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EMAIL WRITING TIPS

DoN’T HARRASS WITH YoUR HANDHELD

Email doesn’t only come to our desks. Many of us now carry email around with us on
our mobile phones. This often results in being on call 24 hours a day, every day, even on
weekends. Apart from never being free from the demands of work, this also leads to many
more challenges.

Messages typed with our thumbs often contain errors and can end up becoming quite terse.
You might include a tagline such as ‘Sent from my Blackberry’, thinking that your recipient
may be more forgiving of mistakes or brusqueness. But think again. This may not always
work.

A friend told me recently that he now does 75 percent of his emailing through his mobile
phone, and that he has adopted a new language for this new medium. Things he would not
normally do on his computer, such as abbreviating words or not starting off with a greeting,
he is actually doing on his electronic device.

Consider this message that he may have sent if he’d been sitting at his computer:
Hi John

Great to hear from you. I’m glad you can come down to Singapore next week to discuss
this exciting project. If you can let me have your proposal within the next couple of days,
I can discuss it with our management and send you any urgent questions for consider-
ation before we meet.

Look forward to seeing you.

Michael

Now imagine how the message might look if he sent it from his electronic device:

Pls send yr proposal so | can put to mgnt and send you any q’s. Tnhks.
(Sent from my iPhone)

Do you see what | mean about the message becoming abrupt? It could actually ruin the
personal rapport that Michael may have built up with his recipient. Such abbreviated message
may also lead to moge back and forth emailing to clarify, which may not be necessary if
either of them ha ed up the phone or if Michael had waited till he could give the
message a more considered response.

DANGER!

Etiquette applies to messages sent from handhelds too. Avoid checking your mobile device
during dinner, at a cinema or at a concert, in a meeting, in the playground with your children,
and definitely not when out on a date!
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BUILD RELATIONSHIPS WITH YoUR WRITING

It’s easy to get a customer once. The challenge is keeping the customer. You can keep
customers by creating partnerships, by creating bonds. Effective writing will help.

In any communication, your aim must be to create an important connection, a special bond.
This applies whether you are dealing with a person face-to-face, over the telephone, in
business meetings, or through email.

You can develop great relationships and bonds if you remember these five important tips.

1.

Use the customer’s name

Everyone likes to hear their name, so use it. Begin your messages with a greeting and
finish off with your name.

Avoid jargon

You may understand your technical jargon, but your reader may not. Simplify your
language and your expressions.

Be friendly

You don’t want to come across as apathetic or indifferent. Smile and show warmth in
your emails - it will make a difference.

Be confident and competent

Don’t beat about the bush. Be clear and courteous. And don’t be hesitant or unsure.
Avoid language like ‘maybe’ and ‘perhaps’.

Show empathy

This is not the same as sympathy. Empathy means showing appreciation for the other
person’s point of view of problems, and a clear understanding of their feelings.
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DON’T TAKE EMAIL FOR GRANTED

We are now sending more email messages than ever before. We even email people sitting at
the next desk instead of walking a few steps. This familiarity and convenience is encouraging
us to nurture sloppy, dangerous habits - habits that could ruin our reputations.

Careless emails, especially if you slander someone, could land you in court.

Email is never completely private. Something you wrote could come back to haunt you.
Email messages can be used in legal investigations or as evidence in lawsuits.

Email passwords can be stolen.

Email messages are monitored by your IT department.

Violating company policies may cost you your job.

Careless and sloppy emailing can tarnish your reputation.

REMEMBER!

Before you hit ‘send@sk yourself these important questions:
Could I say this to the reader’s face?

Am | violating any policies or laws?

Would | want this message forwarded to someone else?

Is the information in a logical order and easy to read?

Am | writing this while angry or upset?

Will the reader know clearly what to do in response?

Will my message give a good impression of me?

Is email the best way to deliver this information?

9. Is email more appropriate than phone or face-to-face communication?
10. Will my message get the right results?

1.
2.
3.
4,
5.
b.
7.
8.

If your answers are ‘yes’, you can now hit ‘send’!
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THANKYoU FoR WHAT?

| just don’t get it. ‘Thank you and Regards’ does nothing for me. It just tells me writer has
given no thought to putting his personality into the message and just wants to be like all his
colleagues and not stand out at all.

If you have been courteous throughout your message (and no matter what the circumstances,
you must always be courteous) there should be no need to finish every email with ‘Thank
you’ or, worse still, “‘Thank you and Regards’. Thank you for what? Thank you for reading my
message?

Think of something more proactive to close with. Like:

Thanks for your help.

Thanks for your patience.
Thanks for your understanding.
Thank you for your support.

Personally, | have never used ‘Regards’ and | never will. | find it boring, unfeeling and
unnecessary. Why not make up your own personal close, or don’t use a close at all? For
example:

1. If you know you’re going to see me next week:
See you soon.

John
2. If you want a reply from me:
Hope to hear from you soon.
Sarah
3. If someone has been helpful and has given you what you need:
Thanks for your help.
Mark
4. 1t’s Friday:
Have a great weekend.

Janice
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LET READERS HEAR YoUR VoICE IN AN EMAIL

With email, you can’t see the sender, so you can’t read any clues that may help you to interpret
the message, e.g. body language, facial expressions, tone of voice, gestures. Therefore. It’s no
wonder that so many people misunderstand or misinterpret what is written.

So many people have a normal conversation with someone on the phone, and then write an
email in a stilted fashion, using words they would never use in speaking.

Compare these two messages. Which one will give a better impression and develop a better
relationship?

1. Dear John - We spoke this morning. Glad to note your problem is solved. If you require
any further assistance please revert.

Thanks & Regards
Mary Lee
Hi John

Thanks for your call. | am so pleased we could find a solution for you. Good luck with
future progress on this project.

I‘ll be here when | can help you again.

Mary

REMEMBER! @

Email should be used to help you build relationships, not break them. Don’t undo allyour good work on
the phone by emailing in a different or unnatural style.

In email you, only have words and tone, so you must learn how to use them to createyour own email
body language. When you learn to do this, you will be making a realconnection —and that’s what good
customer relationships are all about.
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WRITE AS YoU SPEAK

| am always amazed at some of the emails | receive using language like: Please kindly
peruse the above-mentioned document, Kindly revert to me at your soonest, Appreciate your
kind assistance in this matter, or The said report is attached herewith for your reference and
perusal.

When my workshop participants ask me if they can use such language, my answer is always:
“Would you say it if you were speaking to someone?” They always laugh and say, “No!” And
there lies the golden rule of writing: If you wouldn’t say it, don’t write it!
Check out these sentences that we often see in emails, and consider their modern equivalent:
We refer to your email message.
Thanks for your email.
The above-mentioned workshop will be held next Tuesday, 4 May.
This workshop will be held next Tuesday, 4 May.
The below-mentioned goods will be despatched to you next Monday.
These goods will be sent to you next Monday.
Please furnish me with this information at your soonest.
Please let me have this information soon.
Kindly revert to me asap.
| hope to hear from you soon.

X
v
b 4
v
X
v
b 4
v
b 4
v
b 4

Please find attached herewith a copy of our latest catalogue for your reference and
perusal.

v | am attaching our latest catalogue, and | hope you find it interesting.

REMEMBER! @

With email messages, we have only bare facts, without tone of voice, facial expressions,
body language, or pauses. It makes sense to use writing that is as close as possible to
spoken language. When you do this, you will put your personality and individuality into your
message. This will help you to stand out make a greater connection.

“oancer N

Many of my workshop participants say to me, “Shirley | use a very informal style when I’'m
speaking to people, but when I’'m writing | have to use a more formal style, right?”

Wrong! It’s the 21st century. We need to write in a natural way, not in a false, fake way that
takes too much effort and sounds insincere. We should all be aiming to develop great
relationships today, and our writing plays an important part in achieving this.
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CoNSIDER YoUR READER WHEN YoU WRITE

After you’ve written an important document, do you ever take off your head and put on the
reader’s? Doing so will help you a lot, especially if you consider how the reader will feel.

Empathy is an important quality to remember in all business dealings. This is particularly so
when writing email messages. When checking through your message before sending, always
put yourself in your reader’s position. Imagine how they will feel as they read your message.
This can often make all the difference.

REMEMBER! E‘%

You’ve written your message as the writer. Now take off your head and put on the head of the
reader. Imagine how the reader will feel as they read your message. Ask yourself:

Is your message clear and concise?

Is there anything that could be misinterpreted?

Will anything create confusion or misunderstanding?

Have you beaten about the bush instead of getting to the point?
Does your email convey a good impression?

Is your message written in an appropriate tone?

Is the language appropriate considering your status and the reader’s?

1.
2.
3.
4,
5.
b.
7.
8.

Have you used words you would use if you were speaking to the reader?

When you have put yourself in the reader’s shoes and considered your message carefully, you
may decide to reword certain parts. You may find it necessary to lighten up your sentences.
You may restructure it so everything flows more logically from one idea to the next. Bravo!
This will help your reader, and it will also help you to get a better response!
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ToUCH UPYoUR EMAIL ToNE

Have you ever read an email and felt as though you’ve been slapped in the face? That’s
what happens when the writer hasn’t put the words together well, so the message comes
across harsh, abrupt, condescending, patronising or maybe sarcastic. This will never achieve
the right response, and will ultimately damage relationships.

You alter your tone of voice to convey messages differently. Much of what you say is also
interpreted through non-verbal clues - eye contact, gestures, inflections of the voice, etc.
This type of ‘reading between the lines’ is not possible with the written word.

Consider the way these expressions come across, and study the better options:

X We cannot do anything about your problem. Try calling a plumber. (abrupt)
v I’'m sorry we cannot help you. A plumber would be the best person to fix this.

X This problem wouldn’t have happened if you’d connected the wires properly in the first
place. (condescending)
v You may resolve this problem by connecting the wires as illustrated the manual.

