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To the student

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
learn phrases for writing business
correspondence. At the end of the section,
there is another writing exercise. These
beginning and end exercises will show you
how much you have learned in the section.

Section B is the Activity section. This helps you to
practice writing in a ‘real’ situation. Here,
you can use everything you learned in
SectionA.

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

Each unit is followed by the test



Unit 1 Making enquiries

1A Study section

® emails

e opening and closing a message

® subject headings

e asking for and sending information
® 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 Intercity 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?

O - Request for catalogues mE
| 1 Previous » b Next v | & peply (B Repludll [ByForware | W flag | S Print et Foelete | 0 | 2D Synatere

To: Jakarta Furnishings <sales@jakartafurnishings.com>
From: Jennifer Long <jlong@jkta.intercitybank.com>
Subjec:  Request for catalogues
Cc Michel Leff <mleff@jkta.intercitybank.com>

Dear Sir or Madam

We are expanding our offices in Jakarta and we will need extra 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

Jakarta 11196

Indonesia

Tel.021 6376008

Fax 021 6376733
www.intercitybank.com/indonesia




¥4 Inbox Request for catalogues =] E3 I
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Dear Ms Long

Thank you for your email. | am sending some catalogues to you
today which show details of the office equipment we can supply.

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

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

Yours sincerely

S. Basuki

Sales Executive

Jakarta Furnishings

Jalan Arjuna 7

Jakarta 11190

Tel 021 6373742

Fax 021 6373739
www.jakartafurnishings.com

To: Jennifer Long <jflong@jkea.intercitybank.com> E
From: S.Basuki <S. Basuki@jakartafurnishings.com>
Subject: Request for catalogues
Attached: price_list.doc
=l

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

5. Bec: d: Your full name, address and other details that are automatically
put at the end of your email
e: The topic you are writing about

6. Attached:  f: Your name and email address

7.Signature  g: The name and email address of someone you want to send a

copy to

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

b) How are the paragraphs separated?

¢) How does the email open and close?



1.3 Dear .../ Yours ...
Here are some ways to start your message.

Dear Sir or Madam

Dear Sir

Dear Madam
Dear Mr Smith
Dear Ms Smith
Dear Mrs Smith

Dear Miss Smith

Dear John

Writing tip

to a company

to a man if you do not know his name

to a woman if you do not know her name
to a married or unmarried man

to a married or unmarried woman

to a married woman

to an unmarried woman

to a friend or someone you know well

Be careful how you open a message.
¢ Do not use Mr/Mrs/Ms with a first name (e.g. Dear Mr John is not correct).
¢ 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 wishesYours faithfully Yours sincerely

e) Dear Mr Gonzalez
f) Dear David
g) Dear Sir or Madam

a) Dear Mrs Wilson
b) Dear Madam

c) Dear MsHemsuchi
d) Dear Susanna

1.4 Subject headings

Writing tip

Many businesses receive hundreds of emails every day. Unfortunately, a lot of
thesemessages are ‘junk mail’, usually advertising. Many people do not even
open thesemessages — 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 also help to ensure that the message
goes to the right person.

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

o New message P (MbEY  Newmesse  BISES|
To: Paty Gonzilez <pglz@todo.commx> = To:Sales Deprt <sales@express nec™ :
Subject: Subject
Dear Ms Gonzilez Dear Sir or Madam

Thank you for your enquiry.| am attaching a
suggested itnerary for a two-week holiday in
Vietnam.

Please can you send me derails of your prices for a
Spirit ZX98 computer, with delivery charges to
Londen? | need the computer urgently, so | would
be grateful if you can tell me how soon you could
deliver ic.

)|




New message

To: Y. Hui, SHCB Bank <hui.y@shcb.com™ ' To: Helgrid Schofield <helgrids@mzg.ch>

Subject: Subject:

Dear Mr Hui Dear Ms Schofield

Please can you tell me what your bank charges for Thank you for your email. Unfortunately, we do not
money transfers? | would like to make a transfer to stock spare parts for electronic products.

Japan. | suggest you contact Woshiba Radios directly and

ask where your nearest service centre is. Their

email address is service@woshiba.com,

4 )

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. | 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 June.
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.

You work for a company that sells mobile phones. What can you write in these
situations?



a) Someone has written asking for details of mobile phones that include a camera.
b) Someone has written to ask you for details 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 want a list of service centres.

1.7 Message style

Writing tip

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

e Write in a natural style. Do not use an old-fashioned, very formal style.
Say Thankyou for your letter, dated 14 June, notWe have received your
letter of the 14th of this month.

¢ Do not use very informal language, unless you know the person well.
Do not writeHi! or Hello! or Ciao, John!Write Dear John (if you know the
person) or Dear Mr Smith.

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

¢ Do not use slang. Write Someone in the office can help, notA guy here
can help.

¢ Do not use ‘emoticons’. Emoticons are symbols which people often use
inlnternet 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 OK. Great 2 hear u like the
pics. :-)

b) Dear Mr Wilson,
We are in receipt of your message, dated 15th of this month. | can
confirm that
we have despatched your order according to your instructions.

c) Hithere
How r you? I've passed your msg to Bill, a guy in my office, and he’ll
contact you soon. Bye.

d) Dear Ms Brown
We are awaiting your instructions concerning the address for the
despatch of yourorder



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.

From: Renate Makosch <t.makosch@observer.org>

DU % o e
Attached: pricelist pdf ]

To: NextTravel <info@nextzravel.com> E
1

Dear Sir or Madam AF;

l hls year the Ddlly S Pe 1 o
. ()h.\er\'ef news pa rwi prilll Qpe('l le Oon travg l agences. |
2 : ; : 3 ” a S lal ort av i
k\e were “‘)ndenng if vou d ]lkc 1 (4] Pu[ an ild mn “ ) ‘ I

Renate Makosch
Advertising Manager

I'attach our price list and look forward to hearing from you. :-) ‘ ’
!
|

!

<jsabeiMorales@iolit>
To: Ms|.Morales =

fFrom: Tom lLander <

Attached: Swiftzx.doc :

Hi!
i ift ZX series sports cars.
r vour email about the Swi Seri .

ITQ:Q:(:J ggr:wc:a i‘:\(ormalion which | hope you will find useful

Bye for now.

——— a0

1.9 Be Polite!

In business, if you are polite, you will usually get a better response and better

service.

Users of English often do the following to show politeness.

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

e Say more:

Thank you for your order for 10 boxes of Sunlight Wallpaper. Our price for each
box is 5250, plus an additional 550 for postage. Our normal delivery time is 3-5
days, not We got your order. The cost is 250 per box plus 550 for delivery.
Delivery is 3-5 days.

¢ Avoid being very direct:

We think your prices are rather high, not Your prices are not acceptable.

¢ Ask rather than order:
Please could you send it as soon as possible? not You must send it straight away.

¢ Use indirect questions:
| was wondering if you could help me, not Can you help me?

¢ Avoid blaming or accusing the addressee:
I am afraid there is a problem with the order, not You’ve made a mistake with
my order.

¢ Understate the point:
It seems we have a small problem, not There is a problem.



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.
b) Dear Sharon
Let’s meet next Monday at 1 p.m. We can meet at The Mousetrap restaurant.
| have to leave at 2 p.m., so come on time.
c¢) Dear Ms Mustapha
| received your letter. | have sent the goods. You will get them on Tuesday.
d) Mr Smith
Send me your price list. | need it now, so send it immediately.
e) What's your price for a Delphi ZX45 modem?

1.10 Consolidation: 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.

¥ Inbox o]

Date: Friday, 10 February 2006 15:35:59

To: Purchasing Supervisor <purchase@green.com.nz>
From: Stock Manager <stock@green.com.nz>
Subject: Corona order for orange juice

We sent an order for orange juice to Corona on 4 January, 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.

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:

e email layout

® opening/close

® subject headings

® how to ask for information
® style

e politeness.

10
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1BActivity section Misplaced orders

1) Slembrouck BVBA, a wholesaler in Belgium, has problems. Business is
not good, and they have dismissed a lot of staff. Their offices are now very
disorganised. Here are some orders that their sales executive brought back
after a trip to England. The orders are not clear. Answer the following

guestions.

a) What have ABC (Drinks Machines) Ltd ordered?

b) Who ordered the shampoo?
c) How can you improve the layout of the orders so that it is clearer?

Tﬂﬂ’ (@ ""”/f‘/m“ffm\ ~

Orongy e 1’
MJ,'H&‘W f

Wéo% shaupoo

coitac: My D, kicks {
:

" 400y 125 ud

ABC (Dsus Mochines) Lt
150 kg Tea-poudey

T a—

T ————
B —

wholesaler
a business that buys goods in large quantities from the manufacturer and

then sells them in smaller quantities to shops, etc.

11



2) The accounts department made out these invoices for the orders. Look at

them and answer these questions.

a) Are the invoices correct?

b) If the Court Hotel want to write to Slembrouck BVBA, who will they
address their email to? How will they open and close the email?
c) If ABC (Drinks Machines) Ltd want to send a similar message, what will

they write?

Q .
A SLEMBRO U CK
F v BVBA
Hoekstraat 250 9932 Ronsele Belgium
Tel 32-92643794 Fax 32-9-264-4179
Order online at www.slembrouck.be
amwhbsathm@dambmuahe

Invoice No. 391 Date: 25 Jan
Order NO. 256 Contact: Stefaan Ghislain

‘t

%
- 5
i"\

BVBA
Hoekstraat 250 9932 Ronsele Belgium
Tel 32:9264-3794 Fax 32-9-264-4179
Order online at www.slembrouck be

enquiries at infogslembrouck be

Invoice No. 732 Date:

To: Court Hotel
Chilcompton
Bath BA3 4sSA England

Order No. 260 Contact:

1,000 small bottles

of shampoO
g €60 per 100 € | 600 00
fixed delivery charge € 40 00
TOTAL € | 640 00

To: ABC (Drinks Machines) rtd

186 Park Lane
Bristol BS2 8BE

150 kg powdered tea

€ €5 per kg €[ 750

00
fixed delivery charge € 40 00
TOTAL €| 790 00

3) Slembrouck BVBA have now delivered the orders to the Court Hotel and
ABC (Drinks Machines) Ltd. Unfortunately, there are some problems with
both orders. In three groups, write the messages between the three
companies. The role cards at the back of the book will help you, but you
must decide what to write. When you have written your message, ‘send’ it
to the correct group. Then ask for a new card number. (There are three

cards for each company.)
Group 1

Group 3

JABC

BVBA

info@slembrouck be

Start on card 61

‘H‘It (OUDI ¢|°I[l

managerificourthotel couk
Start on card 2

M (CRINES MACHINES) LTD
abc@abcdnnks.com

Start on card 30

12



1C The writing 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:

e pages 117 to 121
e pages 124 to 127

® page 128

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

1 -how to begin and end an email

2 -where to write the date in a letter
3 - the correct style for personal business letters

4 - an example of a message or email asking for a refund

Getting help

b) Look inthe correct section and find the page reference for each item 1-4 above.
2. Use your dictionary
a) A good dictionary is a very useful tool when you are writing. You

need one!Find sell in your dictionary. Does it have this kind of
information?

It can tell you how to
say a word.

It can tell you what
type of word it is.

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

It can give you
examples.

It can tell you the
correct spelling.

tickets are all sold out ilr

e

|~ sell /sel/ v pt. pp sold. vendre: sell out of something vendre tout son stock: the

>

e reste plus de billets; sell-by date limite de vente.

It can tell you the
meaning.

e

It can give you useful
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 dictionary. What
differences in the nounand verb meanings are there?

service

share

credit

trip

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

British English American English
catalogue i S
2 center

K S check(money)

13



Vocabulary

British English American English
note (money) 4.,
5 apartment

car park (T

Test in Unit 1: letter layout, the date opening/closing a letter, subject headings

I. How will you open a letter to:
a) acompany
b) a man if you do not know his name
c) awoman if you do not know her name
d) aman
e) a married woman
f) an unmarried woman
g) a married or unmarried woman
h) a friend or someone you know well
Use the name John/Sarah Smith.

I1. How would you write these dates in a letter to the UK?
a) Jan. 15", 2004 (UK) C) 6/11/98 (UK) e) 23.1.87(UK)
b) 22" March 1977(UK) d) 09-07-99 (USA) f) 03.02.05 (USA)

I11. Join these openings to the right ending.
a) Dear Miss Smith

b) Dear Madaml.Peter

c) Dear Miss Yamato Peter
d) Dear Sarah
e) Dear Viktor
f) Dear MrConstantinov Richard Sanders
g) Dear Sirs

Best wishes

Yours faithfully

Yours sincerely

SergheyTRachyov

IV. Translate.

1. cxema, kommno3uius 2. ab3aim 3. myHkryanus 4. aapecar 5. mojs
6. oOpareHue, Ha3BaHUEe JOJDKHOCTH 7. TIOJMUCH 8. IPUEMIIEMbIiA

9. moa3aronoBok 1 0. BEIIIEYTTOMSHY THIN

V. Matchthesynonyms.

1. make bigger a) extra

2. want b) block style
3. additional C) need

4. modern style of business letters d) increase

5. faithfully e) pick up/take

14



6. helpful f) drop
7. collect g) sincerely
8. fall h) useful

V1. Write the opposites.
. careless a) present
..rememberb) unmarried
. married c) wrong

. missing d) rise

. correct e) forget
.send f) disagree

. fall g) receive

. agree h) careful

coONOOlThS~ WN -

VII. Complete the boxes presenting the layout of a business letter by choosing
appropriate words/expressions from the list below.

1

10

11

a) Body of letter b) Greeting c) Position of sender d) Subject heading e) Ref. f)
Receiver’s name, title and address g) Sender’s address h) Complimentary closing
i) Signature ) Date k) Name of sender

15



Unit 2 Businessprospects

2A Study section

e attachments

® part of messages

® beginning and ending a message
e email conventions

Test yourself

You work for Water Sports Ltd. A woman telephoned your company and asked if you stock
Sea world boat engines and accessories. She was particularly interested in the Wave 78
engine. You said you would send her an email with some brochures about Seaworld

engines and tell her when the Seaworld agent is coming to your shop.
Write that email. (Invent any details you need.)

When you have finished, put the message away until 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 there ply shown on pagel8.

d) Why has Takayuki Aoyama written to Eastern Bank!
e) What has Husain Dhaif done with the attached catalogue!

[ Agents in Bahrain =
T Proviows v {3 Next > | & Reply T Repiy Al [Hforwerd | W rieg |G Print ot Foetete B 4 | B nom - }

To: Corporate Section <corporate(@easternbank.com> ’
From: Takayuki Aoyama <taoyama@interfon.co.jp>
Subject:  Agents in Bahrain
Cec:  Ryota Ishikawa <rishikawa@interfon.co.jp>
Bec:
Attached: catalog.pdf |

Dear Corporate Section:

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

We specialize in the manufacture of radio telephones. At present, we export to
Europe and Latin America, but we would like to start exporting to the Arabian Gulf.

