Company. As you read them, compare with what you would say in your
language.

These messages sound impolite in English. Make them more polite.

a

Dear Mr Brown

Your company delivered the goods very late. This is very bad service.
Please deliver on time in future.

Dear Sharon

Let’s meet next Monday at 1 p.m. We can meet at The Mousetrap restaurant.
I have to leave at 2 p.m., so come on time.

Dear Ms Mustapha

I received your letter. I have sent the goods. You will ger them on Tuesday.
Mr Smith

Send me your price list. I need it now, so send it immediately.

What’s your price for a Delphi ZX45 modem?

Consoiidation: a complete email

You are the Purchasing Supervisor at Green Supermarkets. Your manager has
just sent you this email. Write a polite email to Corona {sales@corona.com.nz)
with a copy to your manager.

We sent an order for orange juice to Corona on 4 Janwary, but we
have still not received a delivery. Can you email them and ask what
has happened to the order, and when they will deliver it? You can
attach the order to your email again. You'll find it on our network
as Order564.doc.

L
@
o
&

What have you learned?

Look back at the message you wrote to Computer World at the beginning of this
section. Compare it with your message to Corona. Can you see an improvement?
Think about:

email layout
apening/close

subject headings

how to ask for information
style

politeness.

Unit 1A Study secHon 12




1C The writing Getting help
process '

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:

s pages 117 to 121

o pages 124 to 127

° page 128

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

how to begin and end an email

where to write the date in a letter

the correct style for personal business letters

an example of 2 message or email asking for a refund

T R WN D

Look in the correct section and find the page reference for each item 14
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?

If it is an irregular
verb, it can give you
the past forms.

It can tell you how to It can teil you what
say a word. type of word it is.

I can give you
examples.

ftcan tellyouthe | __ sell /sel/ v pt, pp sold, vendre; sell out of something vendre tout son stock; the

correct spelling. tickets are ail sold out il|ne reste plus de billets; sell-by date limite de veate.

It can tell you the It can give you useful
meaning. phrases with the word.

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

service share credit  trip

¢ 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.
[ ~ 'spelling. . = -“Vocabulary ~ "
J| British English American Enghsh Brivish Englxsh American Enghsh
catalogue 3 [, note {money) [ SOOI,
2. center S s | APAKUIMERT
3. check {102y} car park [
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atiachments

parts of a message

beginning and ending 2 message
email conventions

2A Study
section

Test yourself

You work for Water Sports Lid. A woman telephoned your company and asked if you
stock Seaworld boat engines and accessories. She was particularly interested in the
Wave 78 engine. You said you would send her an emall with some brochures about
Seaweorld engines and tell her when the Seawerld agent is coming to your shop.
Write that emall. {Invent any details you need.)

When you have finished, put the message away unti! the end of this section.

2.1 Interfon look for new agents

Interfon, Inc., Japan, are looking for new business, so they sent this email to an
international bank in Bahrain. They received the reply shown on page 18.

a  Why has Takayuki Aoyama written to Eastern Bank?
b What has Husain Dhaif done with the attached catalogue?

£t i beletn T

.'Agents in Bah' i
- Ryota |shikawa <rishikawa

interfon.co;

Catalogpdf

Dear Corporate Section:

We are writing to inquire about agents for our products in Bahrain. Your branch in
0saka, Japan, told us that you may be able to help us.

We specialize in the manufacture of radio telephones. At present, we export to
Eurcpe and iatin America, but we would like to start exporting to the Arabian Gulif.

Could you please forward this email to businesses in Bahrain that may be interested
in representing us? | attach 3 catalog.

Sincerely

- Takayuki Aoyama s
Export Division )
www.interfon.cojp

s
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Note that Mr Aoyama is using American English spelling and expressions,
These are covered in more detail in Unit 3.

Dear Mr Acoyora

Themk you for your smedl of 8 February, enquiring cbout agents for your
products.

T have forwarded your email and the cattached catalogue to the following
compares in Bahuedn, They ol specialise in sales of glecironic ecuipmant.
i Ihave asked them to contoct you directly.

Archicn Electronics arabionelectronics@batelco.com.bh
Gulf Communicetions geom@geom, com
: Khetid Electronics khalidelectronics@bateleo.com.bh
Almoayed Sound cmd Vision nfo@asv.com i
: Al Khajah Ltd Alkhajoh@boteleo.com.bh e |
Pheone Zoyomi Info@zcryomircdios. com :

‘We hope that this will help you,

Yours sincersly

i  Huscin Dhexf

: Eastern Bomk, Bahrein
q Tel+ 973 177906765
Fox + 973 177906768
www.easternbank.com

2.2 Attachments

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

| am attaching our catalogue to this message. Please contact me if you would
like more information.
Please find attached our report, 1 look forward to hearing your comments.
t have just received the photographs, which | have attached te this-message.
Please can you select the photographs you would like in the newsletier?
-If you have any problems opening the file, please let me know.

Sometimes, people have problems with attachments.

Thank you for your email. | am afraid you forgot to attach the report. Could you
send your message again, please?

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

Sorry! | forgot to send the attachment.
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What would you reply to these messages?

a  Thank you for your email. I can’t find an attachment, however. Did you send it?

b Many thanks for your message. Unfortunately, when I try to open the attachment,
my computer crashes.

¢ Thank you for your reply. Please can you check that you have sent the correct file to
me? I requested a copy of your brochure for the DF434 digital camera, but I think
you have sent me photographs of your office party.

d Iam away from the office for three weeks, so I will not see the report unril I get
back. Can you send me a copy as an attachment?

e Please find attached an application form for the conference. Please complete it in
your word processor and send it back ro me.

2.3 Arabian Electronics reply

Some time later, Interfon received this message from Agabian Electronics,
Mr Aoyama wrote back straight away.

a What did Arabian Electronics want to know, and whar was Inrerfon’s answer?
b Did Mr Aoyama attach details of their products?

,glnpw'ﬁwlu‘“

To Takayukleyama <taoya
- Fiom: - Aabian Ele:tron. arabi
'-_Sublecr. y Agenrs in Bahrain -

ma@ln

|anelectromcs@batelco com bh> .

Dear Mr Aoyama

Easiern Bank have forwarded your email of 8 February to us.

\We are interested in importing radio telephones and we would hk;a to &
receive some more information abaut your products and your preferred
Iges in your catalogue are still
£33

sermis. Plaase could you confirm that the p
correctl,

\We took forward to hearing from you.
Yours sincerely

K. Al Jalahma

Mianaging Director, Arabian Clectronics
PO Box 26180

Manama, Bahrain

Tel +973 178874562

Fax +973 178874359

At Bativain

f Bredai = et E 2 Resly T RéTI AT

ot Arab|an H ectronlcs <arab|anel e::tronlcs@batei £o.com. bh>
: From -Takayukl Aoyama <caoyama@mterfon cojp> -
Sub]ect_ Agents in Bahraln e .

Export Rivision

Erlie]

Dear Mz, Al Jalahma:
Thank you for your email of March 2.

Today i sent you by courier some more information about our products
and standard terms. With this, | included details of our new pocket
radic telephone, the Portifon X3, which you may be interested in. The
prices in our catalog are correct until end December.

{ plan to visit the Middle £ast soon and will write agein to arrange a
demonstration of our products. We will also be at the Gulf Coms Fair at
the Dubai Exhibition Center May 16-18.

Do tet me know if you have any further questions when you have
reviewed our product range.

Sincerely
Takayuki Aoyama

2]
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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 detalils,
3 The close
This usually talks about the future.
Yours faithfully/sincerely, etc.

1 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 ...

1 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.

¢ You want to know if the company you are writing to organises business
conferences in Malaysia.

If you are replying, you can start:

asking i ...
Thank you for your email/letter/fax/call of {date) enquiring about ...
We have received your email/letter/fax/call of (date) enclosing ...
conceming ...

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 tc a sales
exhibition in London.

¢ 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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2.6 Ending a message

Here are some ways to end a message.

| look farward to receiving your reply/order/products/etc.
Looking forward to hearing from you.

If you gave some information in your message, you can close:

Please contact me
Please feel free to contact me
Please let me know

| hope that this information will help you.

if you need any further information,

2.7 Practice

Below are the main messages from three emails. Choose the correct beginning
and ending from sentences a-f and then add Yours faithfully/sincerely or

Best wishes.

a Thank you for your telephone call today enguiring about our prices.

[r I s B~ ¢ B =

Dear Madam

Ve are happy to tell you that the above-
mentioned company has always paid our bilis an
time.Yve have never had any problems with them.

2

Ms R.E Smith
Manager

Thank you for your letter of 16 February concerning Arabian Flectronics.

I look forward to receiving your erder.

Thank you for your telephone call today.

I hope that this information will help you.

Please feel free to contact me if you need any information about other branches.

Dear Mr Hugo

3.

We sell three kinds of water heaters. The prices
are €1,0600 (156 litres), €1,750 (200 litres) and
£1,900 (250 litres). I enclose some brochures.

4

Jan van Qos
Sales Department

=8

Dear Peter

5

6
John
John Blake

T am sorry that [ was not in the office when you rang, but
here is the information that you wanted. The address of our
branch in Singapore is 54 Liu Fang Road, Jurong Town,
Singapore 2262. The manager is Mr S. Rushford.

g
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2.8 Email conveniions

Although emails often have an informal style, there are some conventions that
vou should follow.

o Make sure your emails always open (Dear ...} and close properly (Yours ...). This is
not only polite, it also tells the reader that the message is for them, and not just a
copy {cc or bec), 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 yeu 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:

: ::_Hm! o} Vmcenzo Pellegrlnl-<v;:~eiIegrnm@nmlsahnk.lt>
- Sobjeet: Ré:Distributor details : I

'....-Dear Mr Pellegrlnl K

4 = Caiild you tell me detal[s of your dlsmbutnrs i Imly? 8
4 ; _Our fhain d|str|butor in lmly is Mazerml Stock House via Cavour I23 Mslano

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.
e 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
"negative impression.

Wrriting tips

Itis a good idea to send yourself an email first, That way, you can check that your
name and addrass 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.

I} Tor Dlana Simiith <ésmzth@networks comE
From Hamed Zayanl <h. zayam@sunder andpalnl:s c0m> )

>PLease cah you send me detaﬂs ofyour range of pamts and pamtmg
equipment: - :
THANK YOU: FOR YOUR EMAIL I'VE PUT SOME INF{J IN POST TO YDU i
ABOUT OUR " PLANTS. YOU" CAN ‘ALSC VISIT ONE: OF DUR: SHOPS NEAR
YOU. "PLEASE VISIT-QUR ‘WEBSITE W SUI\EDERLAND COM :
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I e L
{ “From: :*. -Per [ohanson <pioh32@scandiatoys.com>
“'Subject: " :Re: Doyou stoek swimming poolst :

MarikoTanaka -

N6, we don't. We did. Not aﬁ}}'mzo.xfe_w.«.:'seﬂed the buisiess to Kidsworld,

Sei

To: Yosx Xu-Zyxu@neednet.co.tw> )
“Fram:" - Parth Khimfi <pkhimji@khimjiworld.com>
| “Subject . Hotle booking

1 técieved your email abotit your hotle booking, we'are fall on the dates you
i1 wants. sorty. you cap fry hotel emperor that is near us. perhaps they’s got
: _.'rc'_)_oms._ VT

arilo 'I;'ahakﬁ_<ta'naka‘@tWister.ﬁé.jp> :

e their website wwwkidsworld,com..

2.9

Consolidation: a complete email

You work for Hudson Motors Ltd. Last week, a man called Stefan Polloni
telephened you and asked you to send him details of the Sodiac 456 and
Sodiac 456i sports cars by email. He has just telephoned to say that he could
not open the files you sent. He also wants to know when the two cars will be
available {six months from now) and what financing arrangements you offer
(spectal offer now: interest-free for one year, then 5% a year).

Write your message to Stefan Polloni, with the files he needs. First, make a

plan for your message. Then compare it withthe plan on page 122 before you
write your email.

What have you learned?
Look back at the message you wrote about Seaworld engines at the beginning of this
section. Compare it with your message to Mr Polloni, Can you see an improvement?
Think about:
e email conventions
e subject headings
e ocpening/closing a emall
e beginning/ending a message
¢ sending attachments.
®
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2B Activity A business trip
section

1 Jun Mizuno is a sales executive for Nagakura, a manufacturer of electrical
equipment. e is planning a tdp to Sonth-East Asia and wants 10 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 mformation does he want from Leefang in Singapore? How does he ask?

¢ 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 good hotel?

st Miziing <P .
Diate: [ 12 Jariary 2006 -
" Subjees [ Visit €0 Sirgapiore

Dear Sir or Madam

1 am now planning my fortheoming TP to &‘?outh—East Asia and 1 .
would be very pleased if we could meet to discuss the new range of
Nagalkura praducts.

{hope ta bein Singapore o 3-10 March. Wounld it be con_ve_nient to
visit you on 10 March at 11.30 s.m.? would be gratefel if, 11;11 yoar
reply, you could tell me exactly where your offices are located.

]

sorward o heariog from you. i S Visit i Hong Ko
1 look fo . & vty o n Barervers o il

Begvioua v} K

o9 |2 print [ ait A oetote
Yours faithfally e T | . ] ‘ﬁaﬂ.
. o dnternational Relations <IntRel@/eefunglnd.com= - :
Jun Mizuno L . IEom-, < Jr Migiing jmizuno@nagakira.comyjps.... -
. . s Dartel 'Ilja'ni.nary 2067 X T
al Sales . - - _ .
11\‘:::;;‘;13 Lo R | Sub,em_ - Visit to Hong Kong -
Yoshimori Heights Kawasaki-shi e IO Ry
Kanagawa Ken 231 Japan i
Te) +E1 44-082-2526 Dear Sir or Madam

% T am now planning my fortheoming trip te South-East Asia and I

would be very pleased if we could i
N oy bl meet to discuss the new range of

T hope to be in Hong Kon,
s g on 12-13 March. Wi i i
wisit you on 12 March at 11.0¢ am.? ould it be convenient to

I'look forward to hearing from you.
Yours faithfully
Jun Mizuno
Technical Sales
Nagakura

Yoshimori Heights Kawasaid-shi
Kanagawa Ken 231 Japan

Tel +81 44-932-2526

Fax +81 44-532-2884

WWW. I

a,COTL T
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After he had sent the email to Leefung Plastics in Hong Kong, Jun Mizuno
remembered that he needed some more information, so he sent another
email. How does he mention the email he has already sent?

2 Praview v - B

.:"mcematlonal Relations <IntReI@1eefung'-n:l com> S
S “From: jun Miziino' '-’]mlzuno@nagakura O] }p>

Dt 13 Jairiuary 2006

: Sub]ecf. Vi5|tto Hong Kong o ’

Dear Sir or Madam

Thope you received my email of 12 January comcerning my brip to
Hong Kong.

I would be grateful if, in your reply to that email, you coujd give methe
name and address of the manager of your Banglkok office.