X | am writing to complain because | was very unhappy with the way your staff treated
me in your store today. (blunt)

v | was very disappointed with the standard of service | received in your store today.

X You are invited to attend an interview on Wednesday, 28 August at 1400 hours.
(unfeeling and blunt, also passive)
v | hope you can attend an interview on Wednesday, 28 August at 1400.

REMEMBER! @

Using the wrong tone could cause real offence to your reader, and could lose you an
important business contact - or friend.

Never ignore the need to use an appropriate tone, or your message could sound aggressive,
blunt, rude, sarcastic, condescending or even offensive.

When writing in business, always consider these four important factors and adopt an
appropriate tone that reflects them all:

your status

the reader’s status

your relationship with the reader

the content of the message
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PUNCTUATE PROPERLY PLEASE!

Many people ask me, “Does it really matter if you put your commas and full stops in the
wrong place? Surely people will be able to figure out the message anyway?”

Incorrect punctuation not only changes the meaning of your writing, but it can also cause
your reader to lose focus on what you are saying. Instead, the reader will start thinking
about how you are saying it and why it sounds odd to them. They won’t get your meaning,
and they may not reply to your key points. So yes, punctuation matters! Here are some of
the key uses for the comma:

Use a comma between two complete thoughts (i.e. full sentences) that are connected by a
coordinating conjunction like and, but, or, yet, for, and so.

The email was sent on Monday, but John did not receive it until Thursday.

The expansion of our business is a long-term project, and we need an effectivemanagement
consultant to advise us.

Becky has submitted her resignation, so she will be leaving at the end of the month.

Use a comma after introductory phrases.

After replacing the cartridge in the printer, please close the door firmly.
As soon as we obtain additional revenue, we can buy new stock.
If you want to pass all your exams, you will need to work hard.

Use commas to separate items in a list.

The committee will comprise Sue, Kara, James and Lynn.
We need to order more envelopes, paper and staples.

Use a comma before and after information that could be placed in brackets.

The new employee, Mary, will start work on Monday.

The new shopping mall, which opens on Monday, has 43 stores.

We need John, and possibly Doreen as well, to help with this project.
Mr. John Brown, our Training Manager, will interview you tomorrow.

Finally, check out this sentence, which could be read in two ways.
Mary, my assistant, will call you soon. In this
example, Mary is ‘my assistant’.

Mary, my assistant will call you soon

Without the second comma, Mary is the person you are talking to.
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USE VERBS NoT NoUNS

When writing, many people tend to express themselves more formally than they would if
speaking. For example, you may chat to a colleague about a new award to recognise excellent
service, but when you sit down to write an email you find yourself writing ‘ in recognition of
excellent service’. Why is this?

Nominalisations (that’s what this style of writing is called) appear all over our writing. They
make sentences longer, they make your writing less lively, less human, and more bureaucratic.
Normalisations are very common, especially in the civil service. What happens is that instead
of using a verb, e.g. to recognise, the writers uses the noun, recognition.

Let’s look at some examples of how you can change some nominalisations into verbs:
the use of to use

the clarification of to clarify

the improvement of to improve

the provision of to provide

the adoption of to adopt

Now let’s put some examples into sentences:

| will help you in the negotiation of a better salary.
| will help you to negotiate a better salary.

Introducing lunch talks ensured the motivation of staff.

My new manager is helping me in the realisation of my career goals.
My new manager is helping me to realise my career goals.

X
v
X
v We motivated staff by introducing lunch talks.
X
v
X

In recognition of the necessity of better staff training, the company made a decision on
the recruitment of a Training Director.

v The company recognised that it needed better staff training, so they decided to recruit
a Training Director.

X  We monitored the use of facilities through the documentation of attendance.
v We monitored how people used the facilities by documenting attendance.

REMEMBER! @

You can really improve your writing if you start changing nominalisations into verbs. You may
not stop them all at first, but just being on the lookout for them and making changes will be
very worthwhile.
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KISS MoRE IN YoUR WRITING!

Please be informed that these instructions should be disseminated to all your staff at the
earliest opportunity so they can also start utilising all the information provided to make
improvements in their business writing skills.

Yes I’'m having a laugh! Let me try that again:

Please share these guidelines with your staff soon, so they can also
improve their business writing skills.

Business people today have many documents to read. They are way too busy to try to
decipher long-winded sentences full of long words and redundant phrases. Readers will
appreciate a message that is direct and straight to the point, while still being respectful and
courteous.

REMEMBER! @g

As you work on developing your writing skills, remember the KISS principle.

Keep
It

Short and
Simple

This means instead of long or complex words, use short ones. For each pair below, use the
shorter simpler word (in bold):

commence start regarding about
utilise use require need
terminate end state say
advise/inform tell visualise see
assist help sufficient enough
purchase buy dispatch send
endeavour attempt/try kindly please
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KISS also means using one word instead of long phrases where appropriate. For each phrase
here, use just one word (in bold) instead.

| should be glad if you would please

In spite of the fact that despite
With regard to about

At the present moment in time now
Conduct an investigation investigate
In view of the fact that as/because
In the event that if

In the very near future

At a later date

We would like to ask you to

Avoid these phrases altogether:
| have noticed that

It has come to my attention that
| am pleased to inform you that
| am writing to let you know thatl
must inform you that

Please be informed that

Please be advised that
Thanking you in anticipation
Than you and regards

Kindest regards
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SHoOW YoUR SMILE IN EMAILS

Dealing with clients should be easier over the telephone than through email because even
without seeing the person you can hear them and their tone of voice. And, yes, you can hear
a smile! In email you don’t have any of these advantages, and you certainly cant tell when
the writer is smiling. Or can you?

With so many emails to write and time being of the essence, too many emails are purely
transactions. They just aim to get the job done. The danger here is that messages written
in stiff, wooden language containing pure facts will do little to create bonds or build
relationships.

People who take time to put some thought and show some feelings in their emails will have
ultimately greater success because they will build better relationships.

Here are some techniques you can use to let readers sense your smile.

1. Lead your reader into your message

Try not to just dive headlong into a message. Backtrack first, and give some basic
background information. Be warm and friendly.

Thanks for lunch last week. Your new project sounds fun.
It was good to chat today. Thanks for calling to clarify this issue.

Your news today is interesting. | am so pleased for you.

Show some emotion

Some people give the mere facts and only the facts. No emotion, no feelings. Some
emotive and sensory words can add texture and dimension to your message, and they
will help to create a better bond.

I’ll be pleased to help you resolve this issue.
I’m happy to offer you an extra 5% discount in these circumstances.
| see what you mean, and can understand your concern.

| appreciate your help in trying to rectify this.

Use visual language

Try to paint a picture of what you are communicating. The reader will then be able to see
the image that you are trying to create.

| see what you mean.
This is much clearer to me now.

Your suggestion looks good.
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USE PoSITIVEWoRDS To GET PoSITIVE RESULTS

Presenting yourself as an optimist is a well-proven strategy of success. This works in
writing too.

Check out how the positive tone improves these sentences:

Negative: If you do not return your form before 2 August, it will be too late for you to
attend the conference.

Positive: Please return your form before 2 August to register for this conference

Negative: We will not be able to supply you with the books unless your full delivery
address is provided.

Positive: Please let us have your address so we can deliver the books.

Negative: Our shop closes at 10 pm every day and all day on Sunday.
Positive: Our shop opens from 10 am to 10 pm from Monday to Saturday

Negative: Purchases over $1,000 cannot be approved by anyone else except the
Sales Manager

Positive: The Sales Manager must approve purchases over $1,000.

Negative: This model is very popular, but it only does 35 miles per gallon.
Positive: This model is very popular, and it does 35 miles per gallon.

REMEMBER! @

Using positive words and positive phrases will enhance the tone of your writing, as well as
its effectiveness.
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ACHIEVE RESULTS FRoM YoUR WRITING

Our ancestors believed it was important to use big words and flowery language to achieve
their objective in writing. Some people still think this is true today!

Sadly, many people are still using long words, long sentences, passive voice and flowery
writing that we would not use if we were speaking. In writing today, get your message across
quickly and clearly, so that you achieve the right results just as quickly.

REMEMBER! @

Here are six steps to help you achieve the right results from your writing:

1.

Structure your documents logically

Follow my four-point plan: Make sure there is an introduction setting the scene, a
central section stating all the details, and then draw it all together with an action
section, and finally a simple close.

Organise your points visually

Numbered points and bullets can be very helpful, and side heading can be useful when
you have to include things like date/time/venue.

Keep trim
Long sentences may be confusing. Keep sentences short, around 7-20 words.
Give your reader a break

There is nothing worse than long paragraphs. Use a new paragraph for each separate
issue of the main theme, with each paragraph about four to five lines long.

Eradicate jargon

Avoid acronyms and specialist language unless you are sure it will be understood. Use
simple words instead of long ones, and simple phrases instead of long sentences.

Use familiar terms

If the reader doesn’t understand the words you use, they will stop reading! Ditch the
dinosaur language, and cut out commonly used clichés.
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SWITCH oFF THE PoP-UP AND DoDGE THE DING-DoNG

When | did some research about common complaints with email, most people told me
they felt they couldn’t escape email. It is constantly there, popping up in the corner of their
screen, distracting them continuously, especially when working on an important project.
Well, this may be a shock, but have you ever considered closing down your email program
so you can focus?

Most email programs have an alert facility that means we are interrupted regularly by a little
bell or a beep, or just a pop-up appearing at the corner of our screens. If you’re anything
like me, these interruptions can interfere with your planned work and add frustration and
stress to your workload.

Imagine how great it would be to concentrate on that important report - if only we could
switch off our email for a while!

Consider this situation: you are focusing on an important report, really getting into it, on a
roll, very happy with your work. Then out of the corner of your eye you see a pop-up alert
telling you an email from a client has just arrive. You think, “Oh I’ll just check it,” and you
scan it quickly. When you read it, you think, “I'll send a quick reply”, but because you are
rushing, you don’t’ realise you’ve made errors, plus you haven’t replied to all the points in
your client’s email.