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

Sincerely ’
Takayuki Aoyama

Export Division ’
www.interfon.co.jp




Note that Mr. Aoyama is using American English spelling and expressions.
These are covered in more detail in Unit3.

Re: Agents in Bahrain

|!|@|"?|Eﬂe |gdn [ View | Insert |Qﬂm|unndw|udp

=l
To: Takayuki Aoyama <taoyama@interfon.co.jp>
From: Husain Dhaif <h.dhaif@easternbank.com>
Subject: Re: Agents in Bahrain

Dear M1 Acoyama
Thank you for your emcil of 8 February, enguiring about agents for your
products

have forwarded your email and the attached catalogue to the following
compamnies in Bahraon, They all specialise in sales of electreonic equipment

[ have asked them to contact you directly.

Arabian Electionics arabicnelectronics@batelco.com.bh
Gulf Communications gecom@goom.com

Khaiid Electronics khalidelectronics@batelco .com. bh
Almoayed Sound and Vision mio@asv.com

Al Khayah Ltd Alkhaxah@bateloo.com. bh

Phone Zayani info@zayaniradios.com

We hope that this will help you
Yours sincerely

Huscon Dhaid

Eastern Bank, Bahrain
Tel 4 973 177906765
Fax + @73 177906768
www .easternbank.com

2.2 Attachments

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

| am attaching our
cataloguetothismessage.Pleasecontactmeifyouwouldlikemoreinformation.

Please find attached our report. Look forward to hearing your comments.

| have just received the photographs, which | have attached to this
message. Please can you select the photographs you would like in the
news letter?

If you have any problems opening the file, please let me know.

Sometimes, people have problems with attachments.

Thankyouforyouremail.lamafraidyouforgottoattachthereport.Couldyousendyourmessagea

gain, please?

Thank you for your message. Unfortunately, the attachment won’t open on my computer. Could yoy
send it again in a different format? Sorry! | forgot to send the attachment.

17



What would you reply to these messages!

a)
b)

c)

d)

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

Many thanks for your message. Unfortunately, when | 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? |

requested a copy of your brochure
photographs of your office party.

| am away from the office for three
send me a copy as an attachment?

Please find attached an application
processor and send it back to me.

2.3 Arabian Electronics reply

for the DF434 digital camera, but | think you have sent me

weeks, so | will not see there port untill get back. Can you

form for the conference. Please complete it in your word

Sometime later, Interfon received this message from Arabian Electronics. Mr. Aoyama
wrote back straight away.

a)

What did Arabian Electronics want

to know, and what was Interfon’s answer?

b) Did Mr. Aoyama attach details of their products?

= e —— &8
@ “Agents in Bahrain = =)
‘ 3 Previve = 3 et w | %) Deoly gty Al Ferverd L I Ll Pooe F 4 g ot
To: Takayuki Aoyama <taoyama@interfon.co.jp>
: i i >
From: Arabian Electronics <arabianelectronics@batelco.com.bh I
Subject: Agents in Bahrain H
[ |
Dear Mr Aoyama
il Bruary
Fastern Bank have forwarded your email of February to us ‘ l
1 76\ » 1
\We are interested in importing radio telephones and we would like to
receive some more information about vour products and vour preferred
' 2 Prices in ye atalogue are still
terms. Please could you confirm that the prices in your talog 1B
{ r Agents in Bahrain - anl
correct o Praviems v et v :250)! 4§M|ul Fforvart Wiy - ,a 3 :xl*" =
We look forward 10 hearing from you. : Orletr )

Yours sincerely

K. Al Jalahma i
Managing Director, Arabian Electronics
PO Box 26180

Manama, Babrain

el +973 178874562 |

Fax +973 1788743549

To:  Arabian Electronics <arabianelectronics@batelco.com.bh> i
From: Takayuki Aoyama <taoyama@interfon.co.jp> ’
Subject: Agents in Bahrain

Dear Mr. Al J;ﬂahma: f
Thank you for your email of March 2.

Today | sent you by courier some more information about our products
and standard terms. With this, | included details of our new pocket 1

radio telephone, the Portifon X3, which you may be interested in. The
prices in our catalog are correct until end December.

I plan to visit the Middle East soon and will write aqain to arrange a
demanstration of our products. We will also be at the Gulf Coms Fair at
the Dubai Exhibition Center May 16-18.

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

Takayuki Aoyama
Export Division
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2.4 Part of a message

Most messages have three parts.

Dear...
1. Anopening
This says why you are writing.

2. The main message
This gives the details.

3. The close
This usually talks about the future.

Yours faithfully/sincerely, etc.

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 what further information.
c) You want to know if the company you are writing to organizes business conferences in
Malaysia.

If you are replying, you can start:

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

1. How would you start your reply in these situations?
a) A company sent you anemailyou on 23 July. They want to know if you sell photocopiers
b) A company sent you afaxon3 June. They want to know if you are going to a sales exhibition
in London
c) A woman telephoned you this morning. She wants to know if your shop is interested in
distributing their range of musical instruments.
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2.6 Ending a message

Here are some ways to end a message.

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

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

Ihope that this information will help you.

Please contact me

Please feel free contact me If you need any further information

Please let me know

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 enquiring about our prices.

b) Thank you for your letter of 16 February concerning Arabian Electronics.

¢) Ilook forward to receiving your order.

d) Thank you for your telephone call today.

e) | hope that this information will help you.

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

v New message M= g3 e New message M =1 E3
rDear Madam E Dear Mr Hugo 8
1 3
We are happy t_O tell you that 3P0V8m§“ﬁ°“5d We sell three kinds of water heaters. The prices are €
company has aiways paid our bills on time. We 1,600 (150 litres), € 1,750 (200 litres) and € 1,900 (250
have never had any problems with them. . litres). | enclose some brochures.
| 2 4
Ms R.J. Smith Jan van Oos
Manager Sales Department
| 4 =
W New message =] B3
Dear Peter B
5

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

6

John

John Blake




2.8 Email conventions

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

« Make sure your emails always open [Dear...] and close properly (Yours...). This is not only polite, it also tells
the reader that the message is for them, and not just a copy (cc or bcc), and that the message has finished.
o Don’t write in CAPITALS. In email, capitals are the same as shouting! Similarly, don’t write all
in lower case.
« If you are writing a reply to an email, don’t copy the original message back to the person who
sent it, unless it is important to do so. However, make it clear what you are replying to. The
person you are replying to will normally have a copy of their original message.
« Some email writers copy parts of the original message back to the addressee and then write their
reply. Usually, the part that is copied has > in front of it. For example:

1%} Create message | _ O] x|
=l

Mail to: Vincenzo Pellegrini <vpellegrini@italialink.it>
Subject: Re. Distributor details
Dear Mr Pellegrini

> Could you tell me details of your distributors in ltaly?
Our main distributor in Italy is Mazzerini Stock House, via Cavour |23, Milano.

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

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

« Check your work before you send it! Most email programs have spelling: grammar checkers.
Use them! Abadly spelled, poorly written email can give a very negative impression.

Writing tip

e |tis agood idea to send yourself an email first. That way, you can check that your
name and address are correct, and that the message is displayed correctly.

e  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.

0 e Create message =] E3

To: Diana Smith <dsmith@networks.com>
From: Hamed Zayani <H.zayani@sunderlandpaints.com>

>Please can you send me details of your range of paints and

painting equipment.

THANK YOU FOR YOUR EMAIL. I'VE PUT SOME INFO IN POST TO

YOU ABOUT OUR

PIANTS. YOU CAN ALSO VISIT ONE OF OUR SHOPS NEAR YOU.

PLEASE VISIT OUR WEBSITE WWW.SUNDERLAND.COM =
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0 Create message !El!:!

To: Yosi Xu <y.xu@neednet.co.tw>
From: Parth Khimji <pkhimji@khimjiworld.com>
Subject: Hotle booking

Dear Mr Xu

i recieved your email about your hotle booking. we are full on the dates you
wants. sorry. you can try hotel emperor that is near us. perhaps they’s got
rooms.

=

o Create message BEB

To: Mario Tanaka <tanaka@twister.ne.jp>
From: Per Johanson <pjoh32@scandiatoys.com>
Subject:  Re: Do you stock swimming pools?

Mario Tanaka

No, we don’t. We did. Not any more. We selled the buisness to Kidsworld.
See their website www.kidsworld.com

|

2.9 Consolidation: a complete email

You work for Hudson Motors Ltd. Last week, a man called Stefan Polloni telephoned you and asked you
to send him details of the Sodiac 456 and Sodiac 345i 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 (special 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 with the 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 opening/closing a email
e beginning/ending a message
e sending attachments.
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2BActivity section

A business trip

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

subsidiary in Singapore. Read his emails.

a) How exactly does he say he wants to meet the addressees?

b) What information does he want from Leefung in Singapore? How does he ask?
¢) What would he write if he wanted to have dinner with the addressee?
d) What would he write if he wanted to know the name of a good hotel?

~ Visit to Singapore

Inbox

i’D

T Proviom < 5 toxt = | 23 feply 2y Reply A Tyrarverd | ™ fleg | & Priot o Gooew L Q

Production Supervisor <Production@leefung-singapore.com>

To: !
From: Jun Mizuno <jmizuno@nagakura.com.jp>
Date: |2 January 2006
'\ Subject:  Visit to Singapore
‘ -

‘ Dear Sir or Madam
my forthcoming trip to South-East Asia and |

[ I am now planning :
1 B e 5 y
would be very pleased if we could meet'to discuss the new

’ Nagakura products.

i 1 hope to be in Singapore on 9-10 Mare S il
visit vou on 10 March at 11.30 a.m.? ] would be grateful if, in your
. exactly where your offices are located.

reply, you could tell me

range of

h. Would it be convenient to

s Visitto HongKong =~ CE)

‘ 1 look forward to hearing from you.

v Bhexte B
v | 2300l (B Reply Al 3 Forwars ™ Fleg Prim Ftar Gowew | B T T
- £ ¥ nbox w

[a]
[ proes
‘ Yours faithfully 1

Nagakura

International Relations <IntRel@leefungintl.com>
Jun Mizuno <jmizuno@nagakura.com.jp>

To:
) Jun Mizuno From:
1 Technical Sales l?ate: '?Januar’y 2006
Subject:  Visit to Hong Kong

Yoshimori Heights Kawasaki-shi
Kanagawa Ken 231 Japan

Tel +81 44-932-2526

Fax +81 44-932-2884

‘ www.nagakura,com.jp ‘

Dear Sir or Madam

I am now planning

Nagakura products.

visit you on 12 March

Yours faithfully
Jun Mizuno

Technical Sales
Nagakura

Tel +81 44-932-2526
Fax +81 44-932-2884
www.nagakura.ec m.jp

—_—

my forthcoming trip to Sq y i
b o y I South-East Asia and |
would be very pleased if we could meet to discuss the

I hope to be in Hong Kong on 12-13 March. Would it be
at 11,00 a.m.?

['ook forward to heari ng from you.

Y:05}1irnori Heights Kawasaki-shi
Kanagawa Ken 231 Japan

new range of [

convenient to
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5) 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?

0 2 ~ Visit to Hong Kong

. = .
¢ -n = Print et W oelete | B 4
. 1 Previom v b Next _?J Roply % Reply AN [ Forverd - | 3 a

! To: International Relations <IntRel@leefunglntl.com>
From: Jun Mizuno <jmizuno@nagakura.com.jp>
Date: |3 January 2006

Subject:  Visit to Hong Kong

g - |
IH
|

-

Dear Sir or Madam

I hope you received my email of 12 January concerning my trip to
Hong Kong.

I would be grateful if, in your reply to that email, you (-nuld give n
| pame and address of the manager of your Bangkok office.

Looking forward to hearing from you.

Yours faithfully

Jun Mizuno

1 Technical Sales

Nagakura

Yoshimori Heights Kawasaki-shi
Kanagawa Ken 231 Japan

Tel +81 44-932-2526

Fax +81 44-932-2884
www.nagakura.comJjp

__

|
|

e the ‘ \

k=

6) Jun Mizuno is now waiting for replies from Leefung Plastics in

Hong Kong and 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 1 Group 2

1.1

jmizuno@nagakura.com.jp

Start on card 62

1 IntRel@leefungintl.com

Start on card 27

Leefung Plastics

Group 3

Leefung Plastics
(Singcpore) Lid

’ Productionf@leefung-singapore.com

24



2C The writing process Steps in writing a message

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

Tle Student's Guide

45 Windsor Street
Langford LG56 7THP
England

2 March 2008 ‘

Dear Sir or Madam
We are writing to ask if you can help us. We are producing a guide to help studentg choose
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 it
- what you don’t like about it
- what you need to be good at the job.

We look forward to hearing from you. Many thanks.
Yours faithfully

Margaret Smith |
Editor, The Student's Guide ‘

Email: msmith@theguide.org

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

4 N\ 4 N\ 4

Produce a final version. Send your message! Check Spe'"”glw grammar, style and

ayout.

\ J \ J \ y
4 N\ ( N\ 4

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

received.
\_ J \ J/ .
4 N\ 4 N\ 4
Write a draft. Note down important/useful phrases. Read the letter again.

\ J \ J \

4. Try it out!
Read the letter again. Follow your diagram and write a reply. You can
invent any details you need.
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Test in Unit 2: parts of a letter

I. Match the words with a similar meaning.

look for
receive

branch

be able to
forward
contact
Gentlemen
Inquire

9. Sincerely yours
10.reply

Nk owdE

11.say that something is correct
12. in another envelope

13. shortly
14. additional

15.delay because you are not sure

I1. Match the opposites.
1. inquire

2. correct

3. feel free

4. opening

5. forth coming

I11. Insert prepositions where necessary.

a) Yours faithfully
b) Dear Sirs

c) ask

d) hesitate

) soon

f) subsidiary

g) get in touch with
h) under separate cover
1) pass on to

J) get

K) further

I) search

m) confirm

n) can

0) answer

a) past

b) close
C) answer
d) hesitate
e) wrong

1. We are writing to enquire ...(1) agents ... (2) our products ... (3) Bahrain. 2. We

have passed your letter ... (4) .... (5) the following companies who will contact
you ...(6) direct. 3. We are interested ... (7) importing radio telephones. 4. I am
pleased to send ... (8) you some ...(9) our brochures ... (10) separate cover.

IV. Translate.
Letter 1

Mpi1 pansl Obutd noayuuTh Bamie nucbmo oT 10 anpesns ¢ NPUIIOKEHHBIM K HEMY
CIIMCKOM TOBapoOB, KOTOpble BaMm HyX HBI 10 KOHIIA Masl.
Ha oTmenpHOM JicTe MBI Ha3HAYMIIM IICHBI Ha 5TH ToBapbl (have quoted for these
item). 3aBepsiem Bac (We assure you), 4to Ha3HaueHHBIC IICHBI - CaMbIC HU3KHE,

HACKOJIBKO 3TO BO3MOKHO.

C yBaxkeHUeEM.
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Letter 2

MBsI pajpl cooOmTh BaM 00 OTKpBITHH Halllel HOBOW (haOpUKH 110 IPOU3BOJICTBY
oducHol Mebenu.