Locking forward to hearing from you.
Fours faithfully

Jun Mizano

Technical Sales

Nagaloara

Yoshirnoxi Heights Kawagali-ghi
Kanagawa Ken 231 Japan

Tel +81 44-932-2526

Fax +81 44-932-2884
wywnagakura.com.ip

3 Jun Mizuno is now waiting for replies frorn Leefung Plastics in Hong Kong
and in Singapore. In three groups, write the correspondence between them.
The role cards at the back of the book will give you some information, but
you must decide exactly what to write. Remember to write neat, clear
emails, showing names, dates and subject headings. When you have written

an email, ‘send’ it to the correct group. Then ask for a new card number.
{(There are three cards for each company.)

Group 2 Group 3

% Leciung Plastics Lestung Plasties |
(Internationcd) Lid i g

9 (Singcpore) Lid

Production(@leelung-singapore.com
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2C The writing Steps in writing a
process message

1 Steps in writing

Imagine that you have received this letter. How would you write a reply?
What steps would you go through?
Dear 8ir or Madam

i d
Tle Studeri's G
45 Windsaor Street
Langford LG58 THP
‘ England
\ We are writing o ask if you can help us. We are procucing a guide o help students ohoose

2 March 2006

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
~ what you like about i
- what you don't like abous it
- what you need to be good ab the jub.
We look forward to hearing from you. Many thanks.
Tours faithfully
M quawi St
Margaret Smith
Tditor, The Student’s Guid
Email memith@theguide.org

Work with a partmer. 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 versien. Serd your message! Gheck spelling, qrammer,
) style and layout.

; Read carefully the letter
[ Iake changes and corrections. ] { you have received. } [ Make a plan for your message. ]

Write a draft Nate down important/ Read the letter agan.
useful phrases, .y

2 Try it out!

Read the fetter again, Follow your diagram and write a reply. You can mvent
any details you need.
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3A Study

referring

giving good/bad news

saying what you can/cannot do
giving reasons

British and American English
paragraphs

section

e ® 9 2 9 &

Test yourself

You work for Conferences Unlimited, a company which arranges conferences,
Unfortunately, your office has made a double booking. 1BN Computers have booked
a conference for 2,000 people, and SJ Finance have booked a conference for 750
people on the same date. Write two emails: one to IBN Computers to confirm their
beaking and one to SJ Finance to cancel their booking. (Invent any details you
need.)

When you have finished, put the message away untii the end of this section.

3.1 Giving news

Read the messages on this page and page 28, What do the writers say when
they want to:

a refer to the last rime that they contacted each other?
b give some good or bad news?
¢ give a reason for good/bad news?

Dear Ms Long

| amn writing in connection with your order 2789 for office furniture and your
telephone <all on Friday.

We regret to inform you that we are unable to deliver the Linton filing cabinets on
time. This is as a result of problems at our supplier’s factory. ¥e have the cabinets

i§ on pages 45 and 46 in our catalogue in stock now, however, in four different colours
1 (green,brown, black and white).You can see them in our city-centre showroom.

With rega;ﬁd:t_'c:)' the lamps and desks, we will deliver thé goods before |3 March,
as agreedi

Wich a";'::'ologle's
Yours sincerely

S. Basuki
4 Sates Executive
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: Peach Camputais ™ *
.i; Attached: . - Peich_prices.doc

Frllad

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 pur Peach Series computers by 10%. This is due to the
recent fall of the dollar. Each computer now also comes with a
free PH7054 colour printer. 1 am 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 Hutten

Sales

Data Services

Howard House

456 Hinley Road
London WC1 10R
www.dataservices.co.uk

3.2 Referring

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

With reference to ...

Further to ...

| am writing in connection with ...
With regard to ...

Wiriting tp  You should not usually start a letter or email with with regard to. This phrase is ot
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 lerter about each of the following?

an invoice {no. 679) for a photocopier

a meeting you had with the addressee on 16 January

an advertisement i The Times newspaper for the London Trade Fair
an application for a post as secretary in your company

a fax order for six computers that you received today

LT =T I =l )
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3.3 Giving good/bad news

good news
pleased teli
lam delighted to inform you that ...
happy advise
bad news
regret tell
We/l 9 to inform you that ...
arg/am sorry .
advise
We regret that ...

Writing tip Writers often say 'we’ to refer to the company, rather than 'I' This is especially true
when giving bad news, as it makes it less personal.

Complete these sentences using phrases for referring and giving good

or bad news.
a your order for some cupboards,
we have had to increase the price.
b your application for a post as secretary,

that we would like you to start work as soon

as possible,

c vour application for a post as secretary;
. you were not successful.
d . our telephone conversation last week,

that your car is now ready for you to collect.

3.4 Saying what you can and cannot do

We are unable to ...
We are ableto ...
We have been forced to ...

A company has written to you to ask you to reduce your prices and to ask you

if you will accept payment in Egyptian pounds. How will you give them the

following information?

a  You cannot lower your prices. -

b You have had to raise your prices because the government has increased the
sales tax.

¢ However, you can give them a discount of 5% if their order is for more than
$8,000 or €8,000.

d With regard to their second question, you cannot accept payment in Egyptian
pounds, but you can accept US dollars or euros.
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3.5 Giving reasons

wing to ...
dueto ...
as aresuli of ...
because of ...

This is

Writing Hips < Owing tois normally only used for bad news.

= |fyou want to use a verh after these phrases, add the fact that ..., e.q. This is due :
to the fact that the doflar has risen. :

» If you don't want 1o 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 resuft 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 with e and f (see Writing tips).

a increase — fall of the dollar

We bave been forced to increase omr prices. T!azs is otving to the fall of the dollar.
delay the delivery of the goods — strike by airline pilots

increase all salaries by 10% — rise in sales

cut all salaries by 10% — fall in sales

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

6 oo o

oty

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?

“Steve'\Walter <swalter @hlirvicans. com.tw>
Cgrherine ‘Shih <csh|h@stud|ol ‘com. tw> ;
Offshore Ivesthight Fairio :
MEF ﬂoorpdf_ -

Tr]i<1

Daar Steve:

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 | can therefore offer this space
to you. This is a b0-foot area, near the center of the exhibition on the first
floor. | am attaching a floor plan so that you can see for yourself.

tcan hold this space for you until tomorrow evening. Could you give me &
call befcre then?

Best regards

Catherine Shih
Bockings Executiive
Studic 1
wwvw.studiol.com tw
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3.7 British and American English

Writing tip

The main difference between British English (BE} and American English (AF}
is accent, but you do not need to worry about that when you are writing!
There are, however, some important differences in written forms.

Style

AE writers often use a more informal style than BE. For example, an AE writer may
open a letter Dear Steven where a BE writer would open with Dear Mr Brown unless
he/she knows the person well.

If an AE writer does not know the person’s name, they may use the job title — Dear

Corporate Section Manager: — where a BE writer would write Dear Sir or Madam.
Natice the colon (z) which AE writers sometimes use after the opening.

Spelling

-re in BE is often -er in AE: centre/center, theatve/theater, metre/meter

-our 1n BE is often -or in AE: colowrfcolor, favouriteffavorite, labouwrflabor

-se in BE is often -ze in AE: analyse/analyze, criticise/criticize, recognisefrecognize
-ogue in BE is often -og in AF: catalogue/catalog, dialogue/dialog

Vocabulary

There are many vocabuiary differences between BE and AE. For example:

curricuium vitae résumé
note (money) bill

bill {in a restawrant) check
ground floor first floor
petrol gas
postcode zip code
property real estate
shop store
city/town centre downtown
mobile phone cell phone

Grammar

AE usually uses the past simple where BE uses the present perfect. For example:
BE I have spoken to Per about this. Have you asked Margareta?
AE I spoke to Per about this. Did you ask Margareta?

You can use British English or American English. The most important peint is that
you are consistent, or it will iook like a mistake. For example, do not write You can
see the different colotrs in our catalog. Write colours and catalogue, or colors and
catalog. Check in a dictionary if you are not sure.
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t Are these examples of British or American English? Change them into
American/British English.

You'll find our offices on the ground floor.

Please send us a copy of your résumé.

The theater is downtown, next to a large store.

Please give your name, address and postcode, and we will send you 2 catalogue.
We specialize in downtown real estate.

2 an o'w

2

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

3.2 -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 shounld have one central topic.

1 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?

aviarn Brnwn <sbmwn@Tshops fies
i sirlwakm@telewon comm>

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 leyal customer, we can offer you a special 10% discount vntil the
end of the year. We have a new product which I think you will find interesting. Tt is the
TW786. This is cur 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 very
proud of it. Beginning next year, we will 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

you an official invitation soon, but please put this.date in your diary. I look forward to
seeing you. With best wishes Indu

Indu Siriwekni Project leader Telewon Lid H
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erwork installation:

0

Dear Inge: Good news! Following our conversation yesterday, I talked with our engineers. I
am pleased to tell you that we can install your new wireless network one month earlier than
we thought. Work can now begin January 23. With regard to the printers, I need to speak
o our manager to see if we can revise the price. We can supply five free cartridges for each
printer. I checked the price for the scanners, but unfortunately we are unable to reduce the
price on these. This is becanse our suppliers recently increased the price by 15%. Please can
you confirm that January 23 is a good date for you for the network installation? Best
regards Rebecca Rebecca Ou Customer Service Desk Net2Net Services.

il

3 How many paragraphs do you need for each of these messages?
‘What would you say in each paragraph?

a  You have to write to all your customers, telling them that your office has moved.

b You have to write to all your customers, telling them that your manager has left and
that a new woman now has the job. You can tell them something about where she
has come from and what her experience is.

¢ Youwork in a car motor supplies company. A customer has written to complain
about your service, your prices and the low quality of your products. You have to
write back, apologising for the customer’s bad experience and explaining what
went wrong in each case. You can give the customer a €500 credit as compensation.

3.9 Consolidation: a compleie email

You are the sub-manager of a bank. There has been a change in government
regulations. Interest rates have increased to 12% for deposits and 14% for
loans. Write short messages to:

a customers who have deposit accounts with you

b customers who have a loan from you.

First make a plan for each message. Then compare your plans with the one on
page 122 before you write the messages.

What have you learned?

Lock back at the messages you wrote to IBN Computers and SJ Finance at the
beginning of this section. Compare it with your messages to the bank customers in
3.9. Can you see an improvement? Think about:

e introducing the subject

giving good/bad news

giving reasons

AE or BE style

paragraphs.

2 ® 9 9
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3C The writing Writing a plan
process

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 orgapise your ideas.

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

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

2 More practice

Here are some business situations. Write a plan for each one (invent any details:
vou 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.

¢ You have to book hotef 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
arder 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 number. Your number is 2734 56. The number she needs is 237456,
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letter layout

the date

making mild complaints
making a point

warning

making strong complaints

4A Study
section

® 3 9 ®» a3

Test yourself

Six months ago, you sent an invoice to a company, Tiger Transport Ltd. You have
reminded them twice, but they have still net paid you, Write a letter {(not an emal!) to
them, reminding them again that credit is only available for 30 days, and that if they do
not pay, you will take legal action. (invent any details that you need.)

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

4.1 Intercity Bank write toc complain

Intercity Bank ordered some office furpiture from Jakarta Furnishings (sce
pages 7 and 27), The filing cabinets did not arrive, so Ms Long wrote to
complain. To make her complaint more formal, she decided to write a letter.
She received a reply from Mr Basuki. As you read the letters on this page and
the next, find the answers to these questions.

4 How does Ms Long complain?

b What does Mr Basuki want Ms Long to look at?
€ Will Mr Basuki refund the bank’s money?

B, .
MU0E - Intercity Bank plc
Your ref: Jalan Thamin 58
Qur ref: IL/fh/246 Jakarta 11196
Indonesia
Tel 021 6376008
Ms S. Basuki Fax 021 6376733
Jakarta Furnishings wwwintercitybank.com/indonesia
Jalan Arjuna 7
Jakarta 11190 30 May 2006

Dear Mr Basuki

Order 2789
| am writing in connection with your ernail of 24 February concerning the above order for
some office furniture.

Unfortunately, we have not yet received the filing cabinets which were a part of ihis order.
We would be grateful if you could deliver these as soon as possible or refund our money.

We look forward to hearing fram you.
Yours sincerely

/wm#e/ L) _
Ms Jennifer Long Unit4s Study section 37
Office Manager




Furnishings

Jaian Arjuna 7
Jakarta 11190
Tel 021 6373742

Ms Jennifer Long o1 5373739
Office Managler Fax 0218373
intercity Bank plc 2 June 2008
Jalan Thamin 58 -

Jakarta 11196 Your ref: JL/AN/246

Our ref: SB/si

Dear Ms L.ong

Order 2789

Thank you for your ietter of 30 May enduiring about the Linton filing cabinets.

We must apologise for the delay in delivering these cabinets. As | said in my email
of 24 February, this is a result of problems at our supplier's faciory. As these
problems are completely beyond our control, | should like to point out that we are
not able to refund your payment. | enclose a copy of our Terms of Sale for your
reference.

We expect to receive the goods next week, 50 t hope that you will not have 1o wailt
much longer.

With apologies once again,
Yo%s siW

S. Basuki
Sales Executive

4.2 Letter layout: block siyle

g'hne}r(e are many ways to la}y out a business letter. The letters from Intercity
tha 1 and Jakarta Furnishings are examples of the most common way. Look a
e letters and complete the descriptions with the correct words from the box

top bottom right left after under—l

a  The address of the sender (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
.., 0n the ..
¢ The date is at the ... the address
: B— X
d  The subject heading is ............
e The paragraphs start at the 1
.. margin. Between the para, i
Yhebar g paragraphs, there is
f The signature is . Yourrs ...
g The name and title of the sender is at the s 5 v the signature
b There is no puncruation in the addresses Or . Dear ... ox .

Yours faithfully/sincerely.
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4.3
Writing tip

4.4

The date

Be careful with the date! In British English, they write the day first, but in American
English, they write the menth first. This means that 12-08-20086 is the twelfth of
June in Britain, but in the United States it is the sixth of Decembert So, write the date
like this:

12 June 2006
and then everybody will know what you mean. Remember to use a capital letter for
the month. You do not have to write st, nd, rd or th after the day.

How wounld you write these dates in a letter?

Jan. 16th, 2006
23rd March 2007
6/11/08 (UK)
09-07-06 (USA}
21.1.07

04.08.02 (USA)

LS T -V S+

Practice

Laook at this letter. What's wrong with it? (Look back on what you have
learned in Units 1-3.) Write out the letter correctly, in ‘block style’.

Slotisberget 26,
Goteborg 41803,
Sweden
Tel +46 31 274906
Ms Susan Benton
Isiand ‘World Holidays
181 North Street
London WIM 2FM

Dear Sir
[ am writing in connection with my booking with you for an
adventure holiday to Peru.

On the nineteenth of May I sent you a chegue for £260 asa
deposit. Unfortunately, I have not yet received a receipt for this.
I would be grateful if you could send me this as soon as possible.

Tlook forward to hearing from you.

2008, july 21st

Your refl PER23/675
Best wishes
Margareta Lindell

o Lokl

Py ="

Unit 44 Study section 39



4,5 Making a mild complaint
To make a mild complaint you can say:

L Unfortunately, we have not yet received the filing cabinets.

and then request some action.

Please could you
We would be grateful if you could deliver them soon.
We would appreciate it if you could

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

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

BO TN -

Please could you send us your cheque before 30 June?

We would be grateful if you could send us a replacement.

We would appreciate it if you could collect them and bring them to our offices.
Please could you send your price list as soon as possible?