The upshot is that there will be several more emails back and forth to clarify. It’s the common
‘ding-dong’ that everyone knows so well - the ding-dong of emails going back and forth.
If only you’d taken time to read the client’s email more thoughtfully, and to consider your
reply more carefully.

REMEMBER! @

| realise that some organisations insist that staff leave their alert on at all times. But unless
it’s a specific requirement of your job, please consider switching off your email alert - you
will then be able to focus on your report or that important spreadsheet, and you will feel a
greater sense of achievement by doing so.

After you have finished whatever you’re working on, go back to your email and give every
message your complete attention. This way, you can dodge the ding-dong!
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USELISTS AND BULLETS

I was writing an email yesterday when | thought to myself, “Hang on, Shirley, I’ve just written
one point, and | know | have another one, and possibly more.” | then went back to reformat
my paragraph into a list of bullets. This made such a big improvement to a simple email. It
simplified my writing process, and it made it easier for the reader too.

Which one of these examples is easier to read?

1. We would like the workshop to cover the nature of conflict, managing customers’ expectations as well
as dealing with difficult situations and repairing relationships with customers.

2. We would like the workshop to cover:
Understanding the nature of conflict
Managing customers’ expectations
Dealing with difficult situations
Repairing relationships with customers

| think you’ll agree that number 2 was much easier to read here, yes?
Bulleted and numbered lists are great for many reasons. They help you to:
Organise your thoughts and points.

Focus your reader’s attention on key points.
Condense detailed or complicated topics.
Simplify the skimming process for busy readers.
Enhance visual appeal.

Check out the list here. Did | prove my point?

REMEMBER!

When writing list items, always make sure they are parallel in structure. For example, in the
list above it would have been correct to put, for the third bullet, ‘condensing detailed or
complicated topics’~All the other bullets begin with verbs, so starting this point differently
would have been inconsistent.
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Make sure your list items follow whatever it says in the sentence before it. Take a look at this
example, where every point in the list needs to follow ‘ if you’ in the lead sentence. Notice
how each point here begins with a verb. This is a very good technique to use, especially
when writing a list of procedures or instructions for people to follow.

For example:

You can improve your business writing if you:
Adopt a friendly, conversational writing style. Read
your message out lout to check the tone.; Keep to the point
and stay focused.
Organise your points logically.
Use language that your reader will understand.
Here’s another list of bullet points, this time written in a different style, but sill remembering
grammatical parallelism:

Job responsibilities include:

Reception duties

Coordinating travel arrangements

Dealing with travel claims

Maintaining databases

Preparing catalogues and presentation materials
General office duties

DANGER!

Beware writing a list Qf points that don’t follow the rule of grammatical parallelism. This
could confuse your er. If you start one point with a verb, make sure you start all points
with a verb.
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KEEP ACTIVE, IN EMAIL Too!

Poor writing damages reputations. Poor writing refiects badly on you and your organisation.
As a result, business efficiency is lost as are opportunities to connect and build relationships
with clients, colleagues and collaborators. Using active voice can considerably improve your
writing and therefore your relationships.

Our ancestors used passive voice because they didn’t want to show responsibility. They
used passive voice to put a distance between the writer and the reader, and to keep a
formality. The long-winded style of writing, with many redundant phrases, also slowed down
understanding.

Let’s face it though, in those days, our great-grandfathers had much more time to study
documents and figure out what the reader was meaning. We don’t have much time for that
today! Check out these comparisons:

Passive: Arrangements have been made for a repeat order to be despatched to you
immediately.

Active: | have arranged for a repeat order to be sent to you today.

Passive: The cause of your complaint has been investigated.

Active: | have looked into this issue.

Passive: The meeting will be chaired by Mark Robinson.

Active: Mark Robinson will chair the meeting.

REMEMBER! gg

In today’s writing, we should be using active voice, which is more alive, more focused, more
personalised and much more interesting and clear.

Active voice is crisp, clear, transparent and easy to understand, with its focus on active verbs.
The personal context makes it more positive and interesting.

Business today is conducted in a very informal way. In meetings and phone calls we use a
natural, relaxed friendly language. We use active voice to get to the point quicker, but we
still take care to be tactful. The language used in our writing today should also be simple,
courteous, relaxed and straightforward, quite conversational.
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SAVE, DELETE, FORWARD oR ACT?

Some people find the volume of mail in their inbox quite overwhelming. If it hasn’t happened
to you yet, watch out. It can happen overnight.

If you leave a message in your inbox with no evaluation at all, it simply means that you will
go back to read it again and again. This is just the same as moving pieces of paper around
your desk from one tray to another. It’s total waste of time.

REMEMBER! @

When processing messages, scan each one carefully. Read the subject line and the first
paragraph. If necessary, scan a little more. Then make a decision about which of these four
things you will do:

1.

Save or print it for reading later

These messages may be lower priority, for reading only, or messages that don’t need
immediate attention. File these messages somewhere you can find them later. Don’t
leave them in your inbox to be revisited several times.

Delete it
We all receive irrelevant messages or junk. Just like you do with paper junk mail.

Just bin it! Don’t waste time thinking about it.

Forward it to someone else

If someone else should deal with the message, forward it to them. But do include a
simple note to explain why are you sending it on.

Act on it

Many messages need a straightforward response. If you reply immediately, It’s done.
If you need to give it some thought, put it in your drafts folder first, or highlight the
message with a priority setting.
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KEEPIT SIMPLE, BUT NoT Too SIMPLE

So many people today are using misspellings for words, like de (the), dat (that), dis (this),
wud (would), tot (thought), frens (friends), dun (don’t) and even witchew (with you). If you
must do this, please keep it to texting or instant messaging friends. However, it’s not a good
idea to get into the habit of using these non-words, because you may forget to spell out the
words correctly when you really should.

A friend told me recently that she received a business email message written almost entirely
in text language. When she replied, she told the writer that he hadn’t come across very
positively in his email message because it was too casual. The writer wrote back immediately
in more appropriate language, and he thanked my friend very much for mentioning this. The
writer had just chosen the wrong way of speaking (or writing) to my friend initially. The key
is knowing when to use abbreviations and when not to.

REMEMBER! @

Watch your language. When you post something on Facebook or when you send an email,
your writing is going out to a much wider audience. Abbreviations such as those mentioned
earlier will not give a good impression of you. In fact, they will have the opposite effect.
Especially if being viewed by potential employers.

It’s really important that you learn to adapt your communication style depending on who
you are talking to, otherwise you could end up in big trouble.
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EARN TRUST AND CoNFIDENCEWITH GREAT WRITING

When you are talking to someone face-to-face, you have lots of visual cues to help you -
your tone of voice, gestures, movement, eye-contact. It may not be fair, but in the everyday
world we are judged and infiuenced by all these criteria and more - even our occupation,
height, dress and the way we look. Believe it or not, it is through the way we speak and look
that we earn trust and confidence.

With none of these visual cues present in our written communication, how do we earn trust
and confidence when we write letters and emails?

In written communication, especially email, without the support of body language and other
visual cues, we have to find other ways to evaluate the person who is ‘speaking’. So how do
we do that? We do that by looking at *style*.

Style in written communications does not mean wearing a designer suit to do all your
most important writing. Style means attention to proper spelling and punctuation, proper
sentence construction instead of non-sentences, full spellings instead of abbreviations
(especially things like r and u, which should only be used in text messages), use of visually
attractive formatting (paragraphs, numbered points, bullets), consideration of appropriate
tone and logical organisation.

If you learn to pay attention to all these aspects of style, you will increase the value of what
you write, earn the respect of your readers, and you will have a distinct advantage in today’s
e-world.
When | was doing some research for my new book, Model Business Letters, Emails and OtherBusiness
Documents 7th edition, one of my friends said:
“When | receive a message full of mistakes, sloppy writing, bad punctuation and poor
formatting, | think the writer has no respect for me - because he or she couldn’t take just
one minute to tidy it up before hitting ‘send’.”

G

If you want to earn the respect as well as the trust and confidence of your readers, you must
learn how to write well, and make a conscious effort to improve your writing skills constantly.

You are what you write, so please learn to write well!
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LEARN THE NEW RULES oF BUSINESS WRITING

Take a look around your workplace. Do the leaders in your organisation write effectively and
powerfully? Do good writers tend to get promoted? Do people tend to listen to good writers?
Are good writers able to persuade or convince effectively? Absolutely, the answer to all these
questions is yes!

We are writing so much more these days, and we depend upon on our writing skills to
influence, persuade, encourage, collaborate, and to lead. However, it’s rare to hear people
talking about the importance of good writing in our day-to-day work. Most people don’t
really notice the quality of the writing they read - they simply react positively, negatively, or
not at all.

If you have ever wondered if there’s a better way to write your messages so they get better
results, there is!

REMEMBER! @

Here are three of the new rules for written communication:

1. If you can say it, you can write it

We connect with the world today largely through email, websites, blogs, texting, and
social media. With all these channels we have only bare facts, without tone of voice,
facial expressions, body language, or pauses. As we regularly use these means instead
of talking, it makes sense to use writing that’s as close as possible to spoken language.

When you do this, you gain yourself a great advantage - you put your personality and
individuality into your message. This will help you to stand out more and make a greater
connection with your reader.

Write for today, not yesterday

Yesterday’s writing is passive and wordy, it sounds really dull, and it puts a distance
between you and the reader. The way it is written also slows down understanding. Today’s
writing sounds more conversational. It’s crisp, clear, and transparent and the personal
context makes it more positive and interesting.

Yesterday:

Please be advised that a meeting of the Annual Convention Committee will be held
on 24 February (Thursday) at 9.30 am. Kindly advise me of your availability at your
soonest.