Bbel yOemuTech, 4TO Halla COBpPEMEHHAs IPOW3BOACTBEHHAS TEXHOJIOTHS
MO3BOJIIET HaM IPEUIOKHTh MeOenb Mo 3HauutenaprHo  (considerably) Ooiee
HU3KOM IIeHe, YeM Yy HallMX KOHKYPEHTOB, W Mbl HaJaeeMcs, 4YTO BbI
BOCIIOJIB3YETECh 3TOM BO3MOXKHOCTBIO TPEIJIOKUTh CBOMM 3aKa3uyukaM  3TH
IICPBOKJIACCHBIE TOBAPHI.

Msbl oxumaem Bammx Oyaymux 3aka3oB, 3Has, YTO TEMEPh MBI CMOXKEM
HPETIOKUTE JTydliiee 00CTy:KUBAHHE.

Letter 3

Mps1 6narogapum Bac 3a Bame nucemo ot 23 mapta, B koTopoMm Bbl cooOiaere,
yto r-H CMUT npulyaet 25 anperns.

MpbI JOTOBOPUIIUCH O JETalsix Mepompuatus (arrangement) u ¢ HeTeprieHHeM
O’KHJIAEM IIPUE3/IA.

V. Name the parts of a letter.

1. Dear....-?

2. Please feel free to contact me if you need any further information. (This
usually talks about the future) -?

3. We are writing to inquire about ... (This says why you are writing) - ?

4. T am visiting the Middle East soon... (This gives the details) -?
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Unit 3Contacting Customers

3A Study section
o referring
e giving good/bad news
e saying what you can/cannot do
e giving reasons
e British and American English
e paragraphs

Test yourself

You work for Conferences Unlimited? A company which arranges conferences.
Unfortunatelly, your office has made a double booking. IBN 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 booking. (Invent
any details you need.)

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

3.1 Giving news
Read the messages on this and on the next page. What do the writers say when they want to:

a) refer to the last time that they contacted each other?
b) give some good or bad news?
c) give areason for good/bad news?

|!|Q|\>|fnc . |gdn I}[lew I[nsert Ime |)Mndow Iﬂelp
To:  Jennifer Long <jlong@jkta.intercitybank.com> =
From:  S.Basuki <S.Basuki@jakartafurnishings.com>

Subject:  Order 2789
Date: 24 February 2006

Dear Ms Long =

| am writing in connection with your order 2789 for office furniture and your
telephone call 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. We have the cabinets
on pages 45 and 46 in our catalogue in stock now, however, in four different colours
(green, brown, black and white).You can see them in our city-centre showroom.

With regard to the lamps and desks, we will deliver the goods before |3 March,
as agreed.

With apologies

Yours sincerely

S. Basuki
Sales Executive




(o} Peach Computers ' G2
O Prevous v & Mt v | By Reply HReplyan (FHlorwerd | ™ ring | o Prist L tot Woeete & o | B inbx > l
To: ) Williams <jwilliams@ace.com>
From: Jim Hutton <j.hutton@dataservices.co.uk>
Subject: Peach Computers
Attached: Peach_prices.doc k
Dear Mr Williams
Further to our telephone discussion on Thursday, | am
delighted to tell you that we are now able to reduce the price
of our 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 Hutton
Sales
Data Services
Howard House F’! [l Tﬂ
456 Hinley Road . o
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 ...
Writing tip You should not usually start a letter or email with with regard to. This phrase is

not used to introduce a topic initially, but to add information about another
aspect of a topic. Look at the message from Jakarta Furnishings in 3.1.
You can refer to a topic like this:
Dear Ms Jenkins
Re: invoice 14673
Re: stands for with reference to.

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

c) Aninvoice (no. 679) for a photocopier

d) a meeting you had with the addressee on 16 January

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

g) afaxorder for six computers that you received today
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3.3 Givinggood/bad news

good news

pleased tell
lam delighted to inform you that ...

happy advise
bad news

regret tell
We/ | | are/amsorry | to | inform | you that ...

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) e your order for some cupboards, .......cccceceeiirrrennenn. , we
have had to increase the price.

b) e, your application for a post as secretary, .......ccccvevveveenenens,
that we would like you to start work as soon as possible.

C) e your application for a post as secretary; .......ccccevevervenennes,
you were not successful.

d) e, Our telephone conversation last week, ......ccccceeveeennenne. ,

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 able to ...
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 governmen has increase the sales tax.

c) 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

This is

Writing tip

Owing to ...
Due to...

As aresult of ...
Because of ...

e Owing tois normally only used for bad news.

e If you want to use a verb after these phrases, add the fact that ..., e. g.

This is due to the fact that the dollar has risen.

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

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

a) increase — fall of the dollar
We have been forced to increase our prices. This is owing to the fall of the dollar.

b) delay the delivery of the goods — strike by airline pilots

c) increase all salaries by 10% - rise in sales

d) cut all salaries by 10% - fall in sales

e) cannot deliver your new order — we have not received your payment for the last
order

f) cancel the meeting — a lot of staff have been ill
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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?

o FLLMaiIeHLSteve WalterLQﬂ'shoi'é Investment Fair] =]
i Praviews > B Next v peply (MpeplgAll [Hrorvera Pl @) Print _Heot FGooew B 0 G v

To: Steve Walter <swalter@hurricane.com.tw>
From: Catherine Shih <cshih@studio | .com.tw>
Subject: Offshore Investment Fair

Attached MEF_floor.pdf

w— —

Dear Steve:

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

| 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 50-foot area, near the center of the exhibition on the first
floor. | am attaching a floor plan so that you can see for yourself.

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

Best regards

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

R R T —

3.7 British and American English

The main difference between British English (BE) and American English (AE) 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. Notice the colon (:) wich AE writers
sometimes use after the opening.

Spelling

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

-our in BE is often —or in AE: colour/color, favourite/favorite, labour/labor

-se in BE is often —ze in AE: analyse/analyze, criticise/criticize, recognise/recognize
-ogue in BE often —og in AE: catalogue/catalog, dialogue/dialog
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Vocabulary
There are many vocabulary differences between BE and AE. For example:

British English American English
curriculum vitae resume
note (money) bill
bill (in a restaurant) | 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 | spok to Per about this. Did you ask Margareta?

Writing tip You can use British English or American English. The most important point is that you are
consistent, or it will look like a mistake. For example, do not write You can see the
different colours in our catalog. Write colours and catalogue, or colors and catalog.
Check in a dictionary if you are not sure.

1. Are these examples of British or American English? Change them into American/British
English.
a) You'll find our offices on the ground floor.
b) Please send us a copy of your resume.
c) The theater is downtown, next to a large store.
d) Please give your name, address and posrcode, and we will send you a catalogue.
e) We specialize in downtown real estate.

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

BROWN’S FURNITURE STORE!

-
e

WE STOCK AN AMAZING SELECTION OF STYLES AND COLORS. @LL AT & PRICE. THAT YOU'LL FIND HARD TO
sear. WE'RE SURE TO MAVE YOUR FAVORITE. ON OUR GROUND FLOGR,"YOU LL FIND A WIDE RANGE OF
FURNITURE FOR YOUR HOME. ON OUR FIRST FLOOR, WE HAVE SPECIAL DEALS ON OFFICE FURNITURE.

Vissr BROWN'S FURNITURE SHOP: NEAR THE ENZO GAS STATION, IN THE CITY CENTRE.
SEND US YOUR NAME, ADDRESS AND ZIP CODE FOR OUR NEW CATALOGUE.
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3.8 Paragraphs

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

1. Look at the messagesin 2.1, 2.3, 3.1 and 3.6. 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?

o [ - 5 Prices and the TW786 g8
To: Steven Brown <sbrown@Tshops.net> [
From: Indu Siriwakni <i.siriwakni@telewon.com=>

Subject: Prices and the TW786 ||

— - - — —{
Dear Steve Thank vou for your message of 17 May. It was good to hear from you. You
are correcl 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 loyval customer, we can offer you a special 109 discount untl the
end of the year, We have a new product which I think you will find interesting. It is the
IF'W786. This is our 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
vou an official invitation soon, but please put this date in your diary. 1 look forward to

seeing you, With best wishes Indu

l Indu Sirtwakni Project leader Telewon Ltd

0 0 — — __Network installation e e i e B8
| & Provieas » O mext = | B Reply (BmlyAll [Hrorverd | W hag | gdpemt et Poven B0 B oo
To: Inge Weiss <i.weiss@homenet.com>
From: Customer Service Desk <csd@net2net.com.tw> |
Subject:  Network instaliation l ‘
|
T 4 1 2 y ' . 2 1 - |
Dear Inge: Good news! Following our conversation yesterday, 1 talked with our engineers. | |
| 1 1
| am pleased to tell you that we can install your new wireless network one month carlier than ‘

wie the V.I'.fhl \‘-"7',‘-\ Cian now l'l"_\‘.l'. |..1|H.-.X“| 23, With regard to the I‘l‘ necrs, | need to “'H,'.‘.l\ ‘

to our manager to see if we can revise the price. We can supply five free cartridees for each
‘ i Pl :
|

printer. 1 checked the price for the scanners, but unfortunately we are unable to reduce the

price on those. This 15 because our s ipphers recent lv increased the price by 15%, Please can

vou confirm that Ja rary 23 is a good date for vou for the network imstallation? Best ‘

\

‘ regards Rebecca Rebegea Ou Customer Service Desk Net2Ner Services

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 yourr customers, telling them that your office has moved.

b) You have to write to all yourr 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.

c) You work 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.

34



3.9 Consolidation: a complete 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
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3BActivity section HOIiday time

1. Western Travel have to arrange a trip to Mexico in July for a group of 25 people. The group
organisers want a tour with a small company, not one of the larger travel companies. They

have selected two tours, but want to keep the costs down.

a) Wich company is cheaper if the group is travelling in July and wants twin-bedded rooms

and insurance?
b) Do booth companies use the same airline?

Sun Express Holidays

=] = e | & &_‘ 32 ﬁ
- Ec/« \ ‘m«iﬂ me-f- frws _’__—Lq—"_] \
|

Horoe
W SunExpress.co.uk

Go To w

This year. Su _
holiday ever! You'll have a chance to see f\ztec Mexico,
Spanish Colonial Mexico as we take

: Mayan Mexico and '
l A ) ,.‘ . youy from Mexico City right down to tr!e south. Click here
| for full details of the places you'll visit, '

n and include flights. accommodation

_ TR Prices are per perso
' ]— in twin-bedded rooms in 4- or 5-star hotels, all meals.
| 5

Mexico 1& nights
R’ s‘"’ EXP'es’ - go::E:;ress is organising the best Mexican
| ¥,

all entrances, local transport and iﬁuznc_

-Departure_s every Saturday.

June, £1.200 % July £1.450 ¥ August€1575
S—uppl—ement for a_single room: {_200_ e
I;l;as_e- q—uot;our number 5210 when booking or

Golden rl Your personal !
conlach_ng E e =

[
.. : any ntactingus. —
= A \ S i i ays direct to Mexico.
i @ All flights are with Pekar Airways R
S e B

| 0 one kn ico li
— ows Mexico like Gold
I E XpOnLNCe N Holidays! =

Mexico wilk  Come with us on our tour of this fabulous
country and you'll see sights you've never
dreamed of ... the Mayan pyramids of
Palenque, Chichen-Itza and Uxma __ the
spa_rlflmg water and white sands of the Caribbea W
ex.cltmg atmosphere of Acapulco ... and much nrl‘uchr:; !
Price; £1,300 per person, including flights, all |:neals and :;

excursions for 15 days. Price i i
el is based on two people sharing

Supplement for a single room: £175

| é ” /:’ /(u( lnsu‘rance available at £75 per person
Carrier: Stanley Air

Depaﬁures every Tuesday in June, July and August
Special discounts for groups of more than 30: 1204

| //0 /f:'{/a,(/f
1

| S—




2. Western Travel called Sun Express to ask them if they could offer a group discount. They

received this email. Wich company is cheaper now?
] = 5 Tour 5210

To:  Charlotte McEvoy <C.McEvoy@westerntravel.co,uk>
From: Reservations <reservations@SunExpress.co.uk>
Subject:  Tour 5210

Dear Charlotte
Further to your call. | have spoken to my supervisor about discounts to Mexico.

We can offer you a special discount of 10% on the basic price (including
insurance) for a group of 20 or more. However, we cannot give this discount on
the single-room supplement. unfortunately.

| hope this information is helpful for you. and | look forward to receiving your

bookings.

Yours
Renate Weiss
Bookings Supervisor

3. As Sun Express were now cheaper than Golden Holidays, Western Travel made the bookings

with Sun Express.

Re: Tour 5210

‘ To: Reservations <reservations@SunExpress.co.uk>
From: Charlotte McEvoy <C.McEvoy@westerntravel.co.uk>
Subject: Re: Tour 5210

Y Diear Renate

|  Thank you for your email concerning the Mexico Tour 5210 and the group d

| July. I will contact you with names of all group members in the nexe few days.
I look forward to receiving your confirmation.

Best wishes
Charlotte
Charlotte McEvoy

Western Travel

@ = ——

iIscount,

Please reserve 25 places in the name of Mr Daniel Thomas on the rour departing 15

CL

— -

Western Travel are now waiting to receive confirmation from Sun Express. In three groups,

write the correspondence between Western Travel, Sun Express and Go

Iden Holidays. 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 group.)

Group 1 Group 2

Golden
~ Holidays

reservations@SunExpress,co.uk reservations@goldenholidays.com

Start on card 54 Start on card 31

Sun Express

Group 3

C.McEvoy@westerntravel.co.uk
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3C The writing process Writi nga pla n

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
organize your ideas.

Look at the emails in 2.1. Match these plans to the correct email.

b

Dear ... ® Dear ...
Open the message, Thank them for * Open the message. Say why you are
their letter. writing and who gave vou their
Say what you have done. Give the address.
informarion, * Say what you want to do.
Close the message. * Ask them to help.
Yours ... e Close the message.
Give your name and ticle, * Yours ...
* (rive vour name and title.

More practice.

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

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

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

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

d) This morning you found a message on your answering machine. A woman left an order
for 35 boxes of paper towels. She left her name and email address.

Unfortunately, your company makes furniture, not paper towels. She telephoned the
wrong number. Your number is 273456. The number she needs is 237456.
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Test in Unit 3: referring, giving good/bad news, saying what you can and cannot

do, giving reasons
I. Translate.

to refer to

to give bad news

to give reasons

in the name of

special rates for groups
to offer
supplementary charges
a letter of confirmation
. to accept

10. to make sure

OO NOULREWDNPRE

1. in connection with a) inform

2. regret b) get

3. asaresult c) be sorry

4. advise d) with regard to
5. receive e) owing to

6. be forced f) organize

7. increase g) have to

8. arrange h) rise

9. carrier i) reduce

10. cut j) airline

lll. Match the opposites.