My Trag hoo

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

a A company has sent you a bil! for the wrong goods.
Unfortunately, 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 o
write to the company who sold it to you.

¢ 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.

4.8 Letter practice

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

4

11-4-67 Nishiyami-dai Sayama-cho Osaka-fu 288 Japan
invoice No: B6B4 AH  Contact M. Onaka Date 15 dJune 3006

1 MX3 ‘
(including freight and insurance)

MINACHI
OFFICE
EQUIPMENT

Write a full letter to Minachi complaining about the photocopier. First, make 4
plan. Then compare it with the one on page 122 before you write the letter. :
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4,7 Making a point

If you want someone to take note of something, you can use phrases such as:

| should like to draw your attention to (the fact that} ...
| should like to point out that ...

I you are saying something that they already know (and you are a litde bit
angry), you can write:

i should like to remind you that ...
I hope that it is not necessary to remind you that ...

You have been passed these messages. What will you write?

2]

From: . Patel
Date: 8/FG

Terry Spenter keeps parking kis car in front

of the main door-

! have told him before that this space is reserved for the
Managing Director. Can you teil him again?

@

* inter-Office Memo =

From: RJR  To: DA Date: 9/10

Murtel Mclver arrives half an hour lat
8 &
day. (She should stars ai 9.30.) o wonk every

We riow need to give her a written remindgr
Pleage can you write to hepo

USBRNE, | e e e
The ‘photocopier_has, broken down_again. Can

yoir : send. them _an _email? This is the third.
time Uk Yias broken dewn. this. month. The last

tifie, - thei - promised. i wouldn't happen again..
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4.8 Intercity Bank have o write again

Three months later, Intercity Bank had still not received the filing cabinets.
Jennifer Long decided to write again.

a Is Ms 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?

P

ML Intercity Bank plc
Your ref: Jatan Thamin 58
Our ref; IL/th/246 Jakarta 17196

indonesia
Tel 021 6376008
Fax 021 6376733
wwwintercitybank.com/indonesia
} 26 August 2006
Mr S. Basuki
Jakarta Furnishings
Jalan Adjuna 7
lakarta 31190

Dear Mr Basuki
Crder 2789
| ar writing in connection with the above order for Linton filing cabinets.

It is now over seven months since we placed the order, and we are still
waiting for the cabinets. 1 should like to yemind you that we have already
paid for these cabinets. We must insist, therefore, that you deliver them
immediately or refund our money.

Uniess we hear fram you within seven days, we will be forced to take
legal action.

Yours sincerely

@,ni’ﬂz/ /‘_@

Ms Jennifer Long
Office Manager

4.2 Warning

One way to warn somebody is to say:

Unless ...,

I, fnot) ... we will be forced to ...

-What warnings would you give these people?

a company that has not paid your bill

another company that is using your company’s car park
an employee who always arrives late for work

2 builder who has left a lot of tools in your office

an o
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4,10 Making a strong complaint

To make a strong complaint, you can:

e say exactly what is wrong

It is now over nine mo i
. nths since we placed thi i
waiting for the cabinets. i ° orderand e ate St

. . .
make a point cornected with this

| | shouid like to point out that we have already paid for these cabinets |

¢ demand immediate action

| We must insist, therefore, that you deliver them immediately. |

If you think that it is necessary, you can also:

e give a warning

Un o
l less we hear from you within seven days, we will take legal action E

The letters on this
page and page 44 are mi i
correct order and divide each one into thf:: ;gr];z;fslisthe sentences in the

: he Manager ) :
_'Swmdle Clearting Co

7 iy Centre Tower's )
o W\nleyWYEa rah A

o Dear sir or Madam i

Clas l hcpe w. is not necessary to remind you that this is the’
U second t’.me | Have complamed about your empldyees.

b i you are unable 16 do this, we will be forced 16 cancel

i your contract wn:h us. : i
- 1am wrmng ini connectlon w1th your :ontnict to clean our i

“offices. .

4 Eust mstst,cherefore that you t‘aka immediate action to i

- improve the quahty of your services.
e 'Tche thls week:¥ have found your workers asleep when ii
".-they sho'uld be WOrking s

Yours falthfully
. w’wm

I—”W\lson C
; SemorAdmlm Fator.
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Dear Sir or Madam

d paid for a quarter-page

’ ﬁi:ﬁtﬁcﬁ OE the front page of the Friday
edition of your newspaper. .

b 1 o writing to complain about our advertisement
which appeircd in your newspaper on 10 July-

c 1 would like to remind you that this is the third
time that this has happened.

4  TIfyoudonotdo this, we: will be forced to take all

i i GLoxs.
our advertising business to oNne of your compe

e As weare reg-ular advertisers in your m:‘Wspapf:r;,.l .
T must insist that you repeat t}'u: advertisement tht
Saturday, on the front page, free of charge: .

£ However, the adveriisement did not appear until
Saturday, and only on page 4.

Yours faithfully
pw._.a/(

" Mr Danie! Thomas
Public Relations

4.11 Consoclidation: 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 lond music all day, every

day, even though the contract says that “music is not allowed’. It is impossible
for vou 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 hefore you write your
letter.

What have you learned?

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.
Can you see an improvement? Think about:
e leiter layout
the date

®
e mild and strong complaints
e warning.
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4B Activity

section

1

[=~P I = i )

Who’s responsible?

Read this newspaper article about an explosion in a clothes factory and

answer these questions.

How much was Perfecta’s stock valued ag?

What are Perfecta going to do now?
Who are Bauer AG?
What have Aqua Warm done?

Daily News 3 January 2006

Explosion destroys factory

AHUGE explosion caused extensive
damage to a multimillion-euro
factory last night.

The explosion tipped through the
state-of-the-art premises of Perfecta
Ltd, the welt-known clothes designer.
There were no injuries. A spokesman
for Perfecta said that the central-
heating system had exploded,
destroying most of their stock and
blasting a hole in the factory roof.

“Our entire spring stock has been
destroyed. We have lost close to a
million enros worth of clothes,” he
said. He claimed that they wrote to
Bauer AG, who installed the heating
system, on 9 December last year,
hecause of unusual noises in the

system. They received no reply.
He said Perfecta will be claiming
compensation from Bauer AG.

Meanwhile, Perfecta have been
forced to close the factory because of
the damage and low temperatures. In
addition to their stock losses, factory
closure will cost them €50,000 a day
in lost production, according to the
spokesman. ]

Amsterdam: Aqua Warm BV, the
manufacturers of the heating unit,
said last night that they have been
making central-heating systems for
over 25 years with no previous
complaints. They have asked a surveyor

to report on the Perfecta explosion.

ferfe(:ta now want c_ompensation from Bauer AG and also to get the

baect::v)ry wtgrkm%hagam. In three £10ups, You must write the correspondence
een them. en you have written a letter or an email, “send’ it to the

correct group. Then ask for a new card number. (There are three cards for

each company.)

Group 2

Group 3

Starton card 46
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4C The writing Read pefore
process you write

1 Read!

i it i fully read the letter you
write a reply to a letter, it is best to care .
i‘:;:f;izg.o ]'il'hjs will he}l)p your reply. Match the numbers 1-6 to comments a—f.

Mention the date,

a
b Notice the style {formal/informal).
¢ Copy the address carefully.
d Read the main part of the message carefully.
¢ Use subject headings and referen(;es.
f Notice how the writer refers to him/herself.
e . )
J0E Intercity Bank ple
Your ref; lalan Thamin 58
Our ref: JL/fh/246 @ Jakarta 11196 ‘(
Indonesia@’
Tel 021 6376008
Fax 021 6376733
v intercitybank.corn/indonesa
Mr 5. Basuld 26 August 20068
r 5. Basuki

Jakarta Furnishings
Jalan Aguna 7
lalarta 11190

Dear Mr Basuki
Order 2789 @

I am wrriting in connection with the above order for Linton filing cabinets, @
It is now over seven months since we placed the order, and we are stjlf
waiting for the cabinets, 1 shoyld 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 fram You within seven days, we will be forced to take
legal action.

Yours sincerely

: on
fj'észﬁer L)
Ms Jennifer Long @
Office Manager
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2 Areply

Rewrite this reply, correcting the mistakes.

Furnishings

Ms Jennifer Long
Office Managet
Intercity Bank pic
Jalan Thamin 58
Jakarta 11186

Dear Jennifer
Thank you for your letter.

CARTA

Jalan Arjuna 7
Jakarta 11190

Tel 021 6373742
Fax 021 6373739

28 August 2006

Your ref: JLifh/246
Qur ref: SB/sl

I'm sorry you are unhappy with the Linton filing cabinets. | can't refund your
money, I'm afraid, as you have had these cabinets for seven months. | don’t think
there is much point in you taking legal action, as you are unlikely to succeed.

We do 1ry to advise customers o get what they need, but the final decision is

always the customers.
| ara sorry | cannot be of more help.
Yours faithfully

5. Pk

5. Basuki
Sales Executive
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est on Units 1-4

1. Email 5

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

you wanted about the electronic securify-lighting system, the ZX87, With this, I
inctuded details of seme of our other products that may interest you, including our !
security-camera system, the SCTVS. I have also attacked details of our radio- I
controlled window lgcks to this email. I will soom be in your area, on 12 and 13 June.
Ifyou want, I CAN SHOW YOU OUR PRODUCTS. Possible? Best Steve
www.secuzit.co,uk

|
Dear Mr henson Hi! Thanks for yﬁur emall. Toady, I sent you by post the information " ‘

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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3 Complaining and warning

You are the Office Manager of a small company, Clarity Advertising Services.

Your company reats an effice on the top floor of a tower block. Last month,
; rain came in through the roof and damaged your carpets. You telephoned the

owners of the building, Town Estates Ltd, and they promised to repair it.

After one week, no one came, so you telephoned again. Again, they promised
: to repair it.

Today, it has rained heavily, and water has come through the roof again. You
cannot use the lights in your office because it is too dangerous. You have just
telephoned again to demand immediate action, and now you want to put
your complaint into writing. You pay the rent monthly, and if they do not
repair the roof immediately yon will cancel the rent payment. Write your
letter. Here are some notes:

Ouners. B
| Tewn Esyotes Lid
7374 West Rend

% wetlverren

| T vove w{e_a\e?hsnédmﬁ_i_ii_méﬁ_gb@yjmibié-m
Alex wonth s Tent is due_en & 35d
== . e .

\
R ey iy e
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Unit 5 Getting things done

5A Study ; et
Sec‘t i on o faxes

Test yourself

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 i
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. .

5.1 Construcciones Jiménez ask about delivery

Construcciones Jiménez SA, Spain, ordered some drills from Haga Verktyg, %
Sweden. They arranged a letter of credit, but after two months, Haga Verkeyg .
had still not sent the goods. As Construcciones Jiménez wanted to get an
tmmediate reply, they decided to send a fax. As you read their fax and the
reply, find the answers to the questions on page 49.

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

FAX COVER SHEET For the attention of:  Export Manager

Far the attention of: _Export FTamede .| 7
CONSTRUCCIONES JIMENEZ Organisation: _Haga Verkiyg, Goteborg, Swaden | %

Avda del Puebla Granada Espadia fax Mo, +46 31 638420
TelfFax +34 58 345545 Detz: 13 May 2006
info@jimenezcons.es

W fimeriezcons.es

Dear Sir or Madam

Our order Mo, 2886: 5 Krafthorr drills

As it is now more than two manths since'
would be grateful if you could arrange shipment of the goods a? soon as
apprediate it if you could let us know exactly when the goods will arrve.

we opened a letter of redit ii'i'\"dﬁr'fﬁvour,wg o
possible. We would -

We laok forward to receiving the drills.
Yours
4 ~
e
Name: José Mufioz

Titlef Department: Manager, Purchasing
No. of pages to follow: &

a letter of credit
i’e)

2 bank paper that
guarantees payment
in your favour
in your name,
payable to you
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15-05-2006  12:06 AVS.

Your ref:
Our ref:  JM/ps/20B

José Mufiez,

Manager, Purchasing
Construcciones Jiménez
Avda del Pueblo
Granada

Spain

“ o

HAGA VERKTYG SWEDEN +46 31 638420 pol

' HAGAVERKTYG

Kaponjargatan 4¢
Géteborg 41877
Sweden

Tef: +46 31 453423
Fax: +46 31 638420

hv @hagaverktyg.net.se

15 May 2006

Dear Sr Mufioz

Thank you for your fax dated 13 May concerning your order for five
driils.

‘We must apologise for the delay in shipping this order. This was due 10

unforeseen ciroumstances, However, we are dealing with your order
now, and it will be sent without further delay.

‘With apologies once again,

Yours sincerely
Mann, eatmrsh
Mona Stenlund

Export Manager

What do Construcciones Jiménez want Haga Verktyg to do?
How exactly do Haga Verktyg apologise?
¢ Why haven’t Haga Verktyg sent the goods?

=l ]

5.2 Requesting action
Here are some ways to ask people to do something for you.

If it is urgent, add:

Please could you ... send us ...

We would be grateful arrange ... as soon as possible.
i you could ... give us further details about ... | without delay.

We would appreciate it | let us know (about/if) ... immediately.
if you could ... inform us {about/if) ...

- Viriting tip  Please could you ... is the most direct. You can use this phrase when you are asking
for something in a neuiral way. The other two phrases are more polite and forceful.
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These requests are mixed up. Put the words in the correct order.

please / arrange / for ten o’clock / could / an appointment / you

we / send / as soan as possible / would / if you / the goods / be grateful / could
we / without delay / appreciate it/ you could / pay our bill / would / if

confirm / please / you / are the sarne / could / your prices/ that

we / exactly when / appreciate it / if you / would / could / tell us / you will arrive

oo TR -

What would you write in these situations?

[

You sent a message to someone and they haven’t replied. You want to know if 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 (naticnality, date of birth, date of issue and expiry}).

¢ 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.

5.2 Apologising

We must apologise for ...

We apologise for ...

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

Note: Use the -ing form of 2 verb with these phrases, e.g. We are extremely sorry for
losing your order.

Writing tip Itis 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.)

I've just received this. I've checked with cur accounts people, and they say it was paid over
two months ago, but payment went to the wrong account.

A

FORVWARDED MESSAGE:

Dear Finance Manager:

Re: Qrder 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
CustomerAccoums
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5.4 An unexpecied reply

Sr Mufioz wanted more information fr
v om Haga Verktyg, so he sent anot
fax. Read his message and the reply, and answer the questions on paagl;()Slzler

Fax +34 58 345545 14
-05-2006 11:2
2 p.o1 !:
| UCCIONES Jimén 7| — i
T — ﬁ%f
4 , Sweden |

el Fax +34 58 345545 Fax No.
x . 4463
info@jimenezcons.es ’ 028420

©wwimenezcons.es

FAX COVER SHEET

3 -
. or the attention of: Export Manager
ou

Date: 19 May 2006 I

[ o_aéf s Stenlund [.:
Dur-order No, 2836 lﬁ
e have received your fax of 15 May,

concerni
ming the above order for fiva Kraftborr drills

s

12-06-2006 12:06 AVS. HAGA VERKTYG SWEDEN  +46 31 628420 p01

nen Your ref:

Our ref:

/ ?partrnent: Manage
of ‘Pages to foltow: o

HAGAVERKTYG |

Kaponjargatan 4¢ |

José Mufioz, Goteborg 41877 \
|

|

1 t
Manager, Purchasmg Sweden

Tal: +46 31 453423

therefore unable to supply the drills. We have passed all business on to
Nordic Engineering who will contact you shortly.