Today:

I’d like to hold another meeting of the Annual Convention Committee on Tuesday
24 February from 9.30 to 11.30 am. Please confirm if you can join us.
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3.

Aim to build relationships

In todays fast-paced, communication-crazy world, it’s essential to come across as ahuman being. If you
insist on using old-fashioned or redundant jargon (Please be reminded, Kindly be advised, Please
find attached herewith, above-mentioned, reference and perusal etc) you will obscure the real
meaning and will not be adding any personality of your own.

Make your writing positive, stimulating and interesting, add some feeling and a personal
touch. This will help people get to know the real person behind the message.
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ToNEAFFECTS YoUR IMAGE

Tone can play such an important part in how our audience processes our message, but we
often don’t pay attention to it when we write. In our speech, we use tone quite easily, but it’s
harder to see or read tone in our writing.

Tone is basically your attitude. It involves your attitude toward the subject, the message, and
your audience. Your tone could be everything from humorous to angry to adoring.

Tone and style are not the same. In fact, sometimes your intended tone can go head-to-head
with your natural style. For example, a friend of mine has a natural style that is semi-formal
and somewhat personal. That style can come across as less than serious. When she is writing
a more formal, objective message, her style can make it seem that she has a humorous or
relaxed attitude toward the subject. In truth, she’s quite serious about the subject, but her
natural style might suggest she isn’t.

REMEMBER! @

In all business communication you do need to pay attention to tone. When you write a letter
or an email, always read it over at least once out loud. Imagine you’re speaking to the reader.
If something doesn’t sound right, change it.
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USETHERIGHT ToNE To GET THERIGHT RESULTS

In a conversation, on the phone or face to face, you can gauge the reader’s immediate
reaction and change your tone accordingly. But once you’ve committed words to paper, you
won’t have a chance to do this. So it’s doubly important to choose the right tone in your
written messages.

Tone refers to the style or manner of expression you use, in your speech or writing. Just likein
a conversation, the tone you use in your writing affects the way a reader interprets and
responds to your message.

The tone you choose in your writing should be guided by who you want to read the material,
why you want them to read it, and what reaction you hope to get.

In all business writing, you should strive for an overall tone that is confident, conversational,
positive, and courteous.

Confident tone: This conveys authority and helps assure the reader your message is
important enough to warrant attention.

Conversational tone: It’s much better to use a more conversational tone today rather than
the stilted, highly formal wording form the past. Write in a natural style, similar to how you
speak. Avoid formal language or dense jargon.

Positive tone: Always look for positive ways to put across a message wherever possible, with
the focus on benefits and strengths.

Courteous tone: Aim to be polite and respectful. Avoid lecturing the reader, or using language
that suggests the reader is at fault or unreasonable. It’s very important that what you write
will not offend the reader.

REMEMBER! @

Instinctively, most people adjust the way they speak depending on their relationships with those
they are addressing.

It’s important to do this in your business writing too.
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USETHE 4Rs AND YoU’LL GET GREAT RESULTS

How often do you finish writing a document, look at it, and then say: “That’s terrific”? No?
Then you need to work on the 4Rs.

“If you wish to persuade me, you must think my thoughts, feel my feelings, and use my
words.”

- Roman philosopher, Cicero

Much of our writing is trying to persuade readers about something, so it’s so important to
remember who you are talking to. We need to think like they think, feel like they feel, and
use words they will understand and relate to.

These 4Rs will help you remember just why the reader is so important.

Reader You need to put yourself in the reader’s shoes and ask yourself what words will your
reader understand. Sometimes we assume readers will understand the same
words as us, when they often don’t. Use clear and concise language to helpyou
develop great relationships.

Response Your job is to communicate your ideas accurately, and when you do this well,
your reader will understand your message and this will guide him or her towards
the second R, which is to get the right response.

Reaction When you consider the reader and using the right language, the reader will feel
good about communicating with you, so our third R is reaction. The reaction you
must aim for is to make a great impression.

Results When you work on the first 3Rs, you should automatically achieve the fourth,
which is to get the right results, and that way you’ll start building trust and
confidence.
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USE PLAIN ENGLISH

Plain English is writing that’s simple and clear. It’s written with the reader in
mind, using theright tone. Plain English helps you get your message across
effectively. Plain English helpsyou get the right results.

The purpose of business writing is to take care of business, and that means get
things done.When we write at work, we often report on problems and their
solutions, we need to update managers on projects deadlines, give information
and updates, or ask for information.

All writers can help to get things done by keeping their language simple, easy
to read andeasy to understand. One great way of doing this is to use one
simple verb - or action - wherever possible.

Take a look at these examples:

Instead of Write

The chairman came to a conclusion The chairman concluded
We need to make an improvement We need to improve
Please help me to sign Please sign

We assist to forward it to them. We will forward

it to them. The committee will undertake an investigation = The

committee will investigate

We will proceed to make the arrangements We will make the
arrangements

Advantages of Plain English

It’s faster to write, and it’s faster to read.

It’s easier to understand.

It’s straight to the point, but it’s also courteous.
It’s much more simple.
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EMAIL WRITING

Introduction 1 Formal or informal?
2 Wlissing words and abbreviations
3 Key phrases

Basics 4 Cpening and closing
5 Giving news
& Information, action, help
7 Internal messages
8 Atachments
9 Amanging a meeting
10 Invitations and directions
11 Negotiating a project
12 Checking understanding

Language focus 13 Verb forms
14 Comparisons
I3 Sentence structure
16 Common mistakes
17 Punctuation and spelling

Commercial 18 A customer-supplier sequence
19 Inguiries and orders
20 Discussing and agreeing terms
21 Asking for payment
22 Describing business rrends
23 Cause, effect, contrast

Problems 24 Complaints
25 Apologies
Reports 26 Report structure and key phrases
27 Linking words and relazive clauses
Direct/Indirect 28 Being direct and brief
19 Being indirect and polire

Personal 30 Being friendly
31 Advice and suggestions
32 Job appiication
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Formal or informal?

First, read the information abour writing emails then mactch the informal phrases (1-15)
with the neutral/formal phrases {a—o).

Three different writing styles are often identified, although in real life che differences are noc so clear:

Formal This is the style of an old-fashioned lecter. Ideas are presented politely and carefutly, and
there is much use of fixed expressions and long words. The Janguage is impersonal.
Grammar and punctuation are important. This style is not common in emails, but you can

find it if the subject marter is serious {for example a complaint).

Neurralf  This is the most common style in professionalfwork emails. The writer and reader

Standard  are both busy, so the language is simple, clear and direct. Sentences are short and there is
use of contractions (¥ we for I have etc.). The language is more personal. However, the
style is not similar to speech — it is woo direct.

Informal  This is the most common style for emails between friends. Sometimes the email can be
very short or it could include personal news, funny comuments etc. This is the style that is
closest to speech, so there are everyday words and conversational expressions. The reader

will also be more tolerant of bad grammar etc.

Informal Neutral/Formal

What do you need? 4. 2} With regard o ... {or With reference w}
Thanks for the email of 12 Feb. b) 1can assure you that ...

Sorry, ] can't make it. ¢) We note from our records that vou have not ...
T'm sorry to tell you that ... d} Please let us know your requirements.

[ promise ... . e) I was wondering if you could ...

Could you ...7 . f) We would like to remind you that ...

You haven't... . g} 1look forward to meering you next week.
Don’r faraer ... h} Thank you for your email received 12 Febrary.
Ineedww ... .. i) 1am afraid | will not be able to atrend.

Shall T...7 . i) Would you like me o ...2

But ... [Alse . JSo... L. k) 1 would be gratefud if you could ...

1
2
3
4
5
4]
7
8
9
10
11

o
[¥]

Please could vou ... I} Please accept our apologies for ...

—_
o

P'm sormy for -.. m) It is necessary for me to ...

—_
-

Re... .. n) We regret w advise you that ...

13 See younext week. o) However .. [ ln uddinon .. | Theretore ...

Note: with business emails you can mix sryles wo some extent, but don't mix stvles at the two exrremes.

If in doubt, follow the style of the other person.
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B Rewrite the emails below by substituting the phrases in italics with more informal phrases.
Section A will help you. Use contractions {e.g. I’ll} where appropriate.
Email 1

{ am afraid | will nat be able to atlend the meeting on Friday. As [ will miss the mesting, | was wondering if |
you could send me a copy of the minutas? | will write to Anita as well, 1o inform her that | wilf not be thare. |}
Once again, please accept my apologies for this, and { can assure you that { will be at the next mesting. |‘

Sarvy. L can’t make it _on Friday.. ...

Thank you for your email of 25 January where you requesied assistance on how to arder or-line. ff is
nacessary for ma to know your a/c numoer before | can deal with this. [ would be grateful i you could also
provide details of which version of Windows pou are using.

Email 3

! | With referance to your order rumber J891 — we received it this moming, but you ave not filed in the
sections on size and colour. Please et us know your exact requirements. These products are selling very
well at the moment, and we regret fo advise you that the medium size is temporarily out of stock. However,

we are expecting more supplies in the near future. Would you like me to email you when they arrive? |

Match the words of Latin origin in box A with the shorter words in box B.

Box A

! lmee 6 information l.l.repair o ) facts k) Belp (n) ‘

2 due to 7 obtain/receive 12 request 'b) ask for g) fx {v) 1) job
Jenquire 8 ocoupation 13 requirements ¢} because of h} get m) more
4furcher 9 possess 14 reserve id) book {v) i} give n) needs (n)
5inform 10 provide 15 verify - e} check/prove j} have * o) rell

VR 2.3, . 4. 7.8

Note: longer woeds of Latin origin sound more formal, and shorter words sound more informal.
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Missing words and abbreviations

Read the information below. Then match the sentences (a—{) to their descriptions.