1. can a) base

2. regret b) destination
3. increase c) be unable

4. departure d) be delighted
5. supplement e) reduce

I. Match the words with a similar meaning.
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IV. Translate.

1.  nMwy B CBA3M C BblWEYNOMAHYTbIM 3aKa30M Ha OdUCHY0 mebenb. 2. YTo
KacaeTcAa Bawero 3aKa3a, Mbl 4OCTaBMM TOBapbl A0 1 man, Kak A0OrosBapuMBanmnCch.
3. B pononHeHue K Hawemy TenedoHHOMY pas3roBopy BYepa, A CYACTIMB
coobwmTb Bam, 4TO Mbl TENepb MOXKEM CHU3UTb LeHbl Ha HALWM KOMMbIOTEPbI.

4. OTHOCuTenbHO Balwero 3asABneHMA Ha [O/IKHOCTb CEKpeTapAa, Mbl  paabl
CoOb6WNTb, YTO Bam cnepyeT HavyaTb pPaboTy KakK MOXHO paHbwe. 5. A nuwy,
4yTOob6bI NOATBEPAMUTL NOAPOOHOCTU HAWEro BYepaLLHErO PA3roBopa OTHOCUTENbHO
rpynnoBoi noesaku 8 tanuto.

V. Translate the following letters.
Letter 1

OTHocuTenbHO Bawero cueta-paKkTypbl Ne 2106 oT 23 mnioAs, Mbl C COXaEHUEM
coobuiaem, yto Bbl caenanm ownbKy B UTOorosom cymme (in your total).

Haw 4yek Ha npeablaywyto cymmy (amount) npunaraetca, m Mbl 6bian Bbl
6narogapHbl, ecnm bbl Bbl cnpaBuam cHET-GaKTypy.

NcKkpeHHe Baww.
Letter 2

Bonbwoe cnacnbo 3a Bawe nucbmo oT 25 anpensa, B KOTOPom Bbl npocuTe Hac
CTaTb Bawmmm NOCTOAHHBIMWU NOCTABLLUKAMM.

Mbl pagpl cnblwaTth, YTo Bbl Nnpeanonaraete (propose) yBennuntb Baw 6usHec ¢
HamM, U Mbl pagbl y40BAETBOPUTL Bally NPOCLOY.

Mbl C HETEPNEHNEM KAEM, YTO Mbl HAYHEM 06CNyXKMBaTb Bac, U paapl cabiwaThb,
4TO Bbl YA0BAETBOPEHbI (satisfied) ToBapamu, KoTopble Mbl NOCTaBAAEM.

Letter 3

Mbl corKaneem, 4To Bbl HE OTBETUAM HA Hale NMCbMO OT 25 anpens, B KOTOPOM
Mbl npocum Bac npoAcHUTb cymmy (to clear the amount) B8 $1006,
HeBbINAayYeHHyto no (against) cuéty-dpaktype N2 25. Mbi 66111 6bl NPU3HATENbHDI,
ecnn 6bl coobWMAM HAam, YTO eCTb Kakme-nnbo pasymHble OCHOBaHMA Bawen
HeynAnaThbl.

UcKpeHHe Bawl.
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Unit 4When things go wrong

4A Study section
e |etter layout
e thedate
e making mild complaints
e making a point
e warning
e making strong complaints

Test yourself

Six month ago, you sent an invoice to a company, Tiger Transport Ltd. You have reminded
them twice, but they have still not paid you. Write a letter (not an email) 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.(Inventanydetails thatyou need.)

Whenyouhavefinished,puttheletterawayuntiltheendofthissection.

4.1 Intercity Bank write to complain

Intercity Bank ordered some office furniture from Jakarta Furnishings. 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 MrBasuki. As you read the letters on this page and the next, find
the answers to these questions.

d) How does Ms Long complain?
e) What does MrBasuki want Ms Long to look at?
f)  Will MrBasuki refund the bank’s money?

. :
A Intercity Bank plc
Your ref: Jalan Thamin 58
Our ref: JL/fh/246 Jakarta 11196
Indonesia
Tel 021 6376008
Mr S. Basuki Fax 021 6376733
Jakarta Furnishings www.intercitybank.com/indonesia
Jalan Arjuna 7
Jakarta 11190 30 May 2006

Dear Mr Basuki

Order 2789

I am writing in connection with your email 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 this order.
Ve would be grateful if you could deliver these as soon as possible or refund our money.

We look forward to hearing from you.

Yours sincerely

Ms Jennifer Long
Office Manager
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IARARTA

Furnishings
Jalan Arjuna 7

Jakarta 11190
Tel 021 6373742

Mspnoiiar Long Fax 021 6373739
Office Manager
intercity Bank plc 2 June 2006

Jalan Thamin 58

96 Your ref: JLAR/246
Jakarta 111

Qur ref: SB/sl

Dear Ms Long

Order 2789 . " |

Thank you for your letter of 30 May enquiring 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 suppl!er's faclqry. 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. '.l
We expect to receive the goods next week, S0 | hope that you will not have 1o wal
much longer.

With apologies once again,

Yours singerely

8. Basuki
Sales Executive

4.2 Letter layout: block style

There are many ways to lay out a business letter. The letters from Intercity Bank and Jakarta Furnishings

are examples of the most common way. Look at the Letters and complete the description with the
correct words from the box.

top bottom right left after under

f) The address of the sender (the person who is writing) is at the

............ ,onthe ...
g) The name and address of the addressee (the person you are writing to) is at the ............... ,on
the e, .
h) The dateis atthe............, on the ................. ) e The address.
i) The subject heading is .......ccce..u.. Dear .......
j)  The paragraphs start at the .................. margin. Between the paragraphs, there is a space.
k) The signatureis .....cccceeveunen. Yours ...
[) The name and title of the sender is at the ................ ) e the signature.
m) There is no punctuation in the addresses or ............. Dear ... or

.............. Yours faithfully/sincerely.
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4.3 Giving good/bad news

Writing tip Be careful with the date! In British English, they write the day first, but in

American English, they write the month first. This means that 12-06-2006 is the
twelfth of June in Britain, but in the United States it is the sixth of December! 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 would you write these dates in a letter?

h) Jan. 16", 2006
i) 23" March 2007
j) 6/11/08 (UK)
k) 09-07-06 (USA)
) 21.1.07

m) 24.08.02 (USA)

4.4 Practice

Look 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”.

\'l‘\‘l'.\é"t'l_{'.\'l 26,
Groteborg 41803
Sweden
Tel +46 31 274906
Ms Susan Benton
Island World Holidays
I81 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 1 sent you a cheque for £260 as a
deposit. Unfortunately. I have not yet received a receipt tor ths.
| would be grateful if you could send me this as soon as possible

I look forward to hearing from you

2006, july 21st

Your ref. PER23/675
Best wishes
Margarcta Lindell
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4.5 Making a mild complaint

To make a mild complaint you can say:

Unfortunately, we have not yet received the filing cabinets.

andthen request some action.

Please could you
We would be grateful if you could
We would appreciate it if you could

deliver them soon

2. Match sentences a-d to sentences e-h to make four separate complaints.
a) Unfortunately, one of the machines you sent us was damaged.
b) Unfortunately, we have not yet received your payment.
c) Unfortunately, your driver took the goods to the wrong place.
d) Unfortunately, you forgot to mention the cost of your products.

e) Please could you send us your cheque before 30 June?
f)  We would be grateful if you could send us a replacement.

g) We would appreciate it if you could collect them and bring them to our offices.

h) Please could you send your price list as soon as possible?

3. What would you write in these situations? In each case, decide what action you want the

company or organization to take

d) A company has sent youa bill 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?

e) Your new photocopier has broken down five times in the last week. You have to write to the

company who sold it to you.

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

to you.

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

4.6 Letter practice

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

|

I
’ | ] MX3

-

MINACHI | i o

ion we ordered. rotal 17,562
Theis ome cosds dusice ad muc

OFFICE
EQUIPMENT | 924 NOT the pholocop

‘ 1 11-4-67 Nishiyami-dai Sayama-cho Osaka-Fu 288 Japan

® @
| ."" 'i | Invoice No: 5654 AH  Contact M. Onaka Date 13 June 2006

(including freight and insurance)

uUss 17,562

Write a full letter to Minachi complaining about the photocopier. First, make a 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 ...

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

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

You have been passed these messages. What will you write?
From: $. Patel
Date: 8/10

Terry Spencer keeps parking his car in front

of the main door.

| kave told him before that this space 15 referm) for the
Managing Director. Can you tell him again?

< Inter-Office Memo

From: RJR  To: DA Date: 9/10

Muriel McIver arrives half an hour )
ate for w
day. (She should start at 9.30.) Urkavery

We now need to give her a written reminder.
Please can you write to her?

Steve, |
The photocopier has broken down again. Can

you send. them an email? This is the third
time it has broken down this month. The last

time, they promised. it wouldn't happen agan.
A.
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4.8 Intercity Bank have to write again

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

a) 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?

. -

A Intercity Bank plc
Your ref: Jalan Thamin 58
Our ref: IL/th/246 Jakarta 11196

Indonesia

Tel 021 6376008

Fax 021 6376733

www.intercitybank.com/indonesia

26 August 2006

Mr S. Basuki )

Jakarta Furnishings
Jalan Arjuna 7
Jakarta 11190

Dear Mr Basuki
Order 2789
| am 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. | should like to remind you that we have already
paid for these cabinets. We must insist, therefore, that you deliver them
immediately or refund our money.

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

legal action.
Yours sincerely
- 1 ,'/\r_’.n(-.
" )e nm'l»C' ¥ B,

Ms Jennifer Long
Office Manager

4.9 Warning

One way to warn somebody is to say:

Unless ...,
we will be forced to ...

If ... (not) ...,

What warnings would you give these people?
a) acompany that has not paid your bill
b) another company that is using your company’s car park
¢) anemployee who always arrives late for work
d) abuilder who has left a lot of tools in your office
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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 months since we placed this order and we are still waiting
for the cabinets.

e make a point connected with this

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

e demand immediate action

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

If you think that it is necessary, you can also:
e give awarning

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

The Letters on this and on the next page are mixed up. Put the sentences in the correct order and
divide each one into three paragraphs.

The Manager

Swindle Cleaning Co

City Centre Towers
Winley WY6 7TY '

Dear Sir or Madam
i is is the
a |hope it is not necessary to remind you that this is h

second time | have complained about your employees.

If you are unable to do this, we will be forced to cancel
your contract with us.

i i our
¢ | am writing in connection with your contract to clean
offices.

i i ion to
| must insist, therefore, that you take immediate actiof
improve the quality of your services.

e Twice this week, | have found your workers asleep when
they should be working.

Yours faithfully
U s

H.].Wilson
Senior Administrator

Unit4a St
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Dear Sir or Madam

We booked and paid for a quarter-page :
) t v of the Friday
\dvertisement on the front page ol the \

cdition of your newspaper-

| - v1ai 1 siart 1
i L { outl our aave 1SCIIC
l am writ ng to« MME LNH .l!

' wspaper 0 July
which appeared in your new spaper on 10]

is is the third
I would like to remind vou that chis is the thi
(.

time that this has happened.

i 1 - forced ake all
i If you do not do this, we will be forced to take

O l TisingE DUS > y one of your coOm \l‘ll‘;tl\,
I aaver g DUSINCSS O Onc | my
ur ¢
.\ carer ujar adve i s 1N you W \‘\.llil s,
SWwWea cauar - SErs il I
NS 1 that ni eat \‘l -lll\kll ¢nt s
1 m t In\.\ Ve rcpe C semen

* ~ha .
T ., free arge.
Gaturday, on the front page, free of charg

OW I 1 S T (\ not ap afl nt
l{ WCEVC \l(.kd\'\[l cmen t ‘.l‘\\ un 1
5

Sarurday, and only on page 4,

Yours faithfully

—T e
e 7

L g TS
5 & e

Mr Daniel Thomas
Public Relations

4.11 Consolidation: a complete letter

You work at Central Business Consultants, 16 Hyde Towers, Hong Kong. The people who rent the offices
next to you play very loud music all day, every day, even though the contract says that ‘music is not
allowed’. It is impossible for you to work.

Write a full letter to them, making a strong complaint. First, make a plan for your letter. Then compare it
with the plan on page 122 before you write your letter.

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:
o |etter layout

e thedate

e mild and strong complaints

e warning
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4BActivity section

questions.

Who's responsible?

4. Read this newspaper article about an explosion in a clothes factory and answer these

¢) How much was Perfecta’s stock valued at?

d) What are Perfecta going to do now?

e) Who are Bauer AG?
f)  What have Aqua Warm done?

Explosioﬁ | ;l_estroy—s- factory

Daily News 3 January 2006

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

The explosion ripped through the
state-of-the-art premises of Perfecta
Ltd, the well-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 euros worth of clothes,” he
said. He claimed that they wrote to
Bauer AG, who installed the heating
system, on 9 December last year.
because 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, tactory
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 vyears with no previous
complaints. They have asked a surveyor
to report on the Perfecta explosion.

Perfect a now want compensation from Bauer AG and also to get the factory working again. In

three groups, you must write the correspondence between them. When 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 1

e
- -~

Start on card 23

Group 2

Ve AGUA
Perfecta Ltd WARM BV

Start on card 46

Group 3

BAUER AG

Start on card 29
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acThe writingprocess ~ Read before you write

3. Read!

Before you write a reply to a letter, it is best to carefully read the letter you received. This will

help your reply. Match the numbers 1-6 to comments a-f.

a) Mention the date.

b) Notice the style(formal/informal).

c) Copy the address carefully.

d) Read the main part of the message carefully.
e) Use subject headings and references.

f) Notice how the writer refers to him/herself.

.
Wl Intercity Bank plc
Your ref: Jalan Thamin 58
Qur ref: IL/fh/246 © Jakarta 11196

Indonesia@®
Tel 021 6376008
Fax 021 6376733
www.intercitybank.com/indonesia
Mr S. Basuki 26 August 200668
Jakarta Furnishings
Jalan Arjuna 7
Jakarta 11190

Dear Mr Basuki
Order 2789 @
| am 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. | should like to remind you that we have already
paid for these cabinets. We must insist, therefore, that you deliver them
immediately or refund our money. ®

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

Yours sincerely
/

},\Cl g \

o

,--"'j—;mlf'é 4

Ms Jennifer Long ®
Office Manager

50



4. Areply
Rewrite this reply, correcting the mistakes.

JARARTA

Furnishings

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

Dear Jennifer
Thank you for your letter.

Jalan Arjuna 7
Jakarta 11190
Tel 021 6373742
Fax 021 6373739

28 August 2006

Your ref; JL/fh/246
Qur ref: SB/si

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

We do try to advise customers to get what they need, but the final decision is

r, always the customers.
| am sorry | cannot be of more help.
v Yours faithfully

5. Pasuka

S. Basuki
Saies Executive
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Test in Unit 4: requesting action, apologizing, requesting information, telexes
(Version 1)

I. Match the opposites.

1. mild a) send

2. unfortunately b) expected
3. receive c) in the correct order
4. bring d) strong

5. wrong e) constant
6. temporary f) suited

7. apologize g) luckily

8. unforeseen h) take

9. mixed up i) thank

10. inconvenient j) right

. Match the words with a similar meaning.