Construcciones Jiménez Fax: 146 31 638420
Avda del Pueblo hv @hagaverklyg.net.se |
Granada \
Spain 18 June 2006
Attention: J. Mufioz, Construcgiones Jiménez [:
Dear St Muifioz L
Thank you for your fax of 19 May. \
I regret to tell you that Haga. Verktyg is 10 longer operating. We are ll
f
\

With apologies {
W ]
NM/\,‘\/ i
Mona Stenlund
Haga Verktyg l
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a What exactly did St Mufioz want to know? Why did he ask?
b St Mufioz received an unexpected reply. Why can’t Haga Verktyg supply the drills?
¢ What do vou think St Mufioz 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 leiter 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.

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

¢

16:04

+46 31 638420

José Mufioz

Manager, Purchasing

Export Manager

01

Haga Verktyg

MOTOg A0 a0 TR

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 sitvations?

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

b Your company wants to buy a Pantronic XP367 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: ¢ Charles Street,
Perth, WA. Fax +9 474 1278.

¢ 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 to Ms 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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ills?

a i

i

£
e

Fof the attention

;‘E’fgﬂsi@b @ | Phone (81)3 4578 6895

Qrganisation: & Fax No. @

‘Message: @

‘Name: @

“Title/Department: @ No. of pages to follow: &

PAX COVER SHEET
239 Kanda Surugadai 2—chome
Chivoda-ku
Tokyo 102-0065

Fax (81) 3 4578 6866
transglobe@transglobesexpress.com.jp

of: @ Date: &

5.6

Coensclidation: a complete fax cover letter

Yotur company, EverLite Ltd, a large electrical supplier, recently advertised for
a mew store manager. Unfortunately, vou have lost the application from
someone called Bernard Langé. You can find the letter he wrote with the
application, but not the application itself or the CV and photo he senit with it
You now need to ask Mr Langé to send his complete application to you again.
Interviews are next week, so, to save time, you can fax the application forms
{five pages) to him and ask him to fax everything back to you. Write a fax
cover letter to Mr Langé explaining the situation. First, make a plan. Then
compare it with the one on page 123 before you write.

What have you learned?

Look back at the letter you wrote from Sunshine Alrways at the beginning of this
section. Compare it with your letter from Everlite Ltd in 5.6. Can you see an
improvement?

Think about:

e letter layout

e fax information

o ways to apologise

e ways tc request action.
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5C The writing Drafting
process

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’, vou 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 o 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
details).

Malke some notes, and write the main paragraph. Try #of to make any
mistakes. Only write what you think #s correct. When you have finished, put
your paper to one side and do Exercise 2.

Dear Mrs Brown
Thark you for retiirning your watch to us.

2 Free writing'

In “free writing’, you write what comes into your head, without thinking abo
gramumar, 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
simation.

Malke some quick notes and then write as much as you can. Don’t worry abo
mistakes. Just write! After seven minutes, stop. You have three more minutes
to check and change what you have done.

Dear Mr Grey | -
Thank you for peturning your watc '

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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e personal business ietters and emails
SA Stu dy ¢ openihngfclosing
= e inviting, accepling and declining
section

ect
Test yourself

Last month, you met Lars Stenbok, from Sweden. He told you about his company's
telecommunications products. You also met his colleague, Xu Cheng, who had a
broken arm. You now want to invite Mr Stenbok to a dinner and presentation of your
products. Write a full letter/email inviting him. (Invent any detalls that you need.}

€ When you have finished, put the message away unti! the end of this section.
6.1 Michael Kennedy sends out some brochures
" Michael Kennedy from FaroCem went to dinner with Khalid Al Jalahma from

Arabian Electronics in Bahrain. Later, he sent Mr Al Jalahwma details of a new
product, He also sent the details to Ms Bugarini, who had written to lim.

Look at messages a and b. Put ¢ {ves) or ¥ (no) for each point.
Is 2 or b more friendly? Why?

The message opens with the main subject.

The message menticns the last time they met.

The message mentions personal information.

ear Mr Al Jalahma
t was a pleasure to have dinner with you while 1 was in Bahrain. 1 think we had a very usefut discussion
nd | am sure that we can come to some worthwhile agreements.

Athought you might be interested to hear about a new wireless amplifier thal we are producing — the
R26. | am sending separately a brochure that gives all the important details, but if you would like any
urther information, please contact me.

hark you once again for a very pleasant evening. Please give my regards to Peter Smith and tell him I'll
7 in touch with details of the Hzlian hotel | mentioned.

ok forward to seeing you again when [ visit Bahrain in September.

chael Kennedy i

xport Sales Manager. Furocom g
e e -"__d“‘-*——»_,—-__—”‘-—u——*‘%w
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Uurots0m

Eurcpean Communications Company

ini 16 Bedford Way London W4 1HV
o Lt v Tel: 020 1783 9576  Fax: 020 1763 7876
Vladgoﬁl‘llé WWW.eUrocom,.co.uk
365 lan
Ttaly .

S July 2006
Dear Ms Bugazini ' .
Thank you for your fax of 26 June, asking for details of our new wireless ER26 amplif'”ler.
I have pleasure in enclosing our brochure. This gives details and prices of all our amplifiers.
If you require any further information, you can contact me directly on 020 1783 $365.
Yours sincerely
Pt
Michae} Kennedy
Export Sales Manager
email: m.kennedy@eurocon.co.uk

Writing tip
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6.2 Making a letter or email more personat

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

Dear Mr/Ms/Mrs/Miss ...

An opening

This mentions 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 ather, you can open by saying why
you are writing.



Ily,

ters

L

8.2 Personal business letters and emails: the opening

Here are some ways to open a less formal letter/email. You can talk about the
last tizne you contacted — or could not contact — each other.

Thank you for your letter/telephone call/email/fax.

It was a pleasure to see you again atfon ...

It was good to hear from you again.

it was a pity that we did not have more time to talk at/on ...
1 am sorry that | missed you when you visited my office.

After each phrase you can add a comment.

Thank you for your letter. /f was very interesting to hear about the new
developments at Wental,

It was good to talk to you on the telephone today. / was sorry o hear that
you had not been well,

Thank you for your fax. f was pleased fo hear that you will visit us next month.

1 What opening would you write in each of these situations?

a You met the addressee on Thursday. She told you that she had been ill.

b You had dinner with the addressee last week at his h(}use He told you about his
heliday in Iceland.

¢ You met the addressee in her office last week. She could only talk for five minutes.

If you are writing to someone you know and you want to be friendly, you can
introduce the topic in a different way. Here are some examples.

Requesting action | was wondering if you could help me.

Giving information | thought you might be interested to hear about ...
Complafning ) I am afraid we have a small problem.

Giving bad news | am afraid | have some bad news.

2 Fill in the gaps in the letter and email.

Dear Mrs Poirot ) ‘ of products
1 the invitation to the exhibition last week. 2 e 10 se2 the rangfl_ . pthe
""""" a new service that we have Just introduced. This 18

that you produce. 3 . ‘o can offer 24-hour emergency

Golden Maintenance Agreement. Tor a fixed price,

repairs for ...

Dear Mr Sanchez

| R that | have not writien before now to thank you for the invitation to the
conference last month.

2 to meet your colleagues and to exchange ideas. 3 ........ . I need a new Marketing
Manager for our Singapore office. | know that | )
e ————— ————— e e
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6.4 Personal business letters and emails: the close

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

lHook forward to seeing you again next time | am In Taipei.
¥ you are ever in London, please give me a ring or stap 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, | 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 th
message into paragraphs.

Dear Ms Weinburger

a , Please give my regards to Steven Hillj

b } Tt was interesting to hear your views on our new products.

c 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.

d [ As you know, our company is planning to open a branch in Los AngelesJ

e \ I was wondering if you could help me.J

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

g | 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

Hams Seitz.
Hans Seitz
Divisional Director

B0 Study section Unit 6A



8.6 Michael Kennedy receives some invitations

A few days after he wrote to Arabian Flectronics, Michacl Kennedy received
this reply. He also teceived an invitation from SpyFi Communications, so he
checked his digital diary. What replics should he give to each invitation? Who
should he write to?

”:m kennedy@eurocom ok :
B arab(anelectromcs@batelco corm! bh
o _Sub[ect' : SOth Annlversary

TeiT

Dear Mr Kennedy

Thank you for your email. | hope you are well. It seems such a iong
time since you were in Bahrain.

Thank you for the details of the ER26 amplifier. | have passed them on
to my buyer. | expect he will be in touch with you shortly.

t was pleased to see in your email that you are returning to Bahrain in
September. My company will celebrate its 50th anniversary in
September by holding a dinner at the Crown Hotel an 27 September,
from 8 o’clock. We have over 300 guests coming from all over the
Gulf. We would be very pleased if you could join us at our
anniversary celebration. Will you be in Bahrain then?

Please let me know as soon as possible so that { can add your name to
the guest list.

Best wishes
Khalid Al jalahma

o b ]

The divectors of
SpyFt Communications
bave the pleasure of inviting

Aichael &

TR FK608 18.40 to Dubai arr. 1930 o mitend the
L Grand Opening Cerensony of theiy now showroons
: GF1314.20 to Landen arr. 21.39 at Unit 16, Willen Road, Pennyland, Milron Kemes

ar 18.30 on Monduy 25 Seprember 2006

Ms Fisner Brown

SpyFr Communicatinis

Tef 020 4767 8789

Email forown@spfi.co.nk . RSVP

ébbndez, s vous plait (French) = Please reply.

Unit 6A Study section @1

o



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 Al Jalahma
Thank you for your emait and your kind invitation to your anniversary dinner.

| will be in Bahrain frem 26-28 Septemnber. | would be delighted to attend your dinner at
the Crown Hotel. 1 very much look ferward to seeing you again and meeting some of
your colleagues from around the Gulf.

Many tharks for the invitation.
Best wishes

Michael Ketinedy

Dear Ms Brown

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

I would very much like fo come ta the event, but unfortunately [ am flying to the
Middle East on 25 September. [am sorry that | cannot join you on what | know will be
awonderfut evening. | will cerfainly visit the showroom when | am next in the area.

With apclogies once again.
Best wishes
Michael Kennedy

B T T ——— e T

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

¢ askfor a reply.

To accept the invitation, you can:

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

To politely decline the invitation, you can:

thank them
decline by giving a reason; apologise and say you are disappointed
apologise again.

Ll = o [+
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1 Look back at the messages in 6.6 and 6.7 Write the correct letter (a—i)
beside the relevant part of each message.

Here are some more phrases you can use.

Inviting We would be very pleased if you could join us at ...
We would be delighted if you could come to ...
We have pleasure in inviting you to ...
Accepting 1would be delighted to join you at ...
| waould be very pleased to ...
| am very happy to accept your invitation to ...
Declining | would very much fike to come, but unforiunately ...
Unfortunately, | will not be able to join you because ...
| am s0 sorry, but1 cannot come to ... because ...

2 Your company will soon launch a new range of baby produacts called
BabyTime. Write an invitation to a special pre-launch buffer reception.

3 Write a message accepting and a message declining this invitation.

. Dear s . E ;_:
Next month, onthe 23rd; we are holding our Summer Party. This is an .am;uat
avent. which is always a great occasion. The main feature of th..e .pe.lrty is the :
"Grand Karaoke Cempetition. It's great fun_.- B

" We're forming teams, so were wondering if you and your colle.ague.s wc_u.l_d

- like'to come: We-hope that you're free on 23 August and that you car Join us. ]
" Best wishes - _ ) :

- SarahWiliams _ . N

Marketing Manager

6.2 Consolidation: a complete letter or email

You work in the computer section of StorFinans Bank, Sweden. Recently, you
met Anneka van Fk on a training course. She gave a talk about computer
security. She invited you to a workshop next week, but you can’t go because
you have a meeting. However, you want to invite her to a conference on
Information Technology at your bank next month to give the same talk on
compirter security. Write to her at avanek@compusoft.org. Make a plan and
compare it with the one on page 123 before you write the message.

What have you learned?

Look back at the message you wrote to Lars Stenbok at the beginning of this section.

Compare it with your message to Anneka van Ek in 6.9. Can you see an improvement?
Think about:

e layout
e being friendly in personal messages
e inviting and accepting/declining.
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6C The writing Checking your
process work (1)

Before you send a message, it is always uscful ro check it! You can ask yourself
three questions.

e 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 question
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 lis
When vou 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 example:

SIPPA ,
‘S at the end of verbs {‘She. works'}

-Ing after some verbs (‘stop making')
Past sumple (‘did”) and oresent perfect
(‘nowe done’)

Prepositions (‘on’, ‘ot ‘in,
Adjectives before mouns

by

You can use your munemonic to check everything you write in English.
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informal business letters
informal writing style
replying o complaints
advising customers

7A Study
section

a2 & 9 @

Test yourself

Four years ago, you worked with Adriana Lima. Last week, you met her again. She
has started a new Job as the CEQ of a large software company. Your company, an
electrical contractor, recently installed the lights in her office. She told you that the
lights keep overheating and burning out. You have investigated this and have
discovered that there is a fault with the ventilation on those types of light. You wilt
send a technician to correct the problem next week. Write to Adriana Lima and tell
her this. (Invent any details that you need.) s

When you have finished, put the message away untll the end of this section.

7.1 Michael Kennedy writes to some business friends

Michael Kennedy is now friends with many of the people he meets on his
business trips. Here are some emails and a fax he wrote to them about his
company’s new amplifier.

Which letter or message is:
giving advice?

accepting a complaint?
rejecting a complaint?

Ll =l = B

“Thank you for your email. It's a pity we couldn't meet the last time | was in Milan. It would have been good to
“have exchanged news.

::I'm sorry to hear that one of your customers has had some problems with eur new wireless amplifier.
Unforturately, in this ease | don't think the problem is caused by the amplifier. The ER26 is designed for short
distances, up fo approx. 50 metres. Your customer is using the amplifier for longer distances. and that's
-probably why he’s experiencing poor scund quality. In this case, I'm afraid that we can’t offer him a refund.

-1t he wants 1o use the ER26 for distances up to 100 metres, he can use our Relay 50. | can offer a special
12% discount for this.

I hope you have now settled into your new house. I'll he visiting Milzn again in Augusi. so perhaps we can

- Michael Kennedy :
e e T T e T e T ——
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| d to hear from you again
[ ur emaiL Itwas good to hea - . o —
| for'y"] ossible to use our new wireless ampiifier for live r_nusflc_ Iar: asnn‘;rl;l! f::rssi\:n o e
! e I;i‘tt.“"ffepERZﬁ is mainty intended for speech. If you are 10(Okml'gt gr[ﬁ@cumpunacu.uw !
‘I but with 3 it | suggest you contact Melitronics {melitron e e el
] el Wld"?t: f;'eg::(r:aczer::li?g;dg-?quality amptifiers, similar to the ER26. Unforiunately they
Birmingham. The

. i i 2 wireléss broadca
e"pe“s:"e ly, you might prefer to use our TD354 amplifier and connectit to our Jjump
Alternatively, -
system. | have attached some maore details for yo.u. | perhone e cam ot for tanch,
i you are ever in London, please don't forget to give me a catl Perhap

you .