Missing out words is commen in emails and informal speech. It happens where the people know each
acher very well and the situation is celaxed and friendly. The meaning is clear from the context so the
fuil grammatical form is not necessary.

a) (That’s a) good idea! g) Just read (the) email about relocation.
b (Did you) get my last email? h} Your suggestion {is) good, but needs clarification.
¢) (I} think your idea is great. i) (Are you) coming with us on Friday?
d) (1t} sounds like fun! i} (D) hope you're weil.
e) (I am) looking forward to seeing you. k} (It’s a) pity we missed you yesterday.
{I'll) speak to you later. 1) Next week (would be) better than this week.

The subject ‘1’ can be left cut, especially with mental verbs like hope, think etc. €./
[n a question, the subject ‘you' and the auxiliary can be left out. /

The subject ‘I' and the auxiliary {be, have, will) can be lefrove. /...

The words ‘That’ or *[t’ can be left out, often with a form of *be’ as well. /... /..
A form ol *be’ can be leflt out on its own. ..

The word ‘the’ can occasionally be lefcour. ...

Put the missing words back into the email below.

I was a
,{Great evening, wasn' it! Realiy enjoyad the meal, and nice to see Mary and Roger again. Had a chance to

speak to Lucy yst? Don't warry # you haven't, will be seeing har tornorraw.

Abot next week — film you suggested scunds great. Been talking to some colleagues at work about it. Not

sure about the day, though. Tuesday might be difficult. Perhaps Wednesday better? Let me know,

Going ta my parents at weakend - laoking forward to it. They live in Chichester. Ever been there?

Spmetime scon we need to talk about holiday plans for next summer. Things still a bit uncertain at work.

Might be possible to take twe weeks off in July, but can't be sure. Three weeks impessible. A pity.
\—Aiyway. got to go now. Hope you're well. See you next week.

Match the abbreviations {1—4) with the meanings (a~d}.

i.e. (id est) a} 1am going to give an example.
2.2. (exempli grara) ... b) 1 am going to explain what [ mean using different words.

1
2
3 NB (nota bene) .. ¢} 1am adding some information at the end that 1 forgot.
4

FS {postscnpt) .. .. d) [ wanr you to give special artention to chis next point.
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D First, read the information about abbreviated forms. Then write out the emails in fuil.

In sorne emails you can find very abbreviated forms. The writer wants 1o write very quickly and the
meaning is clear from the context. There are three rechniques:
1 using 2 lerter o stand for a sound (¢’ = see}

2 wmaking a short form of a common word {*y¢ = your)
3 writing the first letters of a well-known phrase {*asap’ = as soon as possible).

Email 1

‘: I Subject: Yr arder ref no KDE54 =
i In refiation to yr order rec'd today, we cannat supply the qty’s you need at this momant. Pls confirm asapifa |
I part-delivery wd be acceptable. with the rest to ioliow LBR. Rgds, Stefan, !

Subject: ... Yaur. arder. refereace number KD6G4........

Subject: Thx for yr msg
Re your msg left on my ans machine - ves, m free 4 lunch on Wed next wk. Biw, good news about yr
interview. Hv 2 work now. CU, Jane.

Subject:

Subject: Cptiens for Tech Help

We have a Tech Assistance section on our website, with an extensive list of FAQs. Customers find this
v convnt as it is avail 24{7. Otoh, i you need to spk to sh in persen, you can call during whkng hours.
Bw, Alan.

SUBJECLL i i e e e e sttt e s e
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Key phrases

Choaose a subject line for each email. One of the subject lines in the box is not used.

- Action re contract Meeting 14/5 Re vour advertisement

1

" Special Offet! Shipping confirmation  Regarding vour order |

Email 1

I sutjact .

I Re vourtast email, we are in the process of arranging the mesting scheduled for 14 May, but there ara still

i J a few details | need from you. Do you want me to bock hotel accommeadatien for you — ar will you sort it aut

| at your end? Aiso, can you send us something about the Barcetona project you were involved in last yaar?
it would be helpful to have something to circulate befare the mesting. Plgase send a copy of any relevant

! ‘l reports. Regards, Monica,

Email 2

Al SUBBCE

[ Sarry for the delay in repiving - 've been out of the country on business, Unfortunately, the items you
orderad are not in stock, but wa're expecting delivery by the end of the week. [l get back to you as soon as

: [ they arrive. If you need any more information, please feel free tc cantact me.

Email 3
I Bubject:
Luisa, I've emailed Michelle and Roberto about the changes to the contract. Shall | have a word with
| I Mighelle lo make sure she Understands whal's gaing an? You work with Roberte - can you talk to him?
|| Thapks for vour help - | appreciate it.

Email 4

al SUbIBE e

‘ \ Good news! Subscribers to our email newsletter can take advantage of fantastic price savings in our

I January sale. I've attached a pdf file that gives full details, or atternatively just click on the fink below. You

| can order over the web or by emal — our customer service staff are standing by. Looking forward fo hearing | \
i I from you soon, |

Email 5
o

|‘ Subject: . . e
Just a short note to let you know tnat we recgived your order. We can confirm that the iterms were sent by
| mai today. To track your order, click on the fink below, If there’s anything else, just let us know, Best wishes,

I Pierre.

Note:

+ Subject lines should be very short and very clear. They should tell the reader exactly whart is
coming in the body uf the email.

» The word ‘Re” appears in two of the subject lines. It is short for ‘Regarding ...
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Complete the table by matching an underlined phrase in section A with a similar phrase
below.

Previous contact
With reterence to your email sent (date), ... e gour last email ... ..

Reason for email

We are writing to inform you that ...

Good news

You will be pleased to hear that ...
We are able to confirm char ...

Bad news/Apologising
1 apologise for...

We regret to inform you thac ...

Requests
P’d be grateful if you could ...
[ would appreciate it if you could ...

Offering help
Would you like me to ...¢
If you wish, [ would be happy to ...

Promising acton

[ will contact you again.

Attachments
Please find attached ...

Final comments

Thank you for your help.

Do not hesitate to contact us again
if you need any further information.

Closing

We are looking forward to ... 15 ...
Yours | Yours sincerely 16

« In general, do you think the phrases on the left in section B are more informal or more
formal than those on the right?
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Opening and closing

Match the email beginnings (1-8) with the endings {(a-h).

Begtnmngs : Endmgs

1 I am wrmng wich regard to your recent 1 a) Anyway, thanks again for mvm’ng me, and
email. We regret co inform you that there I ['tn really looking forward to it. Do you want
i are no double rooms available for the nights me 1 bring anything!
| you require. .C. :

I'2 Thanks so much for the wonderful present. | b) You know you can count on me if you need ‘

It's exactly che book that | wanted —how did | any support. I Il call you at the weekend to |
you know? 'm reaily looking forward wo I ;
readmg 1: . |

see how things are.

S |

Patricia, [ ve ]u.st read your emaul I ™ 50 c) Should you need any further information !

|
|
i
I
L

sorry to hear about what happened. * about room availability, we will be happy to |
} . assist you.

— e e ———— ; e ——

" 4 Sorry, | can't make it to your birthday party d) I look forward to receiving this information

| at Fishers restaucant, as ' away on that day. " assoon as possible.

I am mailing this via the ‘Contact Us' link - e) It really is great news, and I m sute tha( it’s
on your website. I'd like to know a few mere only the beginning of our work in the
details about the anri-virus software that's French marker.

hsred on the site. |

lam writing wnth reference o our order f} Please deal w:rh rhl.s martar urgently I
number GH6T. The goods arrived this expect a reply from you by tomorrow
morning, but you only sent 200 pieces morning at the latest.

mstead of the 300 that we ordered

Yes' Great’ l’d !ove to come o the party. g) Thanlcs agam for the gift, and give my
reoards O your famlly

T've just heard from Antonio about the Paris b} Anyway. sorry sgain that I can’t come, but
conract. [t's fantastic news — you worked have a great time. [ hope we can meet up
really hard on this and you deserve the soon. Whar about going to see that new
success. Speilberg film?
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Match the beginning and ending pairs in section A with the descriptions (1-8) below.

An email asking for information. Neutral style. .34
An email giving informacion. Formal style. ...

An email accepting an invitation. Informal style.

An email refusing an invitation. [nformal style. ..
An email of congratularions. Neutral sevle. ...

An email of complaint. Formal style. ... ..

An email of thanks. Neutral style. ..

O =3 N b W=

An ernail of sympathy. Informal seyle.

Read the following sentences. Decide whether they are beginnings or endings. Then decide

whether they are neutral or informal.

The computer necwork will be shuc down for maintenance

at 5pm on Thursday.

Oh, yes — P'll be back late tonight. Can you do the shopping

and buy something nice for dinner? Thx.

1 look forward 1o receiving your advice on this matter.

Whar a surprise — how nice o hear from you!

Bye for now. See you soon.

1 hope that everything is okay, but do not hesitate to contact

me if you need any clarification.

Please find artached my report, as promised in Friday's meeting.
I'm so happy for you! Write again soon and tell me how it’s going.
We are writing to advise you abour some changes in our price list.
1f you'd like any more details, just lec me know. I'm away

all nexe week but Andrea is dealing with this in my absence.

Just a quick note to say I really enjoyed last nighe.

Simon and I have been talking about your holiday plans for next
August. [t looks like we won't be able to join you. I'm really sorry.

Look back at the examples in section C. Find:

a} two written to someone unknown ot lirele known. ./

b} four written to colleagues, perhaps sent to several peopfe. ... [ ... fo.o. |......

c} five written ro afriend. . [ [ ).
d} ane written to a very close family member.
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Giving news
Decide whether the following would be used in a formal er informal email.

Further to our phone zall, [ now have the information you requested. formal { informal

Thanks tor your email — it was great to hear from you again, formal / informal

1
2
3 T'msorry [ haven't writren for ages, bur I've been really busy. tormal { informal
4

With reference w your last email, ! am writing co let you know ... tarmal / informal

Rewrite the sentences below with the correct word order, beginning as shown.