1. in connection a) ask

2. be grateful b) ruin

3. damage c) concerning

4. request d) appreciate

5. soon e) buy

6. take note of f) continue

7. keep doing g) pay attention to
8. purchase h) shortly

9. available i) awful

10. terrible j) accessible

lll. Translate.

1. 3anpoc nHbopmaumm

2. Ha Ybé-11Mbo nms, B Ybto-TNMOO NONb3Y

3. opraHmM3oBaTb OTMPaBKY

4. HenpeaBuaeHHble 06cToATENbCTBA

5. 6e3 ganvHenwen 3ageprKKu

6. BblAaTb NacnopTt

7. B ocobeHHOCTH

8. nogpaguunK, dnupma-ucnonHUTeNb, pa3paboTunk
9. TpeboBaHWE NPUHATb Mepbl

10. NPUYNHUTL KOMY-TMH0 HeyaobcTBO
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IV. What would you write in the following situations?

1.

You have heard from The British Embassy in Paris the firm Founier Et Cie
produces for export hand-made shoes and gloves in natural materials. You
want their catalogue, full details of their export prices and terms of
payment, together with the samples of leathers used in their article.

You have seen the advertisement in The Metal Worker. You ask for details
of their aluminium fittings and quotations for the items listed on the
enclosed enquiry form. Prices CIF Melbourne.

Your customers are opening a new hotel next spring and they have asked
you to submit quotations for furniture and fittings in accordance with the
attached list. Ask for these items.

Ask for patterns of cloth for men’s suits.

You have seen an advertisement in the trade press for a small electric
motor made in England. Write to the manufacturer, asking for full details
and offering your services as an import agent.

V. What do these abbreviations stand for?
1. ATTN. 2. ASAP 3. PLUS 4.INFO 5.PLS 6.DTD 7. THKS
8.CLD 9.LTR 10.YR
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Unit 5 Getting things done

5A Study section
e requesting action
e apologising
e faxes

Test yourself

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

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

5.1 Construcciones Jimenez ask about delivery

Construcciones Jimenez SA, Spain, ordered some drills from Haga Verktyg, Sweden. They arranged
a letter of credit, but after two months, Haga Verktyg had still not sent the goods. As

Construcciones Jimenez wanted to get an immediate reply, they decided to send a fax. As you read
their fax and the reply, find the answers to the questions.

g) What do Construcciones Jimenez want Haga Verktyg to do?
h) How exactly do Haga Verktyg apologise?
i)  Why haven’t Haga Verktyg sent the goods?

Fax +34 58 345545 13-05-2006 16:04 p.01
FAX COVER SHEET for the attention of: Export Manager ]
ONSTRUCGONES "MENE 4 Organisation H"\"i,\"r‘r'ﬁ"{i‘: (xf;j,ff)u::}, Sweden
L4A 21 BIRL2ND
Avda del Pueblo Granada Espafia fa,‘ No. +46 316 38420
Tel/Fax +34 58 345545 Date: 13 May 2006

info@jimenezcons.es

WWW imenezcons.es

Dear Sir or Madam
Our order No. 2886; 5 Kraftborr drills

As it is now more than two months since we opened a letter of credit in your favour‘, we s
would be grateful if you could arrange shipment of the goods as soon as possible. We wou
appreciate it if you could let us know exactly when the goods will arrive.

We look forward to receiving the drills.

a letter of credit Yours

Z =

e (o5& MUrioR
; & vure?
—

quarantees payment
in your favour

M your name,

Name: José Mufnoz .
Title/Department: Manager, Purchasing
No. of pages to follow: 0

payable fo you
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15-05-2006 12:06 AVS. HAGA VERKTYG SWEDEN +46 31 638420 p01

Your ref: -
Our ref:  JM/ps/20B ‘,/
Z
' HAGA VERKTYG
Kaponjargatan 4c

José Mufioz. Goteborg 41877
M Purcl Sweden
Adanage ‘chasing !
AR R Tel: +48 31 453423
Construcciones Jiménez Fax- +48 31 638420
Avda del Pueblo hv@ hagaverktyg.net.se
Granada
Spain 15 May 2006

Pear Sr Munoz

I'hank you for vour fax dated 13 May concerning your order for five
drills.

We must apologise for the delay in shipping this order. This was due to
unforeseen circumstances. However, we are dealing with your order
now, and it will be sent without further delay.

With apologies once again,

Yours sincerely

Mann Heatrmdl

Mona Stenlund
Export Manager

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 if | arrange ... as soon as possible.

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) ...

Writing tip Please could you ... is the most direct. You can use this phrase when you are

asking for something in a neutral way. The other two phrases are more polite
and forceful.

1) These requests are mixed up. Put the words in the correct order.
a) please/ arrange / for ten o clock / could / an appointment / you
b) we /send/ as soon as possible / would / if you / the goods / be grateful / could
c) we / without delay / appreciate it / you could / pay our bill / would / if
d) confirm / please / you / are the same / could / tell us / you will arrive
e) we / exactly when / appreciate it / if you / would / could / tell us / you will arrive
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2) What would you write in these situations?

a)
b)

c)
d)

5.3 Apologising

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

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

You want to know about the same man’s flight number, date and time of arrival.

The office photocopier has broken down. You want to have it repaired quickly.

We must apologise for ...

We apologise for ...

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

Note:

Writing tip

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

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

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

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

(B FW:Account overdue a8
[@ Provmm = & v = | &y iy o Ghtoos| B | @Priv oo B | B 5 Qi |
‘[ To: Purchasing Section, <Riverside@onenet.com=

|  From: Alpha Business Systems <alpha@alphabs.connect.com>

:i Subject: FW:Account overdue

e P— — pepe— — — e - - P p——————————————————— 1

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

A |

FORWARDED MESSAGE: l
Dear Finance Manager: '
Re: Order 285

Payment on the above order is now overdue.We would be grateful if you could send us
your check or arrange payment without delay.

Sincerely yours
Jeff Hawkins \
Customer Accounts |
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5.4 An unexpected reply
Sr . Munoz wanted more information from Haga Verkyg, so he sent another fax. Rrad his
message and the reply, and answer the questions.
a) What exactly did Sr Munoz want to know? Why did he ask?
b) Sr Munoz received an unexpected reply. Why can’t Haga Verktyg supply the drills?
¢) What do you think Sr Munoz should do now?

WX *34 58 345545 19-05.2005 11:22 p.0

FAX COVER SHEET

ONSTRUCCIONES JIMENEZ

Avda del Pueblo Granada Espana Fax :
sk o ax No. :‘,& 31 638420

For the attention of  Export .7..1:(17-7;&- i

Organisation: Haga Verktyg,

7(;;vrz-hm|74 Sweden

P, : -
IN0@pmenezcons es Date; 19 May 2006 =
W jimenezcons.es N = —

Dear Ms Stenlund
Qur order No. 2886

We have received your fax of 15 May, concerning the aboy

We were pleased to hear that you will ship the
howewer, if you could give us further details ab
know the name of the ship that you
expected arrival date in Spain

e order for five Kraftbory drilks.

drills Immediately. We would appreciate it,
- out the delivery. In particular, wee would fike to
are using, the departure date from Sweden and the

ook foeward to hearing from you
Yours |
4.06-2006 12:06 AVS, HAGAVERKTYG SWEDEN 46 31638420 p01

AT e
CPse Murio?

( N
Mt Your ref: ‘~‘
Name: José Mufioz Qur ref L % H v

Title/Department: Man .
A o YG
No. of pages to follow: o HAGA VERKTYG

Kaponjargatan 4c

Goteborg 41877

José Muiioz, Sweden
Manager, Purchasing 7ol +46 31 453423
Fax: +45 31 638420

‘onstrucciones Jimenez
e del B hv @ hagaverktyg.nel.se

Avda del Pucblo
Granada 18 June 2006
?‘\‘;‘Ltizll<¢ﬂ;). .\j_',u‘u\A,L'gvx1>!l'x1gc|t_>uc_\;liuLC_;z

Dear Sr Mufoz

Thank you for your fax of 19 May

erktyg is no longer operating. We are

.oret 1o tell you that Haga V
ey - yssed all business on o

thercfore unable 10 supply the drills. We have pe
Nordic Engineering who will contact you shortly.

With apologies

Mona Steniund

Haga Verkivg

5.5 Faxes

Messages sent by fax are similar to normal business letters. Some companies use their headed paper
and write a normal letter which they then send by fax, whilst other companies use fax “cover sheets’,
which show all the necessary information. The message is normally typed, but when the message is
very short (such as a hotel booking confirmation), fax messages are sometimes handwritten in less
formal English.
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4. Look at the fax cover page from Construcciones Jimenez (5.1.) and find this information. What

does each one refer to?
i) O
i) 16:04
k) +4631638420
[) Jose Munoz

m) Manager, Purchasing
n) Export Manager

o) 01

p) Haga Verktyg

5. You work in the general office of a shipping company which transports goods all over the

world. On this page is a blank fax cover sheet which you use in your office. What information

would you write in the numbered spaces for each of these situations?
h) You received an email yesterday from Ms D. Gentsler, EuroCargo, Haidelstrasse 26,6477

Limeshain, Germany (fax +49 6047 4894) asking for a list of your agents in Europe. The list is

four pages long.

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

i) 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.

k) 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.

FAX COVER SHEET

/ 239 Kanda Surugadai 2-chome

Chivoda-ku

Tokvo 102-0065
Phone (81) 3 4578 6895
Fax (81) 3 4578 6866
transglobef@transglobesexpress.com. jp
For the attention of: @ Date: @
Organisation: ® Fax No. ©@
\}C\\.l';;_" 6
Name @
[tle/Department: @ No. of pages to follow: ©
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5.6 Consolidation: a complete fax cover letter

Your company, Everlite Ltd, a large electrical supplier, recently advertised for a new store manager.
Unfortunately, you have lost the application from someone called Bernard Lange. You can find the
letter he wrote with the application itself or the CV and photo he sent with it. You now need to ask
Mr Lange 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 Lange 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 Airways at the beginning of this section. Compare it
with your letter from EverlLite Ltd in 5.6. Can you see an improvement?
Think about:
e |etter layout
e faxinformation
e ways to apologise
e ways to request action

sBActivitysection ~ From quote to sale?

6. Tavridis are electrical contractors in Athens, Greece. They are working on some new houses
and they now need 20,000 metres of 15-amp cable. To get a quotation, they sent the
following email to a manufacturer.
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[3] = Quotation:Type E346 cable mE

[| < Previoss v O dext v % negly MRyl Hforvere | Bheg | dPrist e Fooee B 0 T i

To:  Midtec <midtec@pipenet.co.uk>
From:  Tayridis <general@tavridiselectrics.com.gr>
Date 7 October 2006
Subject:  Quotation:Type E346 cable

W‘ TAVRIDIS Ltd
\ Electrical Contractor

Please could you send us a quotation for 20,000 metres of 15-amp cable,

Dear Sir or Madam

type E346, C&F Athens, and the expected delivery time.

We would also be grateful if with your quotation you could send us details
of other electrical components that you can supply.

Looking forward to hearing from you.
Yours faithfully

H.M. Amatzidi
Manager
Tavridis

PO Box 34767
Omonia ‘
103-10 ATHENS ‘
Tel +30 | 456 5699 \
Fax +30 | 456 5822 | |
www.tavridiselectrics.com.gr

L

A fev days later, the building manager said that they needed the cable urgently. Mr Amatzidi
therefore sent a message to another manufacturer for the same type of cable. He decided to
send a fax, as he hoped it would receive immediate attention. Read his fax on the next page
and answer these questions.
a) Is Mr Amatzidi asking for the quote as soon as possible, or the cable as soon as possible?
b) How could he have written the message more clearly?
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TAVRIDIS Ltd

Electrical Contractor

FAX MESSAGE

For attention of: Sales Department

Organisation: Hanston Electrics Ltd ’]’(%ﬁ%" &‘HEG&SO""’"“
M11 4NS England Fax. +30 1 456 5822

Fax: +44 161 568342
Date: 10 October 20086

MESSAGE: No. of pages: 1

Dear Sir or Madam

Please could you send us a quote for 20,000 metres of 15-amp cable,
type E346, C&F Athens, with delivery time as soon as possible.

Yours faithfully
H. M. MM‘})&

Name: H.M. Amaftzidi
Title/Department: Manager

8. Tavridis are now waiting for replies from the two manufacturers. In three groups, write the
correspondence between them. When you have written an email, fax or letter, ‘send’ it to the
correct group. Then ask for a new card number. (There are three cards for each company.)

Group 1 Group 2 Group 3
ANG
Ll TAVRIDIS Ltd m HANSTON
| £ N \ Electrics
Electrical Contractor MIDTEC
CABLES LTD
general@tavridiselectrics.com.gr midtecé@pipenet.co.uk sa.esrahanstor_.ete_ctnm com
Fax: +30 1 456 5822 Fax: +44 1392 929610 Fax: +44 161 565342

Start on card 19 Start on card 63

5C The writing process Drafti ng

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.

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

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

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

Dear My s Brown

Nank you for returning your watch

Free writing

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

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

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

Pear Mr Gre}f

raing your watch to w5

Compare what you wrote in Exercises 1 and 2. Which worked best for you? Compare with
other students in the class.

62




Test in Unit 5: making a mild/strong complaint, making a point, warning

I. Match the words with a similar meaning.

1. completely a) unluckily

2. leave, go away b) commodities

3. appreciate c) cause to come to a certain place
4. unfortunately d) entirely

5. complete e) one who keeps the money accounts
6. goods f) depart

7. collect g) ask

8. bring h) be grateful

9. accountant i) whole

10. request j) pick and take away
Il. Translate.

1. make a strong complaint

2. give sb a warning

3. break down

4. temporary

5. cause extensive damage

6. cancel a contract

7. be forced to

8. demand immediate action

9. place an order

10. insist

lll. Translate.

1. BepHYTb Ha3aA AeHbrM 2. apeHaoBaTb opuc 3. 3ameHa
(obopynoBaHus) 4. NoAYEPKHYTb YTO-TO, A0Ka3aTb NONOXKEHME
5. pagom, no coceactsy 6. TpeboBaTb KOMMeEHcaUUN OT

IV. Insert prepositions where necessary.

1. You sent ... (1) us a bill ... (2) the wrong goods. 2. | am interested ... (3)
purchasing ... (4) a large quantity ... (5) your Simplex cameras. 3. She arrives half
an hour late ... (6) work every day. 4. | have not yet received a reply ... (7) my
letter. 5. It is now over seven months since we placed the above order ... (8) you
and we are still waiting ...(9) the Linton filing cabinets. 6. | am writing in
connection ... (10) your contract to clean our offices.
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V. Translate the phrases.