Regards
i~ Mike
[ Michael Kennedy

15-07-2006 15.37 Euracom — Abdullah Al Harrasi -+ 4420 1763 7875

: EuroCom

Europea_n Communications Company |
16 Bedford Way  London W4 14y
0 1783 9576 Fax: 020 1763 7876
FAX WWW.SUrOCom. go.uk

Abdullah A} Hairrasi
Fax: 00 968 793 284
Total: 1 page

©

15 Tuly 2006
-Dear Abdullah

Thank you for.your fax.
Iwas Sorry to hear that ane of your customers has had problems with the ER2é6
We do all we can to make sure that our

products leave oyr factory in perfect
condition, but unfortunately mistakes semetimes do occur. | believe theres o
Problem with the transmjtter,

Tve arranged to send.you a rep
B3 wireless microphone to co
The courer will collect the da
inconvenienced any further.

lacernent immediately Tve also included a free
Mpensate your customer for the inconvenijence,
fective model from ¥ou so that you're not

With apologies once again, and ho
Regards

MMe_

Michae] Kennedy

ping that you're keeping well.
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7.2

73

2 Look at the three messages on pages 67 and 68 again. Put o or X for
each point.

contractions {e.g. I'n1)

- first names to open and close

full name and title of the writer

informal business letters and emails

If you are a friend of the person that you are writing to, vou will want to make
vour letter informal, as Michael Kennedy has done. Notice how he:

 gpens with the addressee’s first name

uSes contractions

uses short, direct phrases

uses a friendly style and makes personal comments
signs with his first name {i.e. not his title).

The use of first names varies from culture to culture. In Europe and in English-
speaking cultures, first names are frequently used in business correspondence.

In other cultures, this may cause offence. If you are in doubt, use the same style that
the addressee uses to you.

Informal language: short phrases and contractions

Informal written language is much closer to spoken English than the language
used in formal letters. For example, in spoken English we often nse
contractions, like this:

| I'm going for a walk. I'd like a cup of coffee.

In the same way, contractions are often used in informal written language.

l It's a pity that we couldn’t meet. I'm enclosing some brochures.

1 Look at Michael Kennedy’s messages in 7.1. What contractions does he use?

Here is a very simple rule that is usually (but not always!) true:

Longer phrases are more formal than shorter phrases.

For example:

! I would be gratefu! if you could tell me your prices. l

is more formal than:

| Please could you possibly tell me your prices?‘é

and that is more formal than:

| Please can you tell me your prices? —I
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7.4 Informal language: vocabulary

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

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 th
most formal first.

If you need any more information, please feel free to ask me.

I am in receipt of your letter dated 16 March.

When do you think the goods will get here?

I am writing in connection with your advertisement in The Netws.

I have just seen your advert in The News.

Thanks for your letter of 16 March.

Please could you tell me when the goods will arrive?

If you'd like any more details, please ask me.

I would appreciate it if you could tell me when the goods will arrive.
TFhank you for your letter dated 16 March.

If you require any further information, please do not hesitate to conzact me.
I am writing with reference to your advertisement in The Neivs.

| regret to advise you that our prices have increased. |

sounds more formal than:

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

In the same way:

We have not yet received your invoice. !

sounds more formal than:

We have not yet got your bill. |

ok

sl B L = VO B~

Read these sentences, and match the words in #afics with the words in ¢
box below.

T am writing to enguire about your prices.

This is due to the fact that our costs have risen.

If you require any further information, please contact me.

1regret to advise you thar the delivery will be delayed.

Unfortunately, | have to inform you that L will not be able to attend the meeting.
Please find enclosed some brochures describing our products.

We have been forced fo increase our prices.

We have opened a letter of credit in your favour.

cannot come to more hereare tell for you
because tell need amsorry ask hadto
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2 Now rewrite these sentences so that they sound less formal.

a Ihave pleasure in enclosing a cheque in your favour.

b Iam pleased to inform you that your application for a post as secrerary was
successful.

¢ Iregret to advise you that we will not be able to deliver the goods on time.

d I WOUJdAbE grateful if you could advise me of your prices.

¢ Please find enclosed our invoice.

7.5 Practice

Here is a formal business letter. Rewrite it so that it s i
I A ounds fr
informal. Remember to look back at 7.2 and 7.3 and Unit Gﬁc.}re rendly end

- Cornfields Pesticides Co Ltd

39 THE HILL, BURTON, SUSSEX BNS 9TJ Tel 01273 32663

MI‘ Rlﬂhanfd Seott Your ref.
Ish Garden Suppliers our reft GW/DK
22 dJan 3006

De_;;r 1r Scott

I_'a.iil"mitmg in connection with your telephone order of 16 January, in which you enguired
abgut our KILLEM fly spray.

Urifortunately, I regret to inform you that we stopped preducing and distributing this fiy spray

1a's_t year due to the fagt that we now specialise in agrioulsural products. I suggest you contach
gwi's Online Home Supplies, wwrw brownonline.co.uk., ag they purchased all our stook.

ith apologies onoe again.

Yours sincerely

€“_D \Ab\l%
é.ra.h Wollen
ales Executive

email cornfield@uknet. co.uk
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7.6 Replying to complaints

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.

If you want to reject a complaint, you can:
® say you are sorry they had problems

* explain why you think it is not your fault

* say what you can do (optional)
« offer a solution (optional).

1 Look back at 7.1. Can you find the same structure in Michael Kennedy’s

letters?

2 Read these two complaints, Are they formal or informal? De you think Yo

should accept them or reject them? What would you write?

Dear Jack

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

Ewas wondering if you could help me. I bought one of your TX308 phones and I have
a problern with the power unic: The phone works well, but when I plugged the charger

-in Jast 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 rold me that they think they saw a notice in the newspaper last

weels, asking customiers to return their TX308 chargers because of a fault. Is that righe?

Could you get it checked for me and se¢ if you can get it replaced? Many thanks!
Hopé you're ready for the holidays. T really need one!

Thénks again | o

Dear Sir or Madam

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

L . :
thaestS ;\E:I;, ;S;;;tracrﬂass;g ?h;:c;ﬁe'l;r);sosf Among the many features of the telephone

: € bady of the phone would survive a fall o ¢ :
Yesterday, however, | placed the telephone on the roof of my car, | drovg a:fagr::gd.

then, i i i
iy pr:c ;r}tn;i; n;z:c;z LI‘ :j\r: .the -telephone fly off the roof and fall to the ground. 1 stopped
: up, Itin pieces. The soreen 1s smashed i -
the baﬁe{y has broken in hatf, | encldse the telephone, > e boty e smashed, and
) would therefore: Jike 1o requ
est that i
e 2 sutabys raoeo tq you refund my money for this telephone, or give

Yours faithfully
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7.8

Advising customers

Sometimes, you may need to give customers advice. You can:

° 53y you are sorry you cannot heip them directly
® say why
e suggest what they can do instead.

Look at Michael Kennedy’s second email in 7.1.

To suggest, you can say:

| recommend that you ... contact ...
You could ... try ...

You rmight preferto ... use ...

I suggest you ... emait ...

What would you write to these people?

a Your company stopped making Sun Yellow paint last year. A man telephoned you
today because he wants a small quantity of paint to repaint a wall. You have now
found out that he can make the same colour by mixing your Corn Yellow with your
Lemon Yellow.

b Ben emailed you to ask for your help. You have known Ben for three years (he is
married to a friend of yours). He has knocked over a tin of your paint on his wooden
floor and he cannot get the paint off. Your paint is a permanent paint. The only
answer is to replace the wood.

¢ A woman applied by letter for a job in your office. There are no vacancies now, but
you may have some jobs available next January.

Consolidation: a complete letter or emaitf

Last week, you met Sitvio Puchetti, a business friend whom you had not seen
for years. You talked for a long time about a new bakery that he has started,
which is now very successful. Silvio told you that your company installed the
ovens that he uses.

Unfortunately, he complained that the ovens very frequently burn the bottom
of the bread. You have investigated this and have discovered that he is putting
too many loaves into the oven at the same time. The only solution is to put
fewer foaves in the oven or buy a larger oven. You can give him a discount for
this.

Write to Silvio and tell him this. First, make a plan. Then compare it with the
plan on page 123 before you write the message.

What have you learned?

l.ook back at the message you wrote to Adriana Lima at the beginning of this section.
Comgare it with your message to Silvic Puchetti in 7.8. Can you see an
improvement? Think about:

e language in informal letters

¢ accepting/rejecting complaints

e advising. '
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7B Activity A credit check
section

ga@mm {Printers) Ltd want to order some paper on credit Harold
ainman, one of the owners, telephoned Paula Robinson at. Northe
Pal_Jc-‘:rworks. to ask if this was possible. She asked him to put th st
writing. This is the letter he faxed to her. g requestin

la; Does Harold Wainman know Paula Rebinson? How do you know?
Why does. Harold Wainman want the paper on credit? '

WAINMAN 01539 486783 _ 01524 767545 12:03 13-11-06 page 1A

Wainman Ltd
Printers

Paula Robinson Castle §
Northern Paperworks Kendafl ?};9 ;eff}

0ld mill TelFax 01539 486733
Horwich wainman@networld.co.uk

Lancs BL6 SjA
13 Wovember 2006
Dear Paula

This is te confiem the details of my tefephone call this mofping.

As | explained, we've received some very large arders for
printing which need to be done within the next two weeks.

As we won't receive payment for these orders until much later,
 asked if Northern Paperworks would be able to supply

us on credit. I've attached details of the materials that we
require to complete these orders.

if you need a credit reference for your files, you could write to
pelican Paper Ltd, College Court, College Road, London, email
pelican@pelicanpaper.cu.uk.

t hope that you're keeping well. Please say hello t David for
me. 1 look forward to hearing from you.

Best wishes
Aokl

Harold Wainman.

Ditectors: H. Wainman and N. Lollerwicz

2 Northern Paperworks emailed Pelican Paper to ask for a reference.

Their correspondence is shown
; ont i “thi
Their comespordente n the next page. Do Pelican Paper think
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Dear Sir or Madam

Vainman (Printers) Ltd have asked us to supply them on credic.

We would be very grateful for any comments you have from your
experience with this company. Any information that you supply will be
stricely confidential. Please could you fax your reply to 01524 767545,

We thanle you for your cooperation and look forward to hearing from you.

Yours faithfully

17 Hov G PELIGAY +44 70 757538 10, C1524 767345 144 pages
( Peliean Paper L1

Goiiage Caurt
Northern Paperworkg Gﬂllsge Road
Fax 01524 767545 Londsn 421 311
17 November 2606

TelfFax 0870 7675582
v selicanpaparco.uk

Bear Ms Robinson
|
Thank vou for Your email of 15 November, enquiring aboyt Wainman Lid {

We have beep dealing wj i i
2 with this company for over six i is 11
it e ¢ years. During this time, the e alwe
eltled their accounts with us promptly, and we haye aever had any reason for cox;n}llaé]l;‘isnﬂélwrlys }
|
[

I'hope thar this information is of use to you.

Yours sincerely .

N Lllerigis |
I N. Lollerwicz |

e

3 Wainman Ltd are now waiting for a reply from Northern Paperworks.
Meanwhile, Northern Paperworks decided they wanted another credis
reference, so they contacted Claire Brown at Lumino Inks. In three groups,
you must write the correspondence between the three companies. Decide if
you neced a formal or informal style. When you have written a letter, email
or fax, ‘send’ it to the correct group. Then ask for a new card number.

{There are three cards for each group.)

Group 1 Group 2 Group 3

: (LUMI |

| » LUMING |
L INKS LTD |

i Northern
Wainman Ltd | e,
Printers J o Paperworks |
. mworks@gigabyte.com Clafre@Luminginks.co. uk

|

e rid

(
i
\

Unit 7B Activity section 75




7C The writing
pProcess

1 Levels of formality in writing

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

A formal styles

2 What makes a message more or less formal?

In Units 6A and 7A, 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 contractions

¢ Use exclamation marks

e Use first names

e Use job titles

= Use long sentences

isithe: safest.

. aformalstyle

Checking your
work (2)

Do you know the:parspiiyoiizare writing to?

Yes, butifctivery well. Yes, quit_e:

guite relaxe

Use sonal,

semi-formal style. Use an:inforinal style

» Use My/Mrs/Ms + surname

s Use shorter sentences

» Use spoken English forms

s Mention personal information/feelings

¢ Mention the last time you met

e Mention somerhing personal to the addressee

‘d'pérsonal,
semiformalstyle

an informal style .

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

H7 Steve!

Greart to hear from you. That's
excellent news about your
promaotion. I'm sure you'll do
very well. Your company should
be really proud to have yau on
their staffl

I've been meaning to write for
some time. Do you remember
that | told you that we're lookdng
for a new sales executive? Could
you recommend anyonel We're
looking for ...

76 The writing process Unit 7€

Some examples

@ Dear 8ir or Madam

Dear Mr Bertoli

It was good to hear from you after such 2 long time. | was very pleasec to hear that
you have had success with your new range of paints.

| will be in your area next month, so | thought it might be useful if { 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?

| hope itis not teo cold where you are. It has certainly become much ¢elder here.

Tam writing in connection with 2 Sunjoy Z4 laptop computer which I purchased from
your store one week ago.

After checking the box, I discovered that 3 CDs for the OfficeWizard Suite are missin
The insoruction manuals clearly show thar this software is supplied fice of charge.

I would be grateful # you could post these CDs to me as soon as possible.
Yours taithfnlly .
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8A Study

arranging and confirming meetings
placing orders

circulars

revision and consolidation

section

2.1 Introducing new preducts

Uriversal Books Ltd is a small publisher. They have just p.ubljshed two new
books. Nigel Westwood is a sales executive and he has written letters to bookshop
managers to introduce the books and to make an appointment to visit.

1 Put the paragraphs of his letter in the correct order.

2 Hf a shop had one copy of each of the new items (books and disks), kow many
items would it have?

Your xef Universal
Our ref NW/lea Bﬁ@kg E_‘té
s M. Hussell PO Box 379 Jersey,
Ashworsh Bookshops Lid Channel Istands
254 Hogden Road Tel. 01534-797201
Bristcl B37 9X8 Fax 01534-797407
books@universalnet
23 July 2008 www.iniversal.net

Dear Ms Russell

Both of these books are very competitively priced, and we offer attrachive disecounts to hooksellers.
L enclose sample sections from both titles for you to review.

After years of research, we have now produced THE WORLDWIDE BNCYCLOPAEDIA, an important
new work for the home and schools, containing information on thousands of subjects. It is available
a5 a set of three volumes, a5 a one-volume shorter edition and as a multimedia DVD, with built-in
links to the Internet.

On 21-22 August, I will be in your area and T would be very grateful if I could meet you and show
you our new books, Would Tuesday, 28 August at 11.30 am. be converient for you?

I am writing to introduce two important new titles Jjust published by Universal.

T'will telephone you next week to confirm, I lock forward to meeling you.

Our second new title Is THE COMPLETE COLLECTION OF RUSINESS LETTRERS, containing 3,000
ready-fo-use letbers, All a business person has to do is choose the letter that they want, make a
few small changes and then print it off or click to send i by email. It 13 available in hardback and
Ppaperback, each with an accompanying CD-ROM,

Yours sincersly

N . W cj-u ad A\-
Nigel Westwood
Sales Executive
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8.2 Arranging a meeting

8.3 Confirming' the details of a meeting

78 Study section Umit 8A

Here is Margaret Russell’s digital diary entry for 21 and 22 August.
1 Can she meet Nigel Westwood on the day and at the time he suggested?