I'm writing vue appointment € June on Tuesday to confirm.,
Unfortunarely, [ will make the meeting not he able to on 6 June Tuesday.
Unforrunately, e e
You his been accepted your application will be pleased o hear thae.

We inform you redret to thar your application has been nor successtul,
Bad afraid news Pin abour next weekend our trip.

Bad ... . [P,

You'll guess never happened what's!

You'll . .

Here's the project on an updare.

Here's

Look back at the sentences in section B. Find:

two wrteten by a friend o another friend. /.
twa written by a husiness persen o a colleague, about 2 meeting.
rwo written by a Human Resoyrees manager to o candidate tor a job. !

one written by a business person to a colleague, introducing general informacion.

Complete the emails by writing one word in each gap. Several answers may be possible.

¢ Further 1o our phone call sarlier loday, I'm writing o that | will be able to
I the meeting next Monday as discussed. Looking ™ to seaing you then.

Witk 10 your last amail, | am writing to you know what's happening
with the project. , things are running & DIt lale. You can get the whole picture from my
repart, which ['ve # as a Word dac.
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Match the verb forms in italics (a—f) with their uses (1-6) below.

a) Hi Anna. I'm in Switzerland! ['m working as an au-pair over the summer.

b) I've got a new job! The hours aren’t too bad - [ start ar 9 and finish around 5.

¢) ['ve got a new job! I've been so busy chat [ haven’t had a chance to write.

d) You won't believe it! | was shopping in the city centre the other day and [ saw Helga!

e) You won't believe it! I was shopping in the city centre the ocher day and I saw Helga!
f) Do you fancy going out on Friday? I've been writing a report all week and [ need a break.

a habit or routine

a temporary action in progress at the moment

an action in progress in the past (gives the background)

a completed action (we know when it happened) .

giving recent news (the writer’s attention is on the present result of the events)

an action in progress from the past up to the present

Read the email. Then choose the best word to fill each gap from A, B, C or D below.

to Manuella on the phone the other day and she ¥ __you might come over here for a

visit. Please do — you know you'te always welcome to stay at our house.

1) A have heard
2) A before

3) A have been
4) Astill

5) Avyet

6) A is going

7) A for

8) A For

9) Alwork
10} A Idon't leave
11) A already
12) A has been
13) A wlk
14) A mentions

B don't hear

B ago

B did be

B vet

B still

B goes

B already

B As

B I had worked
B I'm not leaving
B still

B had been

B have talked
B mentioned

C did hear

C previous

C were

C already

C longer

C went

C while

C While

C I worked

C I haven't left
C yet

C was

C have been talking

C has mentioned
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D haven't heard

D since

D are

D however

D soon

Dgo

D since

D Since

D I've been working

D I'm not going to leave

D soon

Dis

D was talking
D has been mentioning




Information, action, help

Complete the emails below by writing one word in each gap. Several answers may be
possible.

send me a list of hotels in Toulouse? Thank you for your ... and | look farward to
® .. Trom you saon.
® ... .. ... NaomiChandler

Match the beginnings of the sentences {1-10) with the endings {a—j).

Please get back to me if a) vyour help on this
Information I'd like o knowa b} you need any more information
I'd appreciate ... <) little more about

|1 - d) chere at the meeting
[ need you ro be e) you to prepare a report
I'd like f) send iz to you

Let me dnow if g} [ show them round
Of course, 'dbe h) there’s unything else
Can | ask you to look i) after them

10 Shall . i) pleased to help

Put the complete phrases from section B into the three emails below. The emails all
include replies beginning with the symbol ‘>

Information

| Helen i beliave that you have had contact with EOF in the past. I'm going fo their offices next Tuesday and
L ... them, In particular, can you tell me something about
Henni Roland, their sates director? Have you met him? @

timaes and | think he's someone we can work with, 8
<o . Helen

-
.

:

> EDF are quite a big nperation - I'va altached a Word doc with some backgrouad st Fve met Hend several

|
!
| Thanks, Martin,
|
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Action

Bab - the management committee are meeting on 14 Feb and they're going to discuss last year's figures. ‘
o ) .. for the meeting. Could you do it by the end of

next week? | know if's short notice. And ) : in I
case there's any questions | can't answer. Thanks, Lara,
> ['ll start the: report right away, and ® in a day or |

two. I've made a note of the meeting in my diary and I'll be there. L
L |

_l

!

Alan - | know you're very busy at the mament, but | nead scme help. | have a group of visitors from ik
Hungary coming on Wednesday afternoon after lunch. Unfartunately, | can't be back in the affice uriil about |
3pm. @ until | get back? I'd really appreciate it.

Thanks, 'sabeila.

> tsl
tha building and introduce them to Roger ang Sue? 10
| can do.

Find the informal/neutral phrases from the three emails in section C that mean the same as
the more formal phrases below. Write vour answers.

Information

Could you give me some information about ... L [ like fq. know 4 [ittle more aboud.
If 1 can be of any further assistance. please do z .

not hesicate to contact me.

Thank you in advance for your help in this matter.

Action
Ic is very important for me thar you ...
Do you think you could ...7

Help

Would you like me to ...7

[ would be very grateful for your help.
Would you mind ... {+ -ing)

Please contact me again if ...

Certainly.
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Internal messages

Read these two emails. Which one is better? Why?

Version 1

Subject: Visit of Mr Bianchi from Ferrara Textiles to our compary fomorrow

Tomarrow we will hzve the pleasure to welcome Mr Bianchi frormn Ferrara Textiles as a visitor to our
company. His company intends 1o place a Jarge order with us, and we hope that this will tecome a
long-term business relationship, i is therefore very important to make a good impression, and all the staffin
your depariment should know abowt his visit and be as heipfut as possibie. They shauld greet him by name, !
answer any questions he asks, explain procedures etc, He will be looking around the company from about
12.00, after his meeting with me. [ would like ta make sure that there is someane present in avery section
over the lunch period, in case he has any questions. Thank you for your cooperation in this matter,

|
]

Version 2

| Subject: Visit tomormaw

| MrBianchi of Ferrara Textiles will be focking around the company tomorraw, fram about 12.00, It is
‘ impartant to make a geod imprassion, Please:

1 Inform all staff in your department,

‘ 2 Remtind them ‘o greet Mr Bianchi by name and take time to answer his questions.

3 Amange lunch breaks so that there is always stmeone available in your section,

| Thank you far ysur caoperation.

1

|
[
\
|
fl
|
il
]

Compare your answer with the answer at the back of the book.

Note the following points about internal notes and messages:

+ Separate points are used o refer to information or action.

+ The points can he organised by numbers, or headings, or bullet poings (like this).

+ The style is clear and direct; sentences are shore and have a simple strucrure.
The language is neutral, not informal.
If the memo refers to action, imperative verb forms are common {Inform ..., Prepare ...}
Useful endings: Thank you for your cooperadun. | Please contact me if there are any problems.

First read the information below. Then identify the four stages in email version 2, section A.

A rypical scrucrure for any piece of written communication, short message or longer reporr, is:

Situation| = |Fr0bl¢m or | =i Selution or ‘ = | Closing commens

| Objective Strategy |

Khushi Kart




C  Rewrite the email. The maximum length is 80 words, including the subject tine. Think
carefully about what information you need to include. Underline the key words to help you.

Subiject: Training course in how to use spreadsheets

| have found some interesting information about a computer training course taking place in the city centre,

{ thini it would be useful for somecne from cur department 10 attend as we are alt a bit uncertain about how
10 use Excel, although we knaw the basics of course. | have a copy of their leaflet, and the details are as
follows. The name of the course is 'Spreadshests for Financial Planning’, and the course dates are from

4 June to 8 June. The course runs every evering during that week, from 18.00 to 18.30. The cost is €750.

I am free at that time and | would really like 1o go — | can help other people in the future. { know it's a bit
expensive, but do you think the campany can pay for me? | cant afford to pay for it out of my own meney.
Thank you very much.

Rewrite the email. The maximum length is 80 words, including the subject line. Think
carefully about what information vou need to include. Underline the key words to help you.

Subject: Mrs Rothe's retirament at the end of the year

As you may know, Mrs Rotha will be retiring at the end of the year. She has made & great sontribution to
our campany, and will he missed by all her colleagues. She has been with the company for fifteen years,
moving up fram Sales Assistant to Sales Manager during that time, To show our appreciation, we would ke
to organise a small leaving party for Mrs Rothe, after work on her final day. We will also present her with a
small gift. | have asked Claudia to organise the collection for the gift, and she will be coming round with a
large brown envelepe if you want to make a contribution - the amount you give is entirely vour choice. The
leaving party will be after work on 20 December, in the main conference room. Everyone is welcome, and .
we hope that as many people as possitle will come ta say goodbye to Mrs Rathe. | tock forward o seeing |
you thers.

SUBIECE | e e e e
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8 Attachments

A In each gap there are two possible answers from A, B, C or D. Write both answers. The
first one has been done for you.

1 Please. B/ my repore. Hope it's useful.
A find artachment C find actached
B find enclosed D see arcached

Here is my eepurt. If there are any problems,
A please lec C please o let
B make D jusclet

This report has just arrived. 'm it to vou. Hope it’s not too late.
A moving C replying
B forwarding D sending

['m sending various forms for you to complete. Please . ... special attention to AF200.
A give C make
B pay D take

Pease complete che arrached forms, and retum them tome ... 3 June.
A by C  before
B unul D w

As agreed. I'm sending the pre-meeting notes. Let me know if there'’s anything else we can do
.. before we mect.
A trom our part C  on our side

B from rhis end D on this way

['m acraching the Business Plan Review. Please . . that several alterations in dates have been
made.

A look C note

B appoint D be aware

Please find attached my report. _ . if there are any problems with deadlines etc.
A Ger back with me C  Get back o me
B Getintouch D Make a rouch

Please find steached my report. .

A Ler me know what you think. C  Let me have what you think.