1. Bce 3T npob61embl COBEPLUEHHO BHE HALLero KoHTpoas. 2. A 6bl xoTen yKasaTb,
YTO MbI YKe 3aniaTnau 3a 3Tn ToBapbl. 3. Mbl 6b11n 661 HnaroaapHbl, ecan 6bi Bbl
CMOT/IN JOCTaBnUTb CToNbl BbicTpo. 4. K coxaneHuto, Baw wodép oTBE3 TOBapbI HE
Tyaa. 5. Mbl npogonkaem noayyatb NUCbMa JaAa KOro-to gpyroro. 6. Yexon
oTcytcTByeT. 7. Al 6bl XxoTen npusaeyb Bawe BHUMaAHME K Tomy ¢aKTy, 4TO Bbl
npoaonXKaeTe NApPKOBATb MALLUWHY Mepepn rnaBHbiIM BXxogom. 8. EcanM mbl He
NONY4YMM N3BECTUI OT Bac B TeueHuMe 7 gHeN, Mbl byaem BblHYKAeHbI 06paTUTbCA
B cya. 9. A 6bl AencTBUTENbHO XOTEN HAaNOMHUTb Bam, 4To peknama rosopuna
«NPEBOCXOAHbIN (superior) oTenb».

VI. What warning would you give in the following situations?
1. The goods have been delayed.
2. The packing was damaged.
3. A person who is always late.
4. A company that has not paid your bill.

VII. Use: 1) suitable phrases if you want someone to take note of

something;
2) if you say something that they already know.
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Unit 6 Maintaining contact

6A Study section
e personal business letters and emails
e opening/closing
e inviting, accepting and declining

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 details that you need.)

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

6.1 Michael Kennedy sends out some brochures

Michael Kennedy from EuroCom went to dinner with Khalid Al Jalahma from Arabian Electronics in
Bahrain. Later, he sent Mr Al Jalahma details of a new product. He also sent the details to Ms
Bugarini, who had written to him.

Look at message a and b. Put ¥ (yes) or 38 (no) for each point.
Is a or b more friendly? Why?

The message opens with the main subject.
The message mentions the last time they met.

The message mentions personal information.

' 6| % |To arabianelectronics@batelco.com.bh Receved
|| | [Fom mkennedy@eurocom.co.uk | Subject Our meeting |
Tt : : =
Dear Mr Al Jalahma
It was a pleasure to have dinner with you while | was in Bahrain, | think we had a very useful discussion
and | am sure that we can come to some worthwhile agreements.
I thought you might be interested to hear about a new wireless amplifier that we are producing — the
ER26. | am sending separately a brochure that gives all the important details. but if you would like any
further information, please contact me
Thank you once again for a very pleasant evening. Please give my regards to Peter Smith and tell him I'll
be in touch with details of the Italian hotel | mentioned
| look forward to seeing you again when | visit Bahrain in September.
With best wishes
Michael Kennedy
Export Sales Manager, Eurocom
o e e e S s e ad apar o S S S R e SSRGS



EuroCom

European Communications Company
16 Bedford Way Lomdon W4 1HV

Ms R. Bugarini
Via Borsi 26
36543 Milan
e 5 July 2006

Tel: 020 1783 9576 Fax: 020 1763 7876
WWW,EUrecom.co.uk

Dear Ms Bugarini i ,

2 [ s of our new sless ER26 amplitier

Thank you for vour fax of 26 June asking for details of our new wireless ER26 amj f
anx Vo y al < N £

" . e .o . r 1 TS,
rochure. This gives details and prices of all our amplitie
I have pleasure in enclosing out brochure. This gives det and |

ontact me directly on 020 1783 9565

If you require any further information, you can ¢

Yours sincerely
M S Vex‘f\’,Ajﬁ&
— =

Michael Kennedy
Export Sales Manager
email: m kennedy@eurocom.co.ux

6.2 Making a letter or email more personal

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

formal business letters or emails.

Dear Mr/Ms/Mrs/Miss ...

An opening

This 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

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

why you are writing.

6.3 Personal business letters and emails: the opening

Here are some ways to open a less formal letter/email. You can talk about the last time 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 at/on ...

It was good to hear from you again.

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




After each phrase you can add a comment.

Thank you for your letter. It was very interesting to hear about the new
developments at Wentol.

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

Thank you for your fax. | was pleased to hear that you will visit us next month.

1. What opening would you write in each of these situations?
a) You meet the addressee on Thursday. She told you that she had beeniill.
b) You had dinner with the addressee last week at his house. He told you about his holiday
in Iceland.
c) You meet the addressee in her office last week. She could only talk for five minutes.

2. Fillin the gaps in the letter and email.

o

Dear Mrs Poirot
) [ the invitation Lo

that you produce. 3 ...
Golden Maintenance Agreeme

e 1tha yapge of products
the exhibjtion last week, 2 ... 10.5€€.1ha n% (ﬁ prod
ave just itroduced. This 18

a neweservice that we h B
o 24-hour emergency

nt. For a fixed price, we can offer

Q repairs for ...
¥ Inbox M=l E3
["Ta[¥]re jsanchez@worldsell.com [ Subect New marketing post | Recsived i
B ' 5 - =
Dear Mr Sanchez
1 ... that | have net written before now to thank you for the invitation to the
conference last month
2 ... to meet your colleagues and to exchange ideas 3 ........ . | need a new Marketing
Manager for our Singapore office. | know that |
—— o et s e ] s e S g e i g

6.4 Personal business letters and emails: the close

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

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

Sometimes, you can mention somebody that you both know.

Please give me regards to Diana Smith.
Please pass on my best wishes to Mr Lund. | hope that the has now recovered from the flu.
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6.5 Practice

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

Dear Ms Weinburger
a | Plea_s@e-my regards to Steven Hill. ]
b | It was interesting to hear your views on our new w products.

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

d | As you know, our company is planmng to open a branch in Los Angeles

(2]

| I was wondenng)fi you could help me.

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

|

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

Homs Seitz—

Hans Seitz
Divisional Director
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6.6 Michael Kennedy receives some invitations

A few days after he wrote to Arabian Electronics, Michael Kennedy received this reply. He also

received an invitation from SpyFi Communications, so he checked his digital diary. What replies

should he give to each invit

ation? Who should he write to?

B 50" Anniversary Gl @8
|| < Previoes v &t v B pepiy (Muepiyanl Hforvard W Fle | g Prie feo (Goews B 0 | G intoc v
To:  m.kennedy@eurocom.co.uk
From:  arabianelectronics@batelco.com.bh
Subject:  50th Anniversary
Dear Mr Kennedy
Thank you for your email. | hope you are well. It seems such a long
time since you were in Bahrain.
hank you for the details of the ER26 amplifier. | have passed them on
to my buyer. | expect he will be in touch with you shortly.
I 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 on 27 September,
from 8 o'clock. We have over 300 guests coming from all over the
Guli. 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
ORGAMISER. ..
SEPTEMBER
25 M Flight GFO5 18.00 to Muscat arr. 06.20 !
1he divectors of
26 Tu WY098 19.35 to Bahrain arr. 20.30 SpyFi Communications
have the pleaswre of tnviting
27 W in Bahrain /{/(: g ZK
28 Th EK608 18.40 to Dubai arr. 19.30 to aztend e
_ i Grand Opening Ceresmony of theitw new showrooms
29 F  GF13 14.20 to London arr. 21.30 at Unit 16, Willen Road, Pennyland, Milton Keynes
306 at 18.30 on Monday 25 Scprember 2000
Ms Fiona Browsn
315u SpyFi Comamunications
Tel 020 4767 8780
RSVP Email fironn@spfi.co.uk RSVP

Répondez, s'il vous plait (French) = Please reply
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6.7 Michael Kennedy replies

Michael Kennedy replied to each invitation. What did he say to accept or decline each invitation?

What did he say about the future in each reply?

[t]o]¥ [T _arabianelectronics@batelco.com bh | Receved

W Inbox 50th Anniversa | _ (O] x]

(-] | |Fiom m.kennedy@eurocom.co.uk | Subject 50th Anniversary

Dear Mr Al Jalahma
Thank you for your email and your kind invitation to your anniversary dinner.

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

Many thanks for the invitation.
Best wishes
Michael Kennedy

F-

[tlal®]|To  fbrown@spyfico.uk | Received |
4= ——| | | |Foem mkennedy@eurocom.couk | susest SpyFiGrand Opening, Milton Keynes
=
Dear Ms Brown
Thank you for your kind invitation to the opening of your new showrooms in Milton
Keynes on 25 September.
| would very much like to come to the event, but unfortunately | am flying to the
Middle East on 25 September. | am sorry that | cannot join you on what | know will be
a wonderful evening. | will certainly visit the showroom when | am next in the area.
With apologies once again.
Best wishes
Michael Kennedy
L e B

6.8 Inviting, accepting and declining

If you want to invite someone by letter, email or fax, you can:
a) say what the event is and when
b) invite them
c) ask for areply.

To accept the invitation, you can:
a) thank them
b) accept and say you look forward to the event
c) thank them again.

To politely decline the invitation, you can:
a) thank them
b) decline by giving a reason; apologise and say you are disappointed
c) apologise again.
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6BActivitysection  Repair or replace?

Alpha Food Systems - The Rapid Bottler - -

9. Jarritos is a small company in Spain that makes bottles soft drinks. The General Manager, Raul
Sanchez, wants to modernize their equipment. He saw this advertisement on the Internet.

Read it and answere these questions.

a) Does the Alpha Rapid Bottler use disposable bottles?
b) Can it bottle fizzy soft drinks?

Introducing ... The Alpha Rapid Bortler
NEW from Alpha!

offering you trouble-free bottling. It can handle up to 100*
reusable bottles a minute and
M washes the bottles in boiling water

checks for cracked and broken bottles

fills each bottle to the required level and caps them
I puts labels on the bottles
W packs the bottles into crates

# can run 24 hours a day with minimum maintenance.

Contact Alpha Food Machines, 54 Rue Barrault, Toulouse 318880, France.
Tel/Fax +33 56 81 38 58 29
or write to our Sales Consultants at sales@alpha.fr to arrange a visit to your company.

The Alpha Rapid Bottler is completely computer controlled.

* Still liquids: gassed liquids 50% of speed.

Mr Sanchez decided to ask Alpha to visit his company. He sent this email to the Sales Consultants.

Alpha Rapid Bottier nE

l 5]

I Previees w 3 wext v Rpepty Soepiyan Frorvard | W reg | gh Prist FHeat Goeste | 0 G index ~

To:  sales@alpha.fr
Subject:  Alpha Rapid Bottler

Dear Sir or Madam

VWe have seen your advertisement on your website and we are interested in the Alpha Rapid
Bottler.

We are a small company manufacturing soft drinks in the south of Spain. At the moment, we
use a Wesco Bottler, but we are interested in hearing more about your equipment.

We would be grateful if you could arrange a visit to our factory in the near future, Our
address is: Jarritos SA, Plaza Domingo, Murcia, Espana.Tel +34 968 28952, fax +34 968 28950,
email jarritos@iberianet.es.

Yours faithfully
Raul Sanchez
General Manager, Jarritos SA 1}
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10. Shortly after Mr Sanchez wrote to Alpha, Jarritos’ own bottling machine started causing some
problems. He therefore wrote to Wesco. Read the email he wrote and answer the following
question.

What is the main difference between the Wesco bottler and Alpha Rapid bottler?

(&) Wesco Bottling System B8
& Previows » ) Fext w :,ﬂ:pl. ‘:Jinl‘ M [Fforverd | T Pag | & Print ,ﬁb:!! 'amhh E g B intex v

To: support@wesco.co.uk
Subject:  Wesco Bottling System

Dear Sir or Madam

Ten years ago, we bought a Wesco Disposable Bottling System from you.We have had
excellent service from this equipment, but now find that the machine that puts the caps
on occasionally breaks the bottles. Our local technician is unable to correct the problem.
| would be grateful if you could visit our factory as soon as possible and give us a
quotation for either repairing the machine or installing new equipment.

Yours faithfully
Raul Sanchez
General Manager, farritos SA

11. Within the next few days, consultant from both Wesco (Mr Tony Smith) and Alpha (Ms
Francoise Molet) made separate visits to Jarritos. Mr Sanchez showed them round the factory
and introduced them to Cristina Barrios, Technical Manager. Latter, they had dinner at Mr
Sanchez’s home. The consultants told him they would send him quotations soon. Jarritos is
now waiting to hear from Wesco and Alpha. In three groups, you must write the
correspondence between the three companies. When you have written an email, fax or letter,
‘send’ it to the correct group. Then ask for a new card number. (There are three cards for each
company.)

Group 1 Group 2 Group 3

i !MWWMWM WE S,\g NG

= N\ ¢ r'\ ——
[ _FOOD MACHINES J CINGaINEERY
jarritos@iberianet.es sdles@alpha.ir suppor@wesco.co.uk

Start on card 37 Start on card 21
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6C The writing process ChECking your work (1)

Before you send a message, it is always useful to check it! You can ask yourself three questions.
e Is the English accurate?
e Is the style and level of formality appropriate?
o Isitclear?

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

7. 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 list. When you are
ready, compare with other students in the class and the list on page 123.

8. 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:

\
|

You can use your mnemonic to check everything you write in English..
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Test in Unit 6: personal business letters

I. Match the opposites.

1. personal a) pity

2. helpful b) reduce

3. sure c) demote, lower
4. worthless d) beiill

5. pleasure e) formal

6. be sorry f) unsuitable
7. be well g) worthwhile
8. appropriate h) be pleased
9. promote i) uncertain
10. increase j) useless

. Match the words with similar meanings.

1. developments a) fail to catch

2. It was good b) fair

3. miss c) events

4. hesitate d) get a message about
5. pass on e) raise

6. property f) appreciate

7. exhibition g) It was a pleasure

8. be grateful h) possession of any kind
9. increase i) give

10. hear from j) be uncertain

lll. Insert prepositions where necessary.

1. | thought you might be interested to hear ... (1) a new amplifier that we are
producing. 2. Thank you once again ... (2) a very pleasant evening. 3. Please give
my regard ... (3) Peter Smith. 4. Thank you ... (4) your letter ... (5) 26 June, asking
... (6) details of our new amplifier. 5. | have pleasure ... (7) enclosing our
brochure. 6. It was good to talk ... (8) you ... (9) the telephone today. 7. Owing ...
(10) increased costs, we have been forced to increase our prices ... (11) our
customers as shown ... (12) the enclosed list. 8. Hoping that we can continue to
be ... (13) service ... (14) you. 9. | hope that you have recovered ... (15) the flu.
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IV. Translate.

1. A nnwy B oTBeT Ha Bawe o6bsBneHne B The Times. 2. Cnacubo eLé pas 3a
o4eHb NPUATHbIM Beuep. 3. [oxKanyncra, nepegante npuset Metpy. 4.C
HanAy4yWUMmmM noxkenaHmamu. 5. MpuAatHo 6bl10 NoBCTpeyaTbea ¢ Bamu cHoBa.
6. "anb, 4TO y HAc He 6bII0 AOCTaTOYHO BpeMeHM NOroBopuTb. 7. A c
coXaneHuem y3Han, 4to Bbl 6bim He3a0poBbl. 8. MPUATHO BbIN0 Y3HATD, YTO Bbl
nonyyaeTte yA0BONbCTBUE OT cBOeM HoBoM paboTbl. 10. A 6611 pas y3HaTb, YTO
Bac nosbicnnn. 11. Hapeemca, 4TO MOXKem OCTaBaTbCA Noae3HbIMKU ANnAa Bac.