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

11 -Meet‘lng'w‘lth Cambridge
T3 Triveray Press 11-12.30
© 73 Lunch with COP
" T94 Waork on book ord_erus'

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 pa
of his email.

1 Write the beginning and ending of Nigel Westwood’s email. (Remember
that he has met Margaret Russell, so his email will be more personal.}

Dear Ms Rusself
It was

I thought it would be useful to confirm in writing the details of our discussion.
| We are able to offer you 20% discount on the retall price of our books. If your sales
zre over 50 books a month, we will consider offering you a higher discount.

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

3 You will distribute circular sales letters promoting both The Worldwide Encyclopoedio
and The Complete Collection of Business Letters. We will contribute £100 towards the
cost of doing this and provide you with  list of names and addresses.

i

Yours sincerely
Nigel Westwood




2 ‘What does Margaret Russell have to send with her order?
3 How will Universal Books Ltd help Ashworth Bookshops to promote the
books in their area?
8.4 Placing an crder

Some days later, Margaret Russell made out her first order for the books.

- 20 sets of 3-volume “Worldwide 20 ‘Complete Business Letters’

Encyclopaedia’ (hardback)

50 shorter “Worldwide 50 Complete Business Letters’
Encyclopaedia’ (paperback }

50 PVP edition

Write Ms Russell’s letter to Nigel Westwood, placing the order. Remember that
she must also send the deposit.

8.5 Writing a circular

Margaret Russell’s next task was to write a circnlar sales letter to send to local
schools. First, she made notes about the encyclopaedia from the information
that Nigel Westwood had given her.

PR

‘Worldwide Encyclopacdia’
© o Over half a million s0l0 o Multimedia PYD has automatic

* For parents, students and children updates from the Internet

» Large detailed index and homework  * Search — half a second
section * intelligent Scanning chooses the most

' « Direct links from the school syllabus  relevant material for each query
to the encyclopaedia o Price £25 (shorter), £45 (3 vol. ), .:.

« Large, clear print £35 VP :
» Over 1,000 photos and other images  * Refund within 28 days
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Read her letter and find answers to these questions.
Is Margarer Russell’s letter 2 formal business lettf:r?
Why did Margaret Russell write the letter like this?

Did she use all her notes?

-

O oo

ASHWORT!
BOOKSHOPS LTD

234 Hogden R4 Bristol B37 9X8 Tel. 0800 9540

ANNOUNCING AN IMPORTANT NEW BOOK AND CD-ROM FOR THE HOME AND SCHOOL
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? E
Now, all your troubles are over! THE WORLDWIDE ENCYCLOPAEDIA has all the answers yvou'll ever
need!

It’s easy! Just look in the large detailed index for the information that you want or consuit the Hemework
Resource Section and the direct links to the school syllabuses. THE WORLDWIDE ENCYCLOPAEDEA
contains thousands of entries. It’s quick and easy to use and will save you hours. It has over 1,000
fuil-colour photographs and maps, charts and usetnl 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 fuil
three-vohune set {£45) and a sherter edition (£25) in one volume. Tt is also available on special DVD version,
with cne 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 Russell

M. Russell
Ashworth Bookshops

2 Here are Margaret Russell’s notes about The Complete Collectz'on 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.

— Ty P

& o i

S @ 4O be
The _C'bmf'léte' Collection of Business Letters
- e special low price R _ = what took hours, now takes
o sindex of 3,000 ready-to-use letters  minutes

i ® accompanying CP-ROM * hardback £38

| = adapt, click and print or * paperback £22

A

| adapt, click and email * both include CP-ROM
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8.6 An invitation

After she sent her order to Universal Books, Ms Russell received a formal
invitation to the launch of The Worldwide Encyclopaedia. She checked her
diary. Can she attend the launch? Write Ms Russell’s reply.

B '_THE DlRECTOR OF ER
: UNIVERSAL BOOKS: LTD 3
’ HAS THE PLEASURE OF‘ INVITING :

ST THE LAUNGE OF = :

THE WORLDWIDE ENCYCLOPAEDIA
AT THE. ROYAL HOTEL )

345 THE STRAND

: -_._LONDDN EC‘IOGHY '

__AT 20 OO ON 6 SEPTEMEIER 2006' :

) RSVF‘ _
MR F‘ ENGL UN]VEF{SAL BDDKS X
L TEL0I534797207 -

748 Fhight 7R345 18.55
19 Holiday

8.7 Some bad news

Some days later, Margaret Russell received some bad news from Nigel
Westwood. Fill in the missing words or phrases,

lam 1 e | have some bad news.

lam 2 ..o to tell you that we have 3 s e, to delay the delivery of
your crder for The Complete Collection of Business Letters.

LI I S — unforeseen circumstances at our printer's. YVe expect to be
able to deliver the books o you by the end of next month.

- | hope that this does not 5 ... ... you too much.

Please accept my 6 oo .
Yours 7 evinnnns
Nigel Westwood
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8.2 Complaining

When Margaret Russell received Nigel Westwood’s email, she Was very angry.
She decided to write a strong complaint and send it by fax. Write her fax, usin
these notes.

s when he visited me, he guaranteed delivery within one week of my
order

o his email of 23 August confirmed this

o { have already paid 56% of the total cost!

o Jemand immediate delivery

o warn him about legal action

8.2 Areply and an apology

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

13:26 3-09-2006 FROM: UNIVERSAL BOGKS. JERSEY 01534 797407
Your ref

Our rof. HW/lea Universal
FAX MESSAGE Books Ltd
To: M. Russell PO Box 379 Jersey,
Manager, Ashworth Bookshops Channgl Islands
Tel, 01534-797201
Fax: 01272 782422 Fax 01534-797407
3 September 2006 books@universal.net
www.universal.net

Thank you for your fax.

I regret to tell you that Nigel Westwood is ne 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
Police who are investigating & mumber of other cases coneerning Mr Westwood.

Mr Westwood himself seems to have disappeared, although the police beligve he may be
somewhere in France.

I suggest you confiact the police yoursei! and regigter your claim against Mr Westwood.
I am sorry I cannot help you more.
Yours sincerely

Poie, E

Pablo Engl
Dirgctor, Universal Books,




8B Activity A trade fair
section

Paolo Fellini and Corina Lombardo, fr i

ac : ; ] , from Massari Tractors Lid

v;;;te&l their agent in India, Sujit Singh of Agricultural Sup];}ie; T:t?c";r‘lliy
talked about the low sales of Massari Tractors. Mr Singh said he vs;ould ?];ut

hlS Ideas m an emall Re&d the A,
. h message he sent Pat)]u I C”.Slll and WE
g ans T

2 ghhy does Mr Singh think Fhat a drop in price of 8% is enongh to increase sales?
o ¥ (fioes l:kwsant }lrlassa_n Tractors to pay for advertising? :
ow does Mr Singh ask if i ir pri :
Fow docs M Si f hask flc\’/flzs;a;:gc;an lower thelr prices? What would he write if
i give a greater discount
u increase the length of the guarantee
iii give a free gift with every tractor

FTMaseani salesinlndianie
[ ies | & primn Gt < oelete

Pasto Feliii <p':'fie|n'ni@msss"aﬁ;ir> e _
is"i:s‘mgh_<'éihgﬁ@agﬂculmrals_upplie's.‘:bm.in? PR
i Magsari salésin India’ P LT

Dear Mr Fellini

It was goad to meet you when you came here last month. 1 hope that
you had a safe joumey back to ltaly. 1 am sorry that [ have not written
vefore now, but | have been rather ill and | have only just returned to the
office.

| have now had a chance 10 think about the problem ot low sales of
Massari tractors. | feel that the biggest problem is price. At present,
most of the business in India goes to Japanese manufacturers, who not
only produce a high-quality product, but whose prices are much
cheaper than Massar’s. However, Magsari has a very good name, and |
am sure inat a drop in price of a9 would be enough to atiract many new
sales. Would Massari be prepared to lower its prices by this much?

A second problem is publicity. Many landowners and farmers here do
not know about the new Massari tractors. Our competitors often put
large advertisements in agricultural magazines. Unforiunately, our low
salas mean that we are unabie to pay for any publicity. 1f Massari could
pay for advertising, we would be prepared 1o arrange it

These are some of our ideas. | look forward to hearing your comments.
Please give my regards io Corina Lombardo.

Yours sincerely

Sujit Singh
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Group 1 Group 2

2 Shortly after he sent the email, both Agricultural 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?

elhi gt Sricaltdral Equipim:
i [ Fog [ ) priny [l A outets-

Dear Agriworld member
THIRD NEW DELHI AGRICULTURAL EQUIPMENT FAIR

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

We are now accepting provisional bookings of space. Each year, we receive more
bookings that we can accommodate, s0 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 US5$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 boocking, please visit
www.indiatradefairs.net.

Shoudd you require any further information, please contact us at
bogkings@indiatradefairs net. -
Yours faithfully

R.M. Ruby
India Trade Fairs Ld

3 Sujit Singh is now waiting for a reply from Massari Tractors. In three grou
you must write the correspondence between Massari Tractors, Agricultura
Supplies and Fndia Trade Fairs. When you have written a letter, email or {2
‘send’ it to the correct group. Then ask for a new card number. (There are
three cards for each group.)

Group 3

Bookings@indiatradefairs.nst

ssingh
L Start on card 60°

@agriculturalsupplies.com.in

. Start on card 4 .
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l;igc The writing Checking your
- process work (3)

In Section 6C, you looked at accuracy in your writing, and in Section 7C, you
looked at style and levels of formality. Here, you can look at the way your
message is written: Is it clear? Does it say what you want it to say?

1 Aclear message

Even if a letter or email is in correct
English, it can still be difficult to
understand and follow. What can
make a message unclear, do you
think?

Brainstorm your ideas with other
students, then compare with the points on page 123.

2 Arethey clear?

Read these messages. Are they clear? What is the problem with each one?
Can you write a better version of each message?

®

ear .Ms Wilson

1anik you for your telephone call. ?;j Dear Ms Brown

& arranged for you to have a meeting with Susan . I am writing to cancel my
der and a separate meeting with Diana Dell on  order,
Jovember. You can meet her at 11 am. . Flease can yoy cancel my
ortunately, she cannat go to lunch with you, as order beeause I do not need
ey have to attend a sajes conference. f_ the thingg any more,

% Yours faithfuﬂy

1 best wishes

D_'e"é)r M;Sm;th -

———

:::ank_jypu:'_fgr__'y_dm'e__r:na'il.i:'j;l_e're'_a're _'di_fe'ctidns' for getting fo our office.

Yhen you arrive at the aifport; take a'bus to the train station From the station
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86 Role cards

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

Message plan

e put a subject heading

° say what you are writing about

o tell him if you can meet him or not (give the day and time)

e recommend the Hotel Bluebirdto him (tell him where it is — see map)

* ask him to Jet you know where he will be staying in case you need to contact him

e close the message

KOWLOON
BANK

just received this memo from your manager.

j—
|

it coumcﬁom |

MEMORANDUM -
DATE 1 Pebruary SUBJECT - Slembrouck B‘IBA Order 56
FROM Manager 70 Purchasmg Supemsor '_ S

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

i Please email Slerbreuck BVBA and ask them to dehver the Jume T,ha.t we
l ordered as soon &s possible. They ean colleet the shampoo a_t t_he gama time.
‘ .

Their email address is info@slembrouck.be.

You are Ms I. Hicks, the Purchasing Supervisor at the Court Hotel. You have




3 You are the Production Supervisor at Leefung Plastics {Singapore) Ltd. Here is
your diary for 10 March and a map showing where your factory is.

HOTEL .
REGINA

LEEFUNG
(SINGAPGRE)
FACTORY

10 Mar_‘_g:hr Tuesday

8

S otttk
10

/Meetivg ot JT ovd #1o)

Reply to Nagakura.

Message plan

¢ put a subject heading

thank Mr Mizuno for his message (say what it was about}
say if you can or cannot meet him (give the day and time)
give him the information that he wanred

close the message

4 You are Sujit Singh, from Agricultural Supplies Ltd. Reply to the circular email
from India Trade Fairs Ltd.

Message plan

© ask them to provisionally reserve 30 square metres

® tell them that your supplier, Massari Tractors, will probably coms

* ask them to arrange a visa for Corina Lombarde {give the following information;

Full name: Corina Rosanna Lombardo; Nationality: Italian; Passport number:
34768C)
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§ You have just checked your stock levels of Alpha Rapid Bottlers. This is the
information you found.

: ;‘ """ ,,,,,L,St;ﬁéiki.%ifa'U'aE_la_b‘l_éi-,,;, -

“Nextstock:—expected-9-12 months

Write to Jarritos and tell them this.

Message plan

& say what you are writing about

e tell them the information yon 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.

1 Write to Lumino Inks.

Message plan

» refer to their message

= tell them about your present situation
¢ give the bad news abour their bill

s say what you have had 0 do

¢ tell them about your lawyers

o 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.
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7 Youwork in the Sales Department of Midtec Cables Ltd. You have received a

message from Tavridis Ltd, asking for information. Send them a message with
the following details:

20,000 metres of 15-amp cable at 24p & metre £4,800
less 8% for a large order - £ 384

{4,416

packing and freight £ 270

C&F TOTAL £4.686

You can deliver the cable ten weeks after you have received their letter
of eredit.

Message plan
® refer to their message
* give the information

8 You are Charlotte McEvoy from Western Travel. My Thomas has sent you this
newspaper article. He wants to know what will happen if Pekar Alrways
collapses while his group is in Mexico or before they go on holiday. Write to
Sun Express and ask them.

Pekar Airways collapse fear

Message plan

* refer to the booking

HE DIRECTOR of Pekar

Alrways said last night
that the company is in serious
financial difficulties. This fol-
lows a meeting with the repre-
sentatives of Northern Bank.
The bank has agreed to give
Pckar oneg more month to
make interest payments. This is

the third time that the bank

has agreed to delay Pekar's
repayments.

Pekar’s problems began
when the airline hought four
Concorde planes from British
Alrways just over a year ago.
Pekar expected te find busi-
ness in organising short flights .
at above the speed of sound.
Unfortupately oo

* say that Mr Themas has given you a newspaper article (say what it is about)
= ask them to tell you exactly what will happen if Pekar collapses

® close the message

9 The bank has just telephoned you. They cannot pay the cheque from Wainman
Ltd becanse there is no money in the account. Write to Wainman Ltd and tell
them this. Demand payment in cash. Warn them about legal action.

Role cards 39



10

Dale: 14 February
From: Manager

Subject: Slembrouck BVBA
To: Purchasing & Sales Supervisor

I am very gurprised 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
found a new supgplier, so please cancel aur order with them.

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

11
Memorandum
To: Sales Dept Ref: Stock corder DG 00315
Date: 20 October Subject: cable prices

Frem: Marketing Dept

The price of the 1B-amp cable has been reduced.

) MIDTEC
The price is now 22p a metre, less any normal discounts. CABLES LTD

90 Role cards

Write to Tavridis Ltd and tell them this.