B Let me have any comments. D iMake me have any comments.

Here is the irinerary for Sri Lanka. Please ... that 1 have included everything you want in it.
A check C control
B auree D confirm
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B  There is one mistake in each of these sentences. Correct it.

!

;
Here's the report — hope you like’(

Attached are the two questionnaires — please return them me by 24 September.

[ sending the report as an attachment.

['m sotry you couldn’t open the document - [ have attach it again.

Hope you'll be capable to open the document this time!

Please check the attached document careful and let me know if you have any questions.
[ be grateful if you could complete the attached form and rerurn it asap.

Sorry, I forgot send the attachment!

O Q0 ~1 N Wb W N e

[ attach my report like promised.

i
]

Here’s a copy of Leslie’s report — what you think?

[
i

Thanks for sending me the report - [ let you know what | think.

ek
[*]

I'ma returning your original document with my comments inserted with red.

Complete the emails by writing one word in each gap. There may be several possible

answers.

Email 1

attached my report. @, ......itsnottoolate.® . ... . .  meknow if
you have any questions.
Email 2

I'm® ... various forms for you to complete. Please pay special @ ... tothe expenses
claim form. | need them back @ .. ... 16 February at the latest.

Email 3

M ... agreed, I'm sending the pre-meeting notes. Let me know if there’s anything
@ wecandofromthis @ ... before we meet.

Email 4

Sorry, | ... tosendthe attachment!@  itis.Pleaseget® . . ... tomeif [
you can't open it.

Email 5

i ... ... begrateful if you complete the attached form and return it asap. Please
® .. that | have changed my email address.
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Arranging a meeting

Loock at the words and phrases in italics. In each case two are natural but one is not. Cross

out the word or phrase that is not natural. The symbeol ‘-

LY T« AR = R L O S ]

b e et
R N ]

i1

—
un

! means no word,

Whar time would be convenient forfbe-eonventersfsuit you?

Are you free sometime/anytime/one time next week!?

Could we meet onj—fat Thursday duringfonfin the afternoon? Pethaps on/at 3pm?

Yes, | think I shallfshowldfewould be able to mzake next Friday morning.

I'll emailfreturn tofger back 0 you later today to confirm it.

['m out of the office forfundlfnll 2pm on that day. Anycime after that could befisfwould be fine.
I'm afraid I'm busyfoccupied/ried up all day next Tuesday.

Pardon me,/Sorry, /I'm afraid 1 can't make/controlimenage it an chat day

Sorry, ['ve already got an arangement/an appointment/a promise on thar day.

What iff¥hat aboutfHow abour Wednesday insteadfin plare offas an alternative?

Would you mindfmatterfobject if we put the meeting back/offfaway to the following week?
L am very sorryfregret againfapologise again for any inconvenience caused.

[ look torward to seefseeingfspeaking to you next week.

Give me a callftelephonefring if you have any problems.

Give my regardsibest wishesjcompliments to Herr Schrempp.

Complete the sequence of emails by writing one word in each gap. Several answers may be

possible.

Giinter — we need to meet {o discuss the budget for next year, Could we meet . . ... Friday
far you. | hape

Bw, Susanna,

Susanna, I'm ®,.. R lcant®, .. . .. ......it¢nextFriday-I'm®
.about Monday 12th® 7 | should be '@

make a moring meeting, otherwise anvtime aftar 4pm 1,

Hope that's okay, Ginter.

Glnter, yes — Monday maring is good for me toa. Shall we say 9.307 | look forward ta ™2 ...
you then, Give mea ™ ... ifyouhave ™ pratiems,
Susarina.
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C  Match the beginnings and endings of the phragses below.

are we still okay a) finalise arrangemencs today.

can we reschedule for ... b} for Tuesday?

I'll circulate ¢} has come up.

Ineedto . d) the agenda in the next few days.
let me know if you . e) the following week?

something urgent ... f) want to make any changes.

Put the complete phrases from section C into the three emails below.

Charles-Henri, ™ 7 Please get hack 10
me this moming If possible as @
Natalia.

Natzalia, I'm sorfy 1o ask this at such short notics, but @

. I hape it won't inconvenience you teo much,

Charies-Henfi.

Okay, let's make it Wednesday 240,
Pleasa ®
Natalia.

First, review some grammar for planning a trip, then complete the email from a secretary
by putting the verbs in brackets into a form of will or the present continuous.

The will form ('l do ...) and the present continuous (I"'m domg ...} can both be used for talking about
the future, but there is a small difference:
» will ts used for facts and general beliefs.

¢ present continuous is used for arrangements {with a time and a place).

As you know, you l’=,...,.ka..ga£mg...... {ga) to Brussels on Wednesday. Pve spoken o Mr Cuviet’s
secratary and the details of the trip are now more or less planned, You @ {catch) the
8.00 flight from City Airport, Someone @ .. ... (be) at the airport {o take you to the hotel -
you 4 .
Mr Cuvier at his office. 'msurehe ®_ .. (take} you out to lunen. After lunch you

{natida) anything until 4pm, soyou ™ ... ....... (h@va) time te go back to the
hotel if you want. The travel ageney ® ... (send) the tickets here by courier this aftemcon,
soiim P _{give) therm to you as soon as thay afrive.
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10 Invitations and directions

Look at the phrases in italics in the three emails below. One phrase in each pair comes
from a company with a formal culture, the other phrase comes from a company with an

informal culture. Underline afl the phrases from the formal company.

Email 1

| MDear Mangi Mary ]
Ai'm wriling fo invite youwWs would be very pleased i you could come 10 a meeting here on 14 May, #4f has
been aranged/'ve aanged it to bring together all our colleagues working in Central Europe “Ho/ order fo |
share experiences abaut working in this market. ® Your aftendance will be very waicome/td be graat fo see
you.

The mesting wil last all day and will have an informal agenda — ®you won't need foft will not be necessary
fo write a report for it or make a presentation. MRefreshments will be provided/There'il be plenty io aat and
drink during the day.

®Hope to see you in Mayl/Your presence at the meeting will be very useful. Please let me know if you Cwilf
be able to attendican make it, "Yasap/as soon as possibla.

Best regards, '"!John Saunders/Stephanie

Email 2
: (%Thanks a fot for the invite/Thank you for your kind invitafion. 1" would be delighted to aftend/Vd iove fo
come ta the meeting. "t sounds like & greaf idea/! am sure it will be very useful. Please let me know if

there's anything | can do to help fram this end.
UG it be okay/Would it be possibls to bring Martina Rutka as well? She's a new member of our team and
is very involved with the Cantrel Europe market. "% Tharks again/Thank you onca more for your invitation,

and ' ook forward to seeing you/see you on 14 May,

Email 3

@ Thanks a fof for the inviterThank you for your kind invitation. Unfortunately, | have another appointment on
that day. "M very somy that | will miss the meeling/Flease accept my apalogies.

In any Gase, send My regards to everyone at the meeting, ard please ®¥et me have a copy of any report
arising from the discussion/email me and let me know how it went,

I hope ®#we can mest up soonwe will have the opportunity fo meet on another occasion in the near future.
"Goad luck with the meeting!! am sure that the meeting will be a greal succsss.
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Complete the phrases by writing one word in each gap. Several answers may be possible.

... be very pleased if you .. ... . come to a meeting here on 28 July.
... A€ the meeting will be very ... . . | hope you can

me if you can actend, ... soon as possible.

Thank you for your e, invication, Fwould be ... toateend, I look
forward to ... you on the 28th.

, 1 will not be able to come. | have anocher ... on thatday. Please
BCCSPIMY .
I hope we will have the ... tomeeton another occasion in the

1 am sure the meeting will be a great

Put these sentences into the correct order,

a) Looking forward co meeting you next week.

b) Qur office is located close to the station — the best thing to do is catch a taxi.
c) Just to confirm your visit £o ys on 16 Jan.

d) Best wishes, Atsuko.

e} When you arrive, ask for me at reception and | will come down and meet you.
f) If you need to contact me, my mobile numker is 07968 243983.

Review some langnage for giving directions and planning an informal visit. Complete the
email below by writing one word in each gap.

Here are the directions for how tet .. to my house — print oyt this email and bring it with you,
train. Come out of the station and
.......... ........ down the road @ you come to a church called
St Paui's. You cant ™, i. Just after the church tum left. Be careful —it's a very smail street
and people often go ¥ the and of
the street - it's got a rec door. Try and get here 09 ... time for lunch, Youcan®™ .
me a call on your mobile if you gett@
After lunch there's a couple of things we could (13 Lt we can look around
. We don't need to decide
. —wa'll just see how we're ™) . at the time. It's great that you're coming down
to 8 for a few days. I'm really ... forward to it. Give my best®® ..
fa your family.
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Negotiating a project

Underline the correct word.

ComfShall you give me some informarion about ...7

1 willfwould be graveful if you shouldfcould give me some information abour ...
Do you chink you wouldfcould send me more derails?

We necessary tofneed to discuss this before we go any further.

How do you think we should/shall deal with this?

1 will/would appreciate your advice.

We would/should be prepared to give you a discount if you ...

That canfcould be possible.

That shallfshowld be possible.

That might/would be possible — | need to ask my line manager.

No problem — that might/would be possible.

1 think we must to havefneed to have a meeting to discuss this in more decail.
Let me know what time should/would suit you best.

'm sorry that we couldn'dfwouldn't use your services this time.

-
R - T R B - S UL SR S

-
E N N

Put the phrases (a—j) with their correct headings below.

—

‘ a} Let’s talk nexc week and see how things are going, f} Would you be able o ...2
b} [ can see what you're saying, but ... g} L am willing to ... {if ...}

. ¢} Can you give me some more information about ...7 h) Whart about if we ...?

[ d) What do you think is the best way forward? i} The main thingforme is . ..

i
¢} 'm sorry that we couldn't use your services this j) That's fine. ‘
time, but I hope there will be another opportunity.