V. Translate.

1. We are interested in hiring a word processor and we would like to know if you
rent them. 2. | was wondering if you could help me. 3. In our last order from
your company we asked for six water filters. 4. We would be grateful if you could
give us a quotation for the cost of repairing the machine. 5. We would be
interested in hearing more about your computer controlled equipment.

VI. Write the appropriate phrases when you want to:
1) give information
2) request information or action
3) complain
4) give bad news
5) mention feelings about the last time you had contact.
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Unit 7 Customer service

7A Study section
e informal business letters
e informal writing style
e replying to complaints
e advising customers

Test yourself

Four years ago, you worked with Adriana Lima. Last week, you met her again. She has
started a new job as the CEO 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 will send a technical to correct the
problem next week. Write to Adriana Lima and tell her this. (Invent any details that you
need.)

When you have finished, put the message away until 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.

1. Which letter or message is:

a) giving advice?
b) accepting a complaint?
c) rejecting a complaint?
0 Er N [_Io[x]
[*Ta[%]Te piero.cunico@libero.it [ Receved T
|| | [Fem mkennedy@eurocom.co.uk | subect Problems with the ER26
Sl T O L L DL A U e — — =

Dear Piero

Thank you for your email. It's a pity we couldn’t meel 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 our new wireless amplifier.
Unfortunately. in this case | don't think the problem is caused by the amplifier. The ER26 is designed for short
distances, up to approx. 50 metres. Your customer is using the amplifier for longer distances. and that's
probably why he’s experiencing poor sound quality. In this case, I'm afraid that we can't offer him a refund.

If he wants to 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 be visiting Milan again in August. so perhaps we can
meet then.

Best wishes
Mike
Michael Kennedy

Jv- e oy et S e S S ———— - e p— - —— T —
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mu

Dear Jan i o agaIn
ks for your email, It was good to hear from y 2 _ o that | wouldn't
S ':'\ as possible to use our new wireless amplifier for live music. I'm son;yif::rs:i\:nilar o the ER26
e " wTh pER26 is mainly intended for speech. If you are lookmg for ?n amp et ki
recommend '; f:e uency range, | suggest you contact Melitronics (mehtromca@fz:tmﬁ:tel e slinon
;;_n with : v:rl‘ ; b :n ake several good-quality amplifiers. similar to the ER26. Unfortunately
irmingham.

expensive. i S
Alternatively. you might prefer to use our_TD356 amplifier and connect | to
system. | have attached some more details for you.

on't forget to give me a call. Perhaps we ¢a

ur Jump 2 wireless broadcast

n meet for lunch.
If you are ever in London, please d

Regards
Mike
Michael Kennedy

s —————— ——————

15-07-2006 15:37 Eurocom — Abdullah Al Harrasi + 44 20 1763 7876

EuroCom

European Communications Company

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

WWW.EUrocom.co,uk
FAX

Abdullah Al Harrasi
Fax: 00 968 793 286

Total: | page 15 July 2006

Dear Abdullah
Thank you for your fax.

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

I've arranged to send you a replacement immediately. I've also included a free |
B3 wireless microphone to compensate vour customer for the inconvenience,

The courier will collect the defective model from you so that you're not
inconvenienced any further.

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

MMe

Michael Kennedy |
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2.

Look at the three messages on a previous pages. Put v (yes) or 8 (no) for each point.

| message 1 | message 2 | message 3
contractions (e.g. I’'m)

first names to open and close

full name and title of the writer

7.2 Informal business letters and emails

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

opens with the addressee’s first name

uses contractions

uses short, direct phrases

uses a friendly style and makes personal comments
sings with his first name (i.e. not this title).

Writing tip 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.

7.3 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 use 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.

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

3. Look at Michael Kennedy’s messages in 7.1. What 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:

| would be grateful if you could tell me your prices.

Is more formal than:

Please could you possibly tell me your prices?

and that is more formal than:

Please can you tell me your prices?
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4. 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 the most formal first.

a)
b)
c)
d)
e)
f)
g)
h)
i)

j)

k)
1)

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?

| am writing in connection with your advertisement in The News.

| 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.

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

If you require any further information, please do not hesitate to contact me.
| am writing with reference to your advertisement in The News.

7.4 Informal language: vocabulary

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

| regret to advise you that our prices have increased.

sounds more formal than:

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

In the same way:

We have not yet received your invoice.

sounds more formal than:

We have not yet got your bill

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

| am writing to enquire about your prices.

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

If you require any further information, please contact me.

| regret to advise you that the delivery will be delayed.

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

We have been forced to increase our prices.

We have opened a letter of credit in your favour.

cannotcometo  more here are 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) | have pleasure in enclosing a cheque in your favour.
b) | am pleased to inform you that your application for a post as secretary was successful.
c) |regretto advise you that we will not be able to deliver the goods on time.
d) | would be grateful if you could advice me of your prices.
e) Please find enclosed our invoice.

7.5 Practice

Here is a formal business letter. Rewrite it so that it sounds more friendly and informal. Remember to
look back at 7.2 and 7.3 and Unit 6A.

Cornfields Pesticides ( 0 1' td

19 THE HILL, BURTON, SUSSEX BN5S 9TT 1ol 'Ho

Mr Richard Scott Your ref

Welsh Garden Suppliers our vt GW/ DK
Cardiff 22 Jan 2006
CF4 QFT

Dear Mr Scott

I am writing in connection with your telephone order of 16 January, in which you enquired
about our KILL'EM fly spray.

Unfortunately, I regret to inform you that we stopped producing and distributing this fly spray
last year due to the fact that we now specialise in agricultural products. I suggest you contact
Brown's Online Home Supplies, www.brownonline.co.uk., as they purchased all our stock.

With apologies once again.

Yours sincerely

\\
_)\Alo L/‘
~

Sarah Wollen
Sales Executive

eniatl cornfieldi@uknet. co.uk
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7.6 Replying to complaints

If you want to accept a complaint, you can:

e apologise for the problem

e explain what caused it

e say what action you will take
e apologise again.

If you want to reject a complaint, you can:

e sayyou are sorry they had problems

e explain why you think it is not your fault
e say what you can do (optional)

e offer a solution (optional).

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

Read these two complaints. Are they formal or informal? Do you think you 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.

[ was wondering if you could help me. I bought one of your TX308 phones and | have
a problem with the power unit. The phone works well, but when | p]uggcd}hc c.hzl.ricr

" > . . X o ) - - tro 1s1de
burning smell, and smoke started to come from inside

in last night, there was a strong
the charger. | enclose the charger so you can sce.
g

Some of my colleagues rold me th

week, askir . . : S

Could you get it checked for me and see it you can get it replaced? Many thanks!
y “ 1 y "t N

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

I'hanks again

Dear Sir or Madam

I 'am writing about the poor quality of your mobile telephones.
Last week, | purchased a model TX308.
the sales assistant said that th
Yesterday, however, | placed th
then, in my mirror, | saw the tel
to pick it up, but found it in
the battery has broken in half. | enclose the telephone,

| would therefore like to request that
me a suitable replacement,

Yours faithfully

at they think they saw a notice in the newspaper last

1o customers to return their TX308 chargers because of a fault. Is that right?
g Cus

Among the many features of the tele

e body of the phone would survive a fall to the ZT(?S:G

e telephone on the roof of my car. | drove away and '
' ephone fly off the roof and fall to the ground. | stopped
pleces. The screen is smashed, the body is smashed and

you refund my money for this telephone, or give
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7.7 Advising customers

Sometimes, you may need to give customers advice. You can:
e say you are sorry you cannot help them directly
e 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 cold ... try ...

You might prefer to ... use ...

| suggest you ... email ...

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.

c) 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.

7.8 Consolidation: a complete letter or email

Last week, you meet Silvio 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 loaves in the oven or buy a larger oven. You can give
him a discount for this.

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

Look back at the message you wrote to Adriana Lima at the beginning of this section.

Compare it with your message to Silvio Puchetti in 7.8. Can you see an improvement? Think about:
e language in informal letters
e accepting/rejecting complaints
e advising.
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7B Activity section A credit check?

12. . .
2. Wainman (Printers) Ltd want to order some paper on credit. Harold Wainman, one of the

::;l(nzr;,. telephoned Paula Robinson at Northern Paperworks to ask if this was possible. Sh
ed him to put the request in writing. This is the letter he faxed to her e

c) Does Harold Wainman know Paula Robinson? How do you know?

d) Why does Harold Wainman want the paper on credit?

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

F

Wainman Ltd

Paula Robinson Pt
astle Street

Northgrn Paperworks Kendal LAY SYY
old mill Tel/Fax 01539 486783
Horwich wainmani@networld.co. uk
Lancs BL6 S)A

13 November 2006
Dear Paula

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

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

As we won't receive payment for these orders until much later,
| 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
peli(an:-:upelicanpaper.(o.uk.

I hope that you're keeping well. Please say hello to David for
me. | look forward to hearing from you.

Best wishes
/i
ol

Harold wainman.

Dircctors: H. Waimman and N. Lollerwicz
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13. Northern Paperworks emailed Pelican Paper to ask for a reference. Their correspondence is
shown on the next page. Do Pelican Paper think Wainman are reliable?

Wainman Ltd - a8

0

Mail to:  pelican@pelicanpaper.co.uk
From:  Northern Paperworks <nworks@gigabyte.com™>

Subjec:  Wainman Ltd

Dear Sir or Madam

Wainman (Printers) Ltd have asked us to supply them on credit.

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

We thank you for your cooperation and look forward to hearing from you

Yours faithfully

17 Nov O PELICAN +44 870 7675982 T0: 01524 762545 111 pages
Pglican Paper Ltd N

Northern P k College Court | SN\
£ TSI NOEKS Gollege Road W’f’
:l\\[)lu.:h(,:(;,( London N21 3LL | A |
- Tel/Fax 0870 7675982 Rnd=IR[OF:\\N
Dear Ms Robinson ww, elicanpaper,co.uk PAPER Ltd

I'hat or “email of 15 iri
iank you for your email of 15 November, enquiring about Wainman Lid

\\k have been leal
dealing with this comp: fi
S company for over six vears. During this time, they have alw: Y's

settled their ¢

eir accounts with us promply, and we have never had any reason for complaint.
I hope that this information is of use 1o yvou
Yours sincerely

N ZO“QI{,J(Cz

N. Lollerwicz

14. Wainman Ltd are now waiting for a reply from Northern Paperworks. Meanwhile, Northern
Paperworks decided they wanted another credit reference, so they contacted Claire Brown at
Lumino Inks. In three groups, you must write the correspondence between the three
companies. Decide if you need 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

4 N LUMINO
Northern ¥IINKS LTD

Wainman Ltd Papérworks
wainman@networld.co.uk WOrKS@g10abyte. com NAireE2LUMInCInKS 00 uk

Start on card 64 Start on card 43 Start on card 34
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7C The writing process ChECking your work (2)

9. Levels of formality in writing

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

Do you know the person you are writing to?

No Yes, but not very well Yes, quite well. | can be
l quite relaxed with him/her
A formal style is the safest Use a personal Use an informal style.

semi-formal style.

10. 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 Mr/Mrs/Ms + surname

Use shorter sentences

Use spoken English forms

Mention personal information/feelings
Mention the last time you met
Mention something personal to the
addressee

e Use formal, written language
e Use contractions

e Use exclamation marks

e Use first names

e Use job titles

e Use long sentences

11. Some examples
Are these messages formal, semi-formal or informal? How do you know?

[ a) 0= New message = £
; -3
W New messag [C(Dofxf| Dear MrBertoli

#| It was good to hear from you after such a long time.| was very pleased to hear that

i S ] A
Hi Steve you have had success with your new range of paints

Great to hear from you.That's | will be in your area next month, so | thought it might be useful if | called by, This
excellent news about your could be either 21 or 22 March.at any time convenient for you. Could you let me
promotion. I'm sure you'll do know if this would be possible!?
very well.Your company should g
; = | hope itis not too cold where you are. It has certainly become much colder here
be really proud to haye you on !

their staff!
I've been meaning to write for e Dear Sir or Madam
some time. Do you remember [ am writing in connection with a Sunjoy Z4 laptop computer which I purchased from
thac | told you that we're looking vYour store one week ago.
for a new sales exvecutive? Coyld : 3 A : .

ISR After checking the box, 1 discovered that 3 CDs tor the OfficeWizard Suite are missing
you recommend anyone? We're YL = : : ; s ¢ . £ :
I'he instruction manuals clearly show that this software is supplied free of charge.
looking for

I would be graceful if vou could post these CDs to me as soon as possible.

Yours faithtully
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Test in Unit 7: informal business letters

I. Match the words with a similar meaning.

AU, WNBE

O 00

OO NOOTULLE,E WN P

. informal

. complete

. provide

. settle down
. perhaps

. intend

. give a call

. regards

. make sure

10. promptly

11. title

12. advise

13. attend

14. due to

15. under separate cover

. Match the opposites.
. informal

. below

. ever

. forget

. incomplete

. disappointing

. continue

. confidential

be sure

10. go up

a) may be, possibly
b) establish a home
c) best wishes
d) be certain to do something
e) casual, without ceremony
f) a word put before a person’s name
to show rank or profession
g) design for a specific use
h) supply something needed or useful
i) come
j) fill'in
k) because
[) in another envelope
m) soon
n) phone
o) inform

a) drop

b) be afraid
c) not secret
d) stop

e) reassuring

f) full

g) remember

h) never

i) above

j) carefully following the rules
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lll. Match the parts of the following set expressions.

1. settle a) into liquidation
2. slip b) as secretary

3. by c) your favour

4. make d) as possible

5. go e) the fact

6. due to f) down

7.in g) on stocks

8. a post h) through

9. be low i) return

10. as soon j) sure

IV. Insert prepositions where necessary.

1. This amplifier is really intended ... (1) music only. 2. He decided to see if he
could buy some paper ... (2) credit ... (3) Peter Robinson. 3. We won’t receive any
money ... (4) our customers have paid us. 4. We would be very grateful ... (5) any
comments that you may have ... (6) your experience ... (7) this company. 5. | look
forward ... (8) hearing ... (9) you. 6. We have been dealing with this company ...
(10) over six years.

V. Translate.

1. BbICOKOKayecTBeHHbIN; 2. 0cobeHHO; 3. NPOCKOYUTb, MPOCKONb3HYTb; 4.
B3ameH; 5. 3ameHa; 6. Aep)kaTb B CTPOroM CEKPEeTHOCTU; 7. COKpalleHue,
CTA)KEHHana ¢opma; 8. pPasroBOPHbIA AaHIAMUCKUIKA; 9. n3 Hawwux 3anacos; 10.
pekomeHaaumm OTHOCUTEeNbHO KpeauTocrnocobHoctn: 11. onnatutb cyéT, 12.
onsiata MNOYTOBbIX YCAYT; 13. Bcenutbca, BogBopuTbCA; 14. B OTAMYHOM
coctoaHuu; 15. Hagetocb, 4TO Aenay Bac nayT Xopowlo.