Message plan

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

¢ ask them to tell you as soon as possible if they now want to order




12 This surveyor’s report
has just arrived
in the post.

Write to Bauer AG.

Message plan

= apologise for blaming them

® ask them to fit a new heating system as soon as possible
¢ close the message and apologise again

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

13 Ifyouhave not had a reply from Massari Tractors, send them a short email
asking them to reply (the final date for payment is s0omn).
If Massari Tractors agree to pay half the cost, write an email to India Trade
Fairs Ltd, confirming your booking.
Message plan
¢ confirm how much space you will need
® tell them you will pay direct to their account (see their circular letter for details)
o tefl them when Corina Lombardo will arrive
* you will contact them again then

14 Reply to India Trade Fairs Ltd.

Message plan

° thank them for their email

e tell them who is responsible for all advertising and promotion in the New Delhi area
(they should contact them)

° Corina Lombardo will go to the fair {ask them o arrange her visa, details as follows:
full name: Corina Rosanna Lombardo; passport: Tralian, 34768C):

= you also need to know exactly where the fair will be
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. . e
|

o921 1-JUN-2006  SUN EXPRESS 0870 567 B768 Sup Express
‘= Memorandum w0

| Dote: 1 June From: Sales Manager fo: all branches

Teur 521 0-New Carrigr

‘ ].. We have found a new carrier for Tour 5210. This is DTL Aviation
' Company. ) )
i 2, All clients who still want to take this holiday must reconfirm their booking as
i socn as possible. . )

i 3. They must also check n at Gatwick Airport by 0825 on the day of departure.
| 4. Please write to all agencies and tell them this.

Message plan

e say exacily what vou are writing about {refer to your last message)
¢ give the good news

e tell them about reconfirming

s tell them about the check-in time

e close the message

16 You have just received this email from your Technical Department.

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

The repait will be guaranteed for 6 months. A

Message plan

# thank Mr Sinchez for his message

= 1]l him the good news about when the repair will start
= tell him how long the repair will take

¢ agk him to pay the deposit before you begir the work
e tell him about the guarantee
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T7 Your factory is closed due to the cold weather. This is costing you over

18

19

€50,000 a day. It is extremely important that you get a new heating unit as
soon as possible. Write to Aqua Warm BV (Beulingstraat 23, Amsterdam,
The Netherlands) to find out when they can deliver a new one and at what
price. Remember, you need this heating unit urgently.

Message plan

® say what you are writing about

# teil them what has happened

* tell them about your factory now

= ask them for the information you need

 GECoRTger
S MEMORANDUM
: : g,qrg gt ebruary _ e e SUBJE¢T Slembrouck BVBA Order 256
FADM: Manager i TG ".P@ifeha_isiﬂé_'sﬁper_visb'r T

nge ?lﬂee"_ffo_i_:n Sléiﬂbr’duﬁk"-ﬁﬁ&

 “We shill ave'not received the ora

- Plaise email ABC (Driaks Mackines) £id, abo@abodrinks com, and ask it

- they sati Help g Tell ther that we ordered the juics from Slembrouck, but
“thiey sems us the Wwrong goods. We ‘ngid 2,000 $mall bottles immediately.

-:ASk them if they Have these avaiidble and i 59, What their prices are.

If you are still waiting for the information about the cable from one or both of
the manufacturers, send a fax asking them to reply. Keep sending faxes until
they do reply. You need the information urgently, When you have the
information that you need (prices and delivery time) from both manufacturers,
ask for a new card number.

Contact details are: Hanston Electrics fax +44 161 5 65342; Midtec Cables Ltd
fax +44 1352 929610, :
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20 The following fax has come from head office.

Stun Express

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

Pete: 30 May From: Sales Manager Toi all branches
Collapse of Pekar Airways

1. Pekar Alrways, our carrier foF tours to Mexico, has collapsed. Thig
1means that Tour 5210 is now cancelled.

2. Pleage write to all agencies and tell them we will refund their deposits as soon as possibie.

Message plan

¢ say exactly what you are writing about

e give the bad news (say what you have had to do)
¢ tell them about their deposits

e close the message

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

' The cest of repairs to the capping machine at the Jarrites factory in
i Spain is estimated at US$2.500.

Their present capping machine is rather okd, and they will probably
need a new one within {wo years.

(Our present price new is US$7.000.)

o ————— e —

‘Write to Mr Sanchez and tell him this.

Message plan

e 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

o tell him the price of a new machine

» menticn Cristina Barrios
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22 This email has just came from your Senior Sales Manager.

Oz

Leefung (Singapore} Ltd

g8

Ediy 4 Delete

xl@tnv“v

From:
oo -Date

§ Praviois G_Huzlvl 2 Fanlu gy sty K11 Forvard | B pieg | S5 it |
: Techhical Safes Rep; (SEA)
* Senior Sales Marager . )
VT fanuary 2006 L
Leefung (Singapore) Led © .

B

2 Subjee

Leefung in Singapore is a very important customer.
When you are in Singapore, it would be a good idea
to take the Production Supervisor to lunch or dinner
after your meeting.

Write to invite the Production Supervisor to lunch.

Message plan

* put a subject heading
® open the message (mention any communication you have received from him/her)
= invite him/her to lunch
¢ close the message

23 You work in the Production Department at Perfecta Lid, 61 Bath Road,
Worcester, WRS 3AB, England. Write a letter to Bauer AG (Altenberg, 5253

Effingen, Switzerland)

Demand compensation.

Message plan
» say what has happened
® make the point that you wrote to them before

= demand that they replace the hearin
how much it was valoed at)

, making a strong complaint about the explosion.

g system and pay for your damaged stock (say

24 If you have mot received a credit reference from Lumino nks , send them a
short fax asking them to reply (fax no: 015 39 467723). When you have
received the reference from Lumino Inks, decide if you will let Wainman Led
buy paper from you on credit.
Note: Look at the names of the directors on Wainman’s letter (page 74) and the
name of the person at Pelican Paper Ltd {page 75).
Write to Wainman Ltd and tell them what you have decided.

Message plan

¢ say what you are writing about
* give the good/bad news

© if you give good news: ask them to tell you how much paper they want
* if you give bad news: say you can supply them if they pay in cash

Role cards 35




25 Iris now two weeks before the holiday should begin. You must malke 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 ...}
e close the message

2 Write a short message to the other company, telling them that you have
already made a booking.
Message plan
e refer to your last message
s give the bad news
e close the message

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

Memorandum _
To: Salss Dept Ref: Part no. AVB13
Date: 80 October Subject: Delivery time for 15-amp

cable
From: Production Manager

A fire has destroyed part of the factory 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 delivery of any order for this cable. Bl

‘Write to Tavridis Ltd and tell them this.

Message plan

= refer to your last message (say what you are writing about)
e give the bad news
* apologise
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27 You work in the International Relations Section at Leefung Plastics
(International} Ltd in Hong Kong. Here is your diary for 12 and 13 March
and the addresses of your other factories,

12 March Thursday 13 March Friday

Blachrowy
8

2 _Poet st ilsan
19

1

. %ﬁmgmii

;16
%._AWLL;J}:M_CBQI{LQ_

Leefuny facteries in SE Asia;

i Leefung Plastics (Indonesia) Lid, 77 Jalan Rasuma Said, Jakarta, Indonesia.
Manager: 5. Mardaung

.Leefung Plastics (Singapore) Ltd, Box 226, Brown St PO, Singapore.
Manager: M, Chew

Leefung Plastios (Thailand) Lid, 48 Ramkhamhang Road, Bangkok, Thailand.
Manager: P. Hemsuchi

Leefung Plastics {Malaysia) Ltd, PO Box 2454, Kuala Lumpur, Malaysia.
Manager: M, Raz

Reply to Nagalura’s emails.

Message plan
¢ put a subject heading
_ ® thank Mr Mizuno for his emails (say what they were about)
® say if you can or cannot meet him {give the day and time)
® give him the information he wanted
¢ cloge the email

28 Wirite to Massari Tractors about the Agricultural Equipment Fair.

Message plan
® tell them you have reserved some space (say how much)
. ® you need this much space for a tractor
* say how much it costs
¢ say why you think it is important to have a stand at the fair
® ask if Massari Tractors can pay half the cost
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29 You work in the Project Planning Department at Baver AG, Altenberg, 5253
Effingen, Switzerland. You have just received this memo from the General
Manager.

% Jan. 4
SECT: Agua Warm BV

T 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 ke sure that they are absolutely safe.

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

| BAUER 36

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

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

Date: 1 February Subject: Slembrouck BVBA
From: Manager To: Purchasing & Sales Supervisor

Slembrouck BVBA recently delivered cur order No. 260. Unfortunately,
we apdered 150 kilos of tea and coffee powder, and they cnly sent us
75 kilos of tea.

We need the coffee and the rest of the tea at once. Fleage email them
and ask them to deliver this ag goon as pogsible. Their email address
ig info@slembrouck.be-
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31 You are the Sales Supervisor at Golden Holidays. You recently sent some
information to Western Travel. Write a follow-up message to them, telling
them that you can now offer 2 10%, reduction on the price of your holidays to
Mexico. (There has been a change in the exchange rate.)

Message plan

@ say what you are writing about (refer to your last message)
® give the good news

e give the reason

® close the message

32 This email has just arrived.

Below are details of the factories that the General Manager will visit. In each
1 one, the GM would like to speak to all members of the Production Dept.
| Please inform each factory and ask them to cancel all other appointments.

| March 8 Kuala Lumpur =
March 8 Singapore
! March 10 Singapore |
March 11 Jakaria i

|
i

Write to Leefung Plastics in Singapore and teil them this.

Message plan

* puta subject heading

® say what you are writing about {GM’s forthcoming trip)
¢ say when the GM will be in Singapore

* say who he wants o talk ro while he is there

® ask them 1o cancel all appointments

* close the message
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33 U 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 confirm their order.
Give them the payment details.

Message plan

s 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 2 bank in England to gnarantee the Ve

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

_ IN 0 Mosin Street
] LY. Rendal LAY 6TW
IINKS LTD  raxoisas a7z

Invoice No 2323-A 1S Mag 2006
ITEMS

TOTAL
£

100 Wives, black ik,
@ E4-00 1 ac0  —
VAT 57 30
Total 1057 S0

Terms of scie:

All aecounts must be setfled within ONE MONTH of delivery
VAT Reg. No. 216 3185 80

'This 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 the terms of sale
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35 Send an email to Agricultural Supplies Ltd, saying that you will pay half the
cost of a stand at the fair and that Corina Lombardo will arrive on 2 April.
She will stay at the Hilton Hote! and will contact them when she arrives.

36

u i E
Memo
Date: 14 February Subfect: Order No. 260
from: Manager To: SBales Supervisor

Please write and tell ABC (Drinks Machines} Lid that we
are sorry that we did not send any coffee to them. Oup
delivery vans will be in their area at the end of thig
month. We can deliver the coffee and the Test of the tea
themn.

We can dive them a special diseount price of €4.50 per kilo
for the coffee because of the problems we have caused.

37 You are Raul Sanchez, General Manager, Jarritos SA.
Send faxes or emails to both Alpha (+33-55 81 38 58 29, sales@alpha.fr) and
Wesco (+44 117 973 4261, support@wesco.co.uk).

Message plan

Ask them:;

* when they can begin the repairs / install the new system
* how long the work will take

® to reply as soon as possible

Keep sending faxes or emails until they reply. When you have received
messages from both companies, ask for a new card number.
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38

Memorandum
To: Sales Dept Ref: Part no. AYB15
Date: 22 October Subject Delivery time for 15-amp .

cable

From: Production Manager
We have been able to find a new suppler for the plastic
covering for the 15-amp cable.

Delivery tirne is now back to normal. However, there is
g small increass in price. The cable is now 23D a metre,
less the normal discounts.

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

Message plan

s refer to your last message

= give the good news

e give the bad news

o 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 abont 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: New IaW agamst
-

s gend faxes or emails ro make sure you dlSpOSﬂble

have a working bottling system
e send any necessary emails or lerters bOttles

to cancel an order you have made. THE govetnment his passed a
Message plan A new law forbidding the use of
o say what you are writing about disposable bottles for soft drinks
* give the bad news from the end of next year. The .
= give the reason ‘ new iaw aims to reduce the
 say what you are going to do instead amount of pollution caused by

bottles thrown away
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41

42

The following email has arrived.

The General Manager wishes to meef all senior staff in the Singzpore
Production Dept on 10 March. Please can you make sure that everyone
is available on that day. '
Regards

Office of the GM

Write to Nagakura and cancel your meeting with Jun Mizvno.

Message plan

° put a subject heading -

" say you are sorry to tell him that you have to cancel the appointment
{give the day and fime)

® say why

® close the message

If you have not received a booking, write and tell Western Travel that you only
have a few places left. :

Message plan

° puta heading

@ say exactly what you are writing abour

e tell thern about the places

© tell them that, if they want to baok, they must do it 2s soon as possible
¢ close the message

If you bave received a booking, write to Western Travei and give them the
instructions for joining the holiday.

Message plan

* say exactly what you are writing about

® ask them to tell all clients to check in ar Garwick Airport by 0830 en the day of
departure '

e close the message
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43 You are Robert White at Northern Paperworks.

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

Message plan

s introduce your message {I was wondering ...)
+ tell her what Wainman Ltd want

o agk her if she knows anything about them

e ask her to reply as soon as possible

44

Memo
Date; 11 February Subject: Order Mo. 856
From: Manager To: Bales Supervisor

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

Our delivery vans will be in their arsa at the beginning of
next montk. We will deliver the juice then and collsct 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. Yon
must be sure that you will get the cable that you need.




46 You work in the Consumer Relations Department at Aqua Warm BY,

47

Beulingstraat 23, Amsterdam, The Netherlands. You have just received this
email message from the General Manager.

| 'am very worried about the effect of the explosion at Perfecta on
our sales.

We have been manufacturing central-heating systems for over
25 years and we have never had a complaint before. | have
therefore asked an independent surveyor to find the reasen for
the explosion. -

Please write to Perfecta Ltd and tell them this. Ask them for the
address of the company that installed their heating. (Perfecta’s
address: 61 Bath Road. Worcester, WRS 3AEB. England)

Message plan

¢ say what you are writing abount

® make the point about Aqua Warm’s past history

» tell them abour the surveyor

® ask them for the address of the company chat installed the heating

You are Paolo Fellini. Reply to Sujit Singh.

Message plan

* thank him for his email and say something about his illness

* you cannot reduce your prices any more, as you already give 26% discount

® your sales agreement with Agriculrural Supplies Ltd says they will pay for all
advertising in the New Delhi area

* however, you can pay parr of the cost of a stand at the forthcoming Agricultural
Equipment Fair if they think itis 2 good idea

Role cards 105




106 Role cards

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 »ot replied to your last message, write to them again and
ask them for a reply.

Message plan

+ refer to your last message

e say your customer, Mr Thomas, is worried about what will happen if Pekar collapses
o ask them for a reply as soon as possible

¢ close the message

49 You are Francoise 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. ‘ i
This includes a one-year guarantee covering parts and labour.

Payment can be made over two years.

" 'Write to Mr Sanchez and tell him this.

Message plan

e mention the dinner you had with him and the visit to his factory
s give the quotation

s tell him about the guarantee and payment

» mention Cristina Barrios




50 You should now have received a quotation from both companies.
You have U8$5,000 for maintenance expenses. Your profits each year are
US560,000. Decide if you want to:
2  repair the capping machine
b buy a new capping machine
¢ buy an Alpha Rapid Bottler.

Then write a fax or email to the right company, accepting their quotation.

Message plan

® refer to their last message

* say you are pleased to accept their quotation for ...
¢ ask them to start work as soon as possible

® ask them when that will be

51

Daote: 11 February Subject: Court Hotel
From; Manager To: Purchasing & Hales Supervisor

I have recently heard from Mr Wilson at Western Trading Co. that the
Court Hotel need a large Quantity of orange Juice at once.

We have a large supply of Juice that we do not need. OQur prics is €45

52 If you have not received a booking from Agrienltural Supplies Ltd, send a
follow-up email, similar to the email that you sent Massari Tractors.
If you have received a booking from Agricultural Supplies Ltd, write an emait
confirming their booking, :
Message plan
= contirm how much space you have reserved
o tell them they must pay by 3 March

® paymenis to a/c 456767, National Bank, Maharma Gandhj Road Branch,
New Deihi
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Invoice No 2323-A

53

Mcin Street
Kendal LA9 6TW

LUMIN

[INKS LTD  #ax oisan aer7zs

15 Mag 2006

TENS TOTAL
g
loo Latves, black ik
@ £4.00 \ive 400 —
VAT 157 20
Total 057 5o

Terms of sale:

All cecounts mst be settled within ONE MONTH of delivery
VAT Reg. No, 216 3185 80
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54

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 to Ms Claire Brown at Lumino Inks (you do not know her}.

Message plan

o say what you are writing about

s tell her that you are sending a cheque separately by post
& apologise for the delay

o give the reason

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 )

s say that you have booked 2 holiday for 25 peaple (give the tour number and
departure date)

o ask Western Travel to tell their clients that they must check in at Garwick Airpost
at 0930

= close the message




55 Write to Massari Tractors and confirm that you have reserved some space for
their agent. Also tell them that you have arranged a visa for Corina Lombardo,
She can collect it at the airport. Tell them where the fair will be,

INDEPENDENCE ROAD-

ALL INDIA
MARKET

The General Manager will visit the Singapore factory on 10 March.
Please cancel all your appointments for that day’

Regards

Office of the GM !

i e
Write to Nagakura. Tell Mr Mizuno that you cannot meet him on 10 March.
Your assistant, Helen Cheng, can meet him. '

Message plan

® put a subject heading

° say what you are writing about (his forthcoming visit)

° say, unfortunately, you will not be available when he comes {say why)
* tell him about Ms Cheng

* ask him ro confirm if he would like to meet her

* close the message

If you have received a message from Mr Mizuno, remember to include an
answer in your message to him.
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57 Youshould now hav_e all the information from both companies. Decide which
company you are going to buy from and then quickly:
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
mformation and telling them that you will not order from them.

Message plan

e put a heading

e say why you are writing

e give the bad news (where appropriate)

58

Qi COUDT¢IOIfL |

MEMORANDUM
DATE 14 Tebruary SUBJECT ABG (Drinks Mackines) Lid
FROM Manager 70 Purchasing Supsrvisor

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, pleage:

| 1. email them and &gk thein to send us 1,000 small bottles as goen a8
posgibla;

. we have found & nevw supplier for the orange juice and agk them to collect
; their shampoo as soon a8 possible, You can also tell them that we do not
‘ intend to do any further business with tiiem.

‘ 2. ema?l Slembrouck BYBA and eancel our order with them. Tell them thas

110 Role cards




MEMORANDUM g

: er Relations BATE: b <20
- i’iméfl\?lm SUBJECT: Perfacta Lid
FROM:

'S
Pleage find attached & copy of the surveyor
report on the explosion ab Perfecta.

i il
Thig shows that the wrong type of heating 0

unitto g e
. tell 16 oyor
was used. Please write 0 Perfecta Lid andnsar o WE "o ot
that we cannot give them apy COImpe Oting g U
them thal Iy a new heating SyStem teep g
+ion, We oan however supply R System A
unit immediately at & gpecial 1874% dis :

Nstalleg
price of €26,0C0. :

60

You work at India Trade Fairs 1td. Write a follow-up email to Massari
Tractors, reminding them about the fair. Look at the circnlar for some ideas.
Message plan

® say whart you are writing 2bout

@ give some details of the fair

tell them there is still some space available (over 150 companies have already
booked}

tell them the prices

&1 You are Stefaan Ghisiain,

the Sales Supervisor at $lembrouck BVBA, You have
just received this memo from your manager.

Memeo

Date: 1 Fehruary

Subject: Order No. 260
From: Manager

To: Bales Suparvisop
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62

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

Telephone Message -

date; 15{1 tme: ‘OEJO cal taken by: APS

Your bawel agent rarg AU fligts to Hovg Kong on 12 Mawch
are full . The first available” flight arrives at #-00am.
on 13 March. She has booked 4ou on that Fught. She also
wanks o know which hatel yod want & sty et -
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63

64

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 until 13 March (say why)
® ask if you can meet them on 13 March (at the same time as before)

o ask them about the hotel

s close the message

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

20,000 metres of 15-amp cable at 22p a metre  £4,400

less 10% for a large order —£ 440

. £3,960

packing and freight £ 302
C&F TOTAL £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

You are Harold Wainman.

You are very low on stocks of paper. Write to your friend, Panla Robinson, at
Northern Paperworks and ask her to tell you as soon as possible if she can help
you. (Refer to your last letter.)




65 You have just checked your stock levels of Alpha Rapid Bortlers again. This is
the information you found.

Wirite to Jarritos and tell them this,

Message plan

® say what you are writing about

* introduce the bad news

e give the bad news

* zell them that you have put their name on the waiting list
© remind them abour the waiting time

66

We have now found the name of the company that installed the heating at
! Perfecta. It is Bauer AG, Altenberg, 5253 Effingen. Switzerland.

Please write to them. Make the point that we have never had a cemplaint
before {(see my last email) and ask them to check that they followed our
installation instructions.

Tell them about the surveyor.

.‘
i

Remember to refer to any message thar you have received from them,
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67

Jan. 5
21507 Aqua Warm BV

5 GM
: Project Planning Dept
I have checked through our records of the work that we did at

Perfecta Ltd. The heating system was checked three times before it
was turned on. T am absotutely sure that the explosion is not our

respensihility.
1 suggest, therefore, that Perfecta write te Aqua Warmn 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

» malce the point that the system was checked
e gsuggest that they contact Aqua Warm

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

88 'The Sales Manager has just sent you this memo by fax.
—
936 3052006  FROM: Head Office, Galden Halidays 0870 367 9087
MEMORANDUM

Hobidays

114 Role cards

From: Sales Manager
Date:  30-5-2006
To:  All branches

Collapse of Pekar Airways

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

2 We have arrangeq for our carrier to take 200 extra passengers each. week on
our tours to Mexico. We can give an immediate confirmed booking to any
customer who had booked a holiday using Pekar.

3 Please write to all agencies and toll them this,

Message plan

= say exactly what you are writing about

¢ give the good news

¢ tell them about the immediare confirmed booking
# close the message




89 Write and tell Wajnman I.td why there is a delay in answering their fax,
Message plan
Explain that:
® Panla Robinson left your company one month ago
® before you allow credit, you normally ask for two references
* you have written to another company and will contact them again soon

[

Jan. 6
Aqua Warm BV

We have just received the attached SUIveyor's report.

&

; Project Planning Dept

This shows that Aqua Warm was not respor_lsible for t_he _
explosion. We can, therefore, continue to install their heating
systems.

Please write and give them this good news. BAVER 48
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71 Write and tell Jarritos 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 bettling system
- alt charges for parts and labour,
All repairs will be started within one week of receipt of a letter or

fax. Further details on request. E
—— T T ———————— T e ———T A

PP ———

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

date: 20“ fime: QIS ccdl token by: APS

Your twel ageat rang aggun. You must recewfinmn
yows flight to “FHong Keng as somn a possiple .
she has hooled you wtto the Hotel Bluebief -

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

e say why you need to know soon {your flight booking)
e close the message

i 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

e close the message
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Unit 1

Jmportant! Please see the appropriate unit for details of how each phrase or point
1s used.

* Email basics: sec lerter and email guide, page 128

e Dear .../ Yours ...
Dear Sir or Madam — Yours faithfully
Dear Mr/Mrs/Miss/Ms Smith — Yours sincerely
Dear John — Best wishes

Subject heading: see letrer and email guide, page 128

¢ Asking for and sending information
Please can you tell me ...
Please can you send me (details of) ...

® Thanking for a previous message
Thank you for your email.
Thank you for your email, dated & June.
Many thanks for your message, dated 6 June.
Thank you for your enguiry.

= Attaching a docament
Iam attaching details of ...
T bave pleasure in attaching ..,
L attach some information which T hope you find useful.
I attach our price list and look forward to bearing from you.

° Style
Write in natural style. Do not use an old-fashioned, very formal sryle.
Do not use very informal language.
Do not use text message abbreviations,
Do not use slang.
Do not use ‘emoticons’.
Be polite.

Unit 2 « Arrachments

Tam attaching (our catalogue) to this message.

Please find astached (osr report).

I'bave just received (the photographks), which I bave attached 1o this maessage.
If you bave any problems opening the file, please let me know. '

* Problems with attachmerts )
I am afraid you forgot to attach the reporr. Could you send your message again,
please?
Unfortunately, the attachment won't apen on my computer. Could you send it
again in a different forma?
Sorry! I forget to send the attachment.
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» Parts of a message: see letter and email guide, page 128

* Beginning 4 message
We are writing to enqguire about ...
We ave twriting in conmection with ...
We are interested in ... and we would like to know ..

gsking if ...
Thank you for your email/letter/fax/call of {date) enguiring about ...
We have received your emailfletter/faxicall of (date) enclosing ...
CONCETRING ...

= Ending a message
I look forward to receiving your reply/order/productsietc.
Looking forward to hearing from you.
I hope that this information will belp you.
Please contact me if you need further information.
Please feel free to contact me if you have any further information.
Please let me Jenow 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 » Referting
With reference to ...
Further to ...
I amt writing in conmection with ...
With regard to ...

s Giving good/bad news

good news
pleased tell

I am delighted ’ to inform you that ...
happy aduvise

bad news
regret tell

Well arelam sorry ‘ to inform you that ...

advise

We vegret that ...

e Saying what you can and cannot do
We are unable to ...
We are able to ...
We have been forced to ...

+ Giving reasons
owing to
due to
as a result of
because of

This is
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British English (BE} and American English (AF)

AE writers often use a more informal style than BE.

There are many spelling differences {e.g. cemire/center, colouricolor, cataloguel
catalog). :

There are many vocabulary differences (e-g. curriculum vitae/résumé, post codelzip
code, shop/store).

There are some grammatical differences {e.g. AE usually uses the past simple where
BE uses the present perfect).

Paragraphs

Most messages are divided into paragraphs. A paragraph can have just ane or more
sentences in it and it should have one central topic.,

Unit4 .

Letter layout: see letter and email guide, page 128

The date
Write the date in full to avoid confusion: 12 June 2006

Making a mild complaint

Unfortunately, [then say what is wrong and then request some action].
Unfortunately, we bave not vet received the filing cabinets.

Please could you

We swould be grateful if you could deliver them soon.

We would appreciate it if you could

Making a point

1 should like to draw your attention to (the fact that) ...
T should like to point out that ...

I should like to remind you that ..,

I bope that it is not necessary to remind you thatr ...

Unless ... , )
If ... (not) ., we will be forced ro ...
Maldng a Strong COmpIaj.nt

Say exactly what is wrong, make a Doint connected with this, then demand
immediate action:

It is now over nine months since we placed this order, and we are still waiting
for the cabinets. I should Lke to point out that we bave already paid for these
cabinets. We must insist, therefore, that you deliver them immediately,

If you think that it is necessary, you can alse give a warning:

Unless we bear from you within seven days, we will take legal action.

Units .

Letter layout: see letter and email guide, page 128

Reguesting action
If it Is urgenr, add:

Please could you ... ii?jn:‘;
id ' . ible.
We would be grateful if give us further details as soon as possible
you could ... about without delay.

We would appreciate it if
you could ...

. ; diately.
let us know (about/if) .., TRediately.

inform us {aboutfif) ...
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Unit g

120 Summary

Apologising

We nusst apologise for ...

We apologise for ...

We are extremely sorry for ...

Fax cover sheets: see page 52

Making a letter or email more personal

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 derails

- the close, which talks about the feture and often mentions some personal
information.

Personal business letters and emails: the opening

Thank you for your letterftelephone calllemail/fax.

It was a pleasure 10 {see you again atfon ...).

It was good to (bear from you again).

Tt was a pity that (we did not have more time to talk ation ...).
I am sorry that (T wissed you when you visited my office).

After each phrase, you can add a comment:

Thank you for your letter. It was very interesting to kear about the net
developments at Wentol.

© It was good to talk fo you on the telephone today. | was sorry to bear 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 arm afraid we have a small problem.

Giving bad news I am afraid I bave 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 mry best wishes to Mr Lund. I hope that ke bas now recovered from
the flu.

Inviting, accepting and declining
Inviting We would be very pleased if you could join us at ...
We would be delighted if you could come to ...
We have pleasure in inviting you to ...
Accepting I would be delighted to jom you at ...
Twould be very pleased o ...
I am very happy to gccept your invitation fo ...
Declining I would very much like to come, but wnfortunately ..

Unfortunately, I will not be able to join you because ...
I am 5o sorry, but I cannot come to ... because ...
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Informal business letters and emails

In a lerter, the name and address of the addressee is sometimes omitted.

Open with the addressee’s first name.

Use contractions,

Use short, direct phrases.

Use a friendly style and make personal comments.

Use the langnage you might use when you are speaking English.

Sign with your first name (not your title).

Use words which are more common, e.g. 45k (instead of enquire), need (instead of
require), tell (instead of advise).

Replying to complaints

To accept a complaint, you can apologise for the problem, explain what caused it,
say what action you will take and apalogise again.

To reject a complaint, you can say you are sorry they had problems, explain why

you think it is not your fault, say what you can do {optional) and offer a solution
{optional},

Advising customers
To give customers advice, you can say you are sorry you capnot help them directly,
say why and suggest whar they can do instead:

I recommend that you ... contact ...
You could ... : 7y ...
You might prefer to ... USC ...

I suggest you ... email ...

Units .

Arranging a meeting

On (date), I will be in your area and I would be grateful if I could meet you.
Would (date} at (time) be convenient for YOI,

I will telepbone you next week to confirm. I look forward to preeting o,

Confirming the details of a meeting

I thought it would be useful to confirm in writing the details of ouwr discussion
and then list the points you discussed:

1 Weare able to ...

2 Weill ...

3 Youwill ..

Circular letters to promote a product

Use an appropriate style to attract attention and to create an appropriate image for
your preduct and business.

Use bold or underlining to pick out the important details. You can use

CAPITAL LETTERS to pick out the name of a product or business.

Divide your message into clearly organised paragraphs. Each paragraph needs o
have a clear focus.

Use positive language. Say clearly what your product can do or what it offers.
Show how your product can help the reader or solve a problem for the reader

Summary 121
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