VI. Rewrite these sentences so that they sound less formal.

1. | am writing to enquire about your prices. 2. If you require any further
information, please do not hesitate to contact me. 3. This is due to the fact that
our costs have risen. 4. | am writing with reference to your advertisement in The
News. 5. | regret to advise you that the delivery will be delayed. 6. We have
been forced to increase our prices. 7. | have pleasure in enclosing a cheque in
your favour. 8.1 am sending a brochure under separate cover. 9.|am in receipt
of your letter dated ... 10. |1 am pleased to inform that your application for a post
as secretary was successful. 11. Unfortunately | have to inform you that | will not
be able to attend the meeting.
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Unit 8 Product promotion

8A Study section
e arranging and confirming meetings
e placing orders
e circulars
e revision and consolidation

8.1 Introducing new products
Universal Books Ltd is a small publisher. They have just published 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.

d) Put the paragraphs of his letter in the correct order.

e) If a shop had one copy of each of the new items (books and disks), how many items

would it have?

Your ref

Qur ref N-W/le&

Ms M. Russell

Ashworth Bookshops Ltd
R34 Hogden Road

Bristol BST 9X5

PO Box 379 |<‘r-\'f."
Channel Islands
Tel. 01534-797201
Fax 01534-797407

www.universal.net

23 July 2006

Dear Ms Russell

Both of these books are very competitively priced, and we offer attractive discounts to booksellers.
I enclose sample sections from both titles for you to review.

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

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

I am wrmng to mtroduce two lmportant new mles just published by Universal.

I will relephone you noxt week to confirm. I look ’ox'ward to meetmg you.

Our second new title is THE COMPLETE COLLECTION OF BUSINESS LETTERS oomaimng 3,000
ready-to-use letters. 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 it by email. It is available in hardback and
paperback, each with an accompanying CD-ROM,

Yours sincerely

lr\‘ ‘ ’V\flufuo --‘f)
Nigel Westwood
Sales Executive

Universal
Books Ltd

books@universal net
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8.2 Arranging a meeting

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

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

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

ORGANJISER. ..

AUGUST 21 Monda AUGUST 22 Tuesday
8
8

9 staff training 9-9.30 g9 staff training 9-9.30
10 10 .
1 11 Meeting with (ambn@ge
12 12 University Press 11-12.30
13 Lunch with M.P. 13 Lunch with CUP
14 14 Work on book orders
15 15 “
16 16: "

7.3 Informal language: short phrases and contractions

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 part of his email.

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

a

e wWas: G

= e e . Our meeting [Z]=]
& Proviens v & Mot w | oupiy yeply Ml B Farvacd | W s | @ print et Foaes B 0| B ’—-}
To:  murussell@ashworthbooks.biz 1

Subject: Our meeting \
Date: 23 August 2006 }

e e r o ]

‘ Dear Ms Russell |J
' \

| thought it would be useful to confirm in writing the details of our discussion.
I

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

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

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

Yours sincerely
Nigel Westwood
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6. What does Margaret Russell have to send with her order?

7. How will Universal Books Ltd help Ashworth Bookshops to promote the books in their area?
8.4 Placing an order

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

20 sets of 3-volume ‘Worldwide 20 “Complete Business Letters’
Encyclopaedia’ (haroback)

50 shorter ‘Worldwide 50 Complete Business Letters’
Encyclopacdia’ (paperback)

50 DVPD edition

Write Ms Russeli’s letters 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 circular sales letter to send to local schools. First, she
made notes about the encyclopedia from the information that Nigel Westwood had given her.

‘Worldwide Encyclopaedia’

* Over half a million s0ld * Multimedia PVD has automatic
* For parents, students and chiloren updates from the Internet
« Large detailed index and homework  * Search — half a second

section o Intelligent Scanning chooses the most
« Direct links from the school syllabus  relevant material for each query

to the encyclopaedia * Price £25 (shorter), £45 (3 wol.),
* Large, clear print £350VP

* Over 1,000 photos and other images  * Refund within 28 days

1. Read her letter and find answers to these questions.
a) Is Margaret Russell’s letter formal business letter?
b) Why did Margaret Russell write the letter like this?
¢) Did she use all her notes?
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ASHWORTH
BOOKSHOPS LTD

234 Hogden Rd Bristol B87 9X8  Tel. 0800 9340

ANNOUNCING AN IMPORTANT NEW BOOK AND CD-ROM FOR THE HOME AND SCHOOL

THE WORLDWIDE ENCYCLOPAEDIA

Parents!
Do you and your children spend hours tryving to find information for school? Ave you fed up with sifting
through mountains of irrelevant web pages?

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

It’s easy! Just look in the large detailed index for the information that you want or consult the Homework
Resource Section and the direct links to the school syllabuses. THE WORLDWIDE ENCYCLOPAEDIA
contains thousands of entries. It’s guick and easy 10 use and will save you hours, It has over 1,000
full-colour photographs und maps, charts and useful tables - all the things that your child needs for school.
THE WORLDWIDE ENCYCLOPAEDIA is a must for every family. There are two paper editions - a full
three-volume set (£45) and a shorter edition (£25) in one volume. [t is also available on special DVD version,
with one year’s free automatic updates from the Internet, for only £35. Get the THE WORLDWIDE
ENCYCLOPAEDIA for your home and you'll wonder how your family ever managed
without it. AVAILABLE NOW at Ashworth Bookshops Ltd. I guarantee that if you
are not completely satistied within 28 days. T will give you a full refund.

M Russell
M. Russell
Ashworth Bookshops

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

above and write her circular sales letter.

The Complete Collection of Business Letters

* special low price * what took hours, now takes
* index of 3,000 ready-to-use letters  minutes
* accompanying CP-ROM * hardback £38
* adapt, click and print or * paperback £22
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.

THE DIRECTOR OF

ORGAN 1S kR e UNIVERSAL BOOKS LTD

HAS THE PLEASURE OF INVITING

‘Ms M. Russell

SEPTEMBER 6 Wednesda k=4

TO THE LAUNCH OF

18 Flight ZR345 18.55

ﬁ 9-12 Sales conference THE WORLDWIDE ENCYCLOPAEDIA
10 HQ AT THE ROYAL HOTEL
n 345 THE STRAND
2 LONDON EC 10 6HY
13 AT 20.00 ON 6 SEPTEMBER, 2006
14 grief Jim on next week
RSVP
:2 1o airport 16.30 MR P. ENGL UNIVERSAL BOOKS
17 TEL 01534 797201

19 Holiday
20

8.7 Some bad news

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

words or phrases.

D S

e YoUr Order e

28

G Previow > O Nt | B Regly Bpeptyan Hforvard | T riey | gdPrmt Hoe ot B o B i v
To:  m.russell@ashworthbooks.biz
Subject: Your order
Date: 2 September 2006

Dear Ms Russell
Fam: ¥ sassn | have some bad news.

T —— totell youthatwe have 3 .............cc. weccrcrnnnee. to delay the delivery of
your order for The Complete Collection of Business Letters.

THIS IS 4 oo crerenieiens . unforeseen circumstances at our printer's. We expect to be
able to deliver the books to you by the end of next month.

| hope that this does not 5 ... ..... You too much.

Please accept my 6 .......c....... :
Yours 7 .cvierceenes

Nigel Westwood
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8.8 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, using these notes.

o when he visited me, he quaranteed delivery within one week of my

order
o his email of 23 August confirmed this
« | have already paid 50% of the total cost!
* demand immediate delivery
» warn him about legal action

8.9 Consolidation: a complete letter or email
The next day, Margaret Russell received this fax. What has happened to her deposit?

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

e Wi Universal
FAX MESSAGE Books Ltd

To: M. Russell
Manager, Ashworth Bookshops

Fax: 01272 782422
& September 2006
Thank you for your fax.

I regret to tell you that Nigel Westwood is no longer working for us, and I can find no
record of the money you say you have paid to him. I have passed your fax to the Jersey
Police who are investigating a number of other cases concerning Mr Westwood.

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

PO Box 379 Jersey,
Channel Islands

Tel. 01534-797201
Fax 01534-797407
books@universal.net
www.universal.net

I suggest you contact the police yourself and register your claim against Mr Westwood.
I am sorry [ cannot help you more.
Yours sincerely

Pablo Engl
Director, Universal Books.
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8B Activity section

A trade fair

15. Paolo Fellini and Carolina Lambardo, from Massari Tractors Ltd, recently visited their agent in

India, Sujit Singh of Agricultural Supplies Ltd. They talked about the low sales of Massari
Tractors. Mr Singh said he would put his ideas in an email. Read the message he sent Paolo

Fellini and answer these questions.

e) Who does Mr Singh think that a drop in price of 8% is enough to increase sales?

f)  Why does he want Massari Tractors to pay for advertising?

g) How does Mr Singh ask if Massari can lower their prices& What would he write if he

wanted them to do the following?

i give a greater discount

i increase the length of the guarantee
i give a free gift with every tractor

o

~ Massarisalesinindia

& Proviem = Bt v | & heply @oeptgh Bfervard | B @ ton Hn Foew | FOL ok -

To: Paolo Fellini <p.fellini@massari.it>
From: Sujit Singh <ssingh@agriculturaisupplies.com.in>
Subject: Massari sales in India

Dear Mr Fellini

It was good to meet you when you came here last month. | hope that
you had a safe journey back to Italy. | am sorry that | have not written
before now, but | have been rather ill and | have only just returned to the
office.

| have now had a chance to think about the problem of 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 Massari's. However, Massari has a very good name, and |
am sure that a drop in price of 8% would be enough to attract 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 Massatri tractors. Our competitors often put
large advertisements in agricultural magazines. Unfortunately, our low
sales mean that we are unable to pay for any publicity. If Massari could
pay for advertising, we would be prepared to arrange it.

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

Yours sincerely

Sujit Singh
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16. 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?

8

3rd New Delhi Agricultural Equipm...

g

To:
Subject:

1 Previom v 35 hext v | (S Reply (% Reply Al forwmrd | P Fisg Prim Eon beiete | EE O Intex v
= e A

members@agriworld.org
3rd New Delhi Agricultural Equipm...

Dear Agriworld member
HIRD NEW DELHI AGRICULTURAL EQUIPMENT FAIR

On 411 April, the highly successful New Delhi Agricultural Equipment Fair will
again take place. This Fair attracts manufacturers and buyers from all over the

world. Last year alone, over half a million visitors attended.

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

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

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

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

Yours faithfully
R.M. Ruby

India Trade Fairs Ltd

17. Sujit Singh is now waiting for a reply from Massari Tractors. In three groups, you must write
the correspondence between Massari Tractors, Agricultural Supplies and India Trade Fairs.
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 3

Group 2

Group 1

MASSARI

Bookings@indiatradefairs.net

Start on card 60

ssingh@agriculturalsupplies.com.in

p.fellini@massari.it

Start on card 47
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8C The writing process ChECking your 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?

12. A clear 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.

13. Are they clear?

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

Dear Ms Wilson

0

Thank you for your telephone call. Dear Ms Brown

[ have arranged for you to have a meeting with Susan [ am Writing to cancel my

Lander and a separate meeting with Diana Dell on order.

15 November. You can meet her at 11 a.m. Please can you cancel .
Unfortunately, she cannot go to lunch with you, as order because I do w4
they have to attend a sales conference. the things any mope,

- ~ Yours faithfuly
With best wishes

o Dear Mr Smith

Thank you for your email. Here are directions for getting to our office.

When you arrive at the airport, take a bus to the train station. From the station
walk QDwn the road in front of you and turn left. Walk to the end of the road a;id
the.re 15 a supermarket. Turn right there, and our building is in front of you. I will
wait for you at the main door. When you arrive at the train station pleasc"
telephone us. The airport buses leave from the side of the airport. /Ium right when
you come out from Passport Control.,

Looking forward to meeting you,
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Test in Unit 8: revision and consolidation
I. Match the words with a similar meaning or their definitions

1. introduce a) soon

2. research b) think about

3. produce c) give proof of

4. contain d) complete

5. set e) a group of similar things

6. convenient f) a necessary item

7. contribute g) agreement to meet at a certain time and
place

8. consider h) investigation

9. appointment i) join others in giving money

10. confirm j) manufacture

12. a must k) suited to one’s comfort

13. full [) have within itself

14. shortly m) bring into use for the first time

15. maintenance n) keeping in repair

I. Match the opposites.

1. important a) helpful

2. available b) purchase

3. shortened c) retailing

4. complete d) lower

5. hardback e) formal

6. wholesaling f) lengthened

7. personal g) paperback

8. sell h) inaccessible
9. useless i) insignificant
10. higher j) shortened

lll. Translate.

1. areHT nNo npogaxke TOBApPOB; 2. HA3HAYUTb BCTpPeYy; 3. KOMMAEKT U3 TPEx
TomoB; 4. u3paHue; 5. npegnaratb nNpuBieKaTeNnbHble CKUAKK; 6. UmeTb
npuemnemylo UeHy; 7. nonHoe cobpaHue (o KHurax); 8. noarsepantb; 9.
pO3HMYHaA ueHa; 10. 3anor, 3agatok; 11. B otBeT; 12. pekKnamHO-KOMMepyecKkne
LMPKYNAPHbIE NUCbM3;

13. ctMmynmpoBaTtb CObIT; 14. pasmecTuUTb 3aKas; 15. Bo3BpaT AgeHer
(so3meuleHne) B TeueHne 18 agHei; 16. 6onblion noapobHbIA yKasaTtenb, 17. C
Bawwummn npobnemamum nokoH4yeHo; 18. oxBaTbiBaTb, ocBewaTb; 19. ob6xoauTbeA
6e3; 20. 6bITb NONHOCTLIO YA0BNETBOPEHHbIM; 21. cepb€3Han NpeTeH3us.
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IV. Insert prepositions where necessary.

1. The Worldwide Encyclopedia is an important new work ... (1) the home,
containing information ... (2) thousands of subjects. 2. We are able to offer you
20% discount ... (3) price of our books. 3. We will deliver the books ... (4) you ...
(5) one week ... (6) receiving your order. 4. We will provide you ... (7) a list of
names and addresses.

5. First, she made notes ... (8) the encyclopedia ... (9) the information that the
manager had given her. 6. There are two editions- a full three volume set and a
shorter edition ... (10) one volume. 7. This is due ... (11) unforeseen
circumstances ... (12) our printer’s. 8. We expect to be able to deliver the books
... (13) you ... (14) the end of the next month. 9. What has happened ... (15) her
deposit? 10. Police are looking ... (16) him. 11. He thinks a drop ... (17) price ...
(18) 8% is enough to increase sales. 12. They give a free gift ... (19) every set of
cosmetics. 13. We give free maintenance ... (20) one year. 14. For representatives
... (21) overseas we are able to arrange visas.

V. Match the parts of set expressions or compound words.

1. book a) hand

2. one- b) action
3. ready- c) owner
4. make d) quality
5. by e) seller
6. world f) place

7. legal g) volume
8. land h) to-use
9. take i) wide
10. high j) changes
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