Asking for information What are your usual charges (feesfraces) for .. 7 £
Requests Do you think you could ...7 ...

Emphasising a main point My main concern at chis stage is ... ...

Asking for a suggestion How do you think we should deal with rhis? ...
Making a suggestion Why don’t you ...7 ...

Negotiating: being firm I understand what vou’re saying about ..., bur ... ..
Negotiating: being flexible We would be prepared o ... (if ...} ...
Negotiating: agreeing ' QOkay, I'm happy with that for now. ...

L= A I - SN L

Next steps ['ll be in rouch again soon with more details. ...

=S

Closing 1 look forward to working with you. ...
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€ Complete the sequence of emails by using the phrases (1-10) in section B.
NB: Not the phrases in the box.

A .
i Dear Ms Dupuis

Your name was given ta me by Dominique Clement at Toukcuse Business Services. | understand that you
recently did soma T training for them on a freelance basis. We need some training along similar lines far

aur staff, and | am in the process of lacking at different aptions, | wauld be grateful if you could give me the
following informatian: i
O . this kind of wark?

Are you available in early September?

Also, some of cur alder software needs upgrading or replacing before we have the training, and the origina!
supplier has gone out of business, 1@ ?

I wauld appreciate your advice.

{ look forward to hearing from you scon.

Regards, Karl Finlay

Dear Kari, thank you for yaur email, | attach a pdf fiie with our current rates and a fist of recent dlients.
Early September looks fine at the moment - can you ket me know the dates, times, humber of participants
etc?

in relation ta your final point, @
someone to the Software and Services Exhibition in Lyon next month? A lot of suppliers have stands frere.
Best wishes, Cristine

Cristine, Thanks for the quick reply.

the cost, and we need
to discuss this before we go any further, | need to know that we wifl get good valua for money.
B PR e e . S8 18 tOTE ditadls of
your course programme and your training methods?
‘fou wanted some mere infermation from us, m afraid | don't have the exact dates efe, at the moment,
but ©

Karl, 1 attach & typical course programme for you 10 have a look af, although at this stage t's difficult o be
too specific abawt your particular course,

Ul . . give you a discount of 10% on
the prices | quoted earlier, if you paid haf the total amoum |n advance

® e valge for mongy, but our training
programmes are cnmpetltrvely priced and I tan assure yau thal we hava always had very good feechack.

Cristine, ® .. evenerenerssnennen. - | thik we need to
hawve a meehng to dlscuss the Iraln:ng course in more deiall Irn free rnost momlngs It me kriow when
wauld suit yau best. In the meantime, 'm attaching a document that lists &l the hartware we currently have ||
in the office, and the new software we are going to install. Let me know if you need any more information
before the meeting.

e
]
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B

Checking understanding

Read the email exchange between Peter and Kate. In each gap there are two missing words
— try to guess what they are. In email 2 Kate has used the ‘Reply’ button, so she includes
the text of the email she received.

Email 1 {from Perer to Kare)

Kae, I've attached the sales figures for Q3, as requested,
You'll see that we're up 8%! Things are really taking off in Central Europe.
By the way, are you going to the conference?

Email 2 (from Kate to Peter)

> Kate, I've attached the sales figures for Q3, as requested.

Sorty, Peler, you forgot ta send . Can you send it again?

> You'll see that we're up 6% Things are really tal:ung affin Central Europe.

Great news. Do @ 6% increase for the quarter or for the whole year?

> By the way, are yau going ‘o the mnference" |
@ P 7 The sales conference in Istanbul next month of the Internationat
Plastics Conventian in Slough?

Email 3 (from Perer to Kate)

Sorry about that, Kate, Here it is again, Let @ if you get it.

| meant 6% for the quarter! Head Office are very pleased,

What do you mean "Which conference?!t | was talking about the sales conference of course, But are
... is in Istanbui?

Email 4 (from Karte to Peter)

COkay, I've got the attachment this time. But you'll never befieve it - Jcan't® . .
s oo | GaN yoU chick that you've saved it property?
thought the cunferenca was in Istanbul, but | may " ... Il check and
get back & .Anyway, can' go ﬂus year — Cathy is going instead.

IVI i
1

Before you look at the answers in the back of the book, hete are all the words you need:

attan.hment be conference it know me mean open sure tw
the which wroong you  you  you

Fill in the missing prepositions. Each gap represents one word,

1 Tocopysomebody . . ... ... anemail. (= to send somebady a copy of an email)
2 Toget. . .. ... somebodyabout something. {= to convact somebody again)
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C  Rewrite the sentences below with the correct word order to make typical email phrases.
Start each sentence with a capital letter.

1 sorry, you forgor the send ro attachment. you can again send ir?

mean you to send this did? i dea't want the arrachment to open in case it’s a virus got.

sorry, my [ast email forget. you're right. not Friday, it should Thursday be.

whar was meant [ Gaewick, not Heathrow. the situation chis clarifies i hope.

D  The email below shows some original text introduced with a ‘>" symbol, and some
comments in italics. Complete the email by writing one word in each gap.

. s aWord doc. 'm
circulating it to all fine managers. @
'm afraid you to send the attachment. Can you send ™. ... ...7
> There's a couple of things I'd fike you focus on. First is the timing.
I'm nat sure what you mean® . liming’. The time before the project starts, or the time the
project will actually take once it's started?
> Then thera's the question of marksting osts.
{ know Daniel produced some delailed figures on this some time ago. Have you® _  witfr him?
> Finally, feasibility.
{don't understand this @ ...
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Verb forms

Maich a form in the left-hand column with a meaning in the middle column and a
grammar word in the right-hand column.

1 Sales increase every vear. a) Completed actions in a completed past simple
™, petiod of rime.
2 Sales are mcreasing at b) Acrions and situations repeated past consinuous

the moment. regularly over a long pericd of time.

Sales have increased by ¢} Actions or situations in progress present simple
5% this year. from the past up to the present.

Sales have been increasing d) Tempotary actions and situations present
rapidly this year. in progress now. comcinuous

Sales increased significancly e) Actlons or activities in progress present perfect
last year. in the past.

Sales were increasing all A past event or situarion that is present perfect
through last year. connected to the present. continuous

Note: remember that some verbs are not normaily used in a conrinuous form. These include verhs of
thinking (dowbt, know, understand), the senses (see, appeur), feelings {like, want, hope}, possession
(belomg to, contain, have) and other verbs like cost, depend on, mean, need.

Write the time phrases from the box below in the column where they are used most often.
Some of the phrases can be used in more than one column.

| _ I .
ago already alwaysjofren/never at the momenr cumently ever every day

i from time to time  in the nineties  just last week notyet now nowadays once a year

| over the lasc few monchs recently so far this year these days up to now yesterday

Present simple . Present continuous Present perfect Past simple

(I do) ; (I am doing} . (T have done) (I did)

Note: time phrases help ro make the meaning clear and are usually associared with particular verb forms.
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C  Complete the email by putting the verh in brackers into either the present simple (I do),
P P
present continuous (I'm doing) or present perfect {I've done). The time phrases will help
you. Use contractions where appropriate.

Every year around this tims we 1,

company. This weeic |2 {pian) that process, sa |

an estimate of staffing needs from every department. In past years we ¥

{alwaysibe able o} recruit the numbers asked for, but this year will be different. At the moment we
toperate) in 2 difficult market, and sales . (fally

considarabiy over the last year. This® .. . {mean) that we will have fo reduce our

staffing costs, although | (hope) |t wnl! only be temporary.

Complete the email by putting the verb in brackets into either the present simple (I do),
present perfect (I've done) or past simple (I did). The time phrases will help you. Use
contractions where appropriate.

({ustireceive) an email from our subsidiary in Russia. They
{need) mare brochures as they & {give out) thair
entire stack over the last few months. They . {have) a stand
I at the Moscaw Trade Fair tast week and @ (distribute} hundreds of

brachures. Now they . fwant) us 10 send another 5,000 copies.
| & (already contact) Sales 1o see if they have any spare, but |
@ _..{think} we'll need some mare. Can ycu get a quotation from the printers?

Complete the email by putting the verb in brackets into either the present perfect (Ive
done), past simple (I did) or past continuous (I was doing). The time phrases will help
you. Use contractions where appropriate.

! Hi Isabei! Sorry [ <. (NOYBEY I touch recently. Hope vou're wef. Guess what! The ! '

ather day | & (meet] Katiawhile (™ ... ... (walt}a&tthe bus stop. |
Remember her? That girl from Russiawho® . . (be) in gur Enghsh class last year. | |
almost .. inotfrecagnise) her because she P

K ... {dve) her hair pink] Anyway, she szid that she

| W igo uul) for a dnnk next Friday and she invited us. Do you want to come?

Complete the email by putting the verh in brackets into the present perfect (I've done) or
the present perfect continuous (F've been deing). Use contractions where appropriate.

il e you there? | 1 [phone) all week and there's no answer! | couldn't email you

‘ ‘ because |2 ... (wait} ta get my computer fixad. What's your news? |

i . (youffind) a job yet? As for me, 1 ¥ .. idecide) to get ft. |
. [diet), and |®__ (stari ) yoga ciasses as |

‘ well 100 (go} fora couple of weeks now and I'm really enjoying it. i

! B e .. (yow'ever/dc} yoga? Anyway, get in touch when you have a chance. r:l
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14 Comparisons

A Complete the words with the missing letrers.

Comparatives and superlatives of adjectives

1

2
3
4

5
6

fast faster the fast ggf. . (one syllable adjectives)
big bigger the big . (ending in one shorr vowel + consonant)
easy eas_. the eas (ending -y}
expensive  morefl_____

expensive expensive (twofthreeffour syllable adjectives)
goodfbad better/w . the best/w (irregular adjecrives)
far fur . (irregular adjective)

Useful phrases

7

8

9
10
11
12
13
14
15
16
17
18
19
20

A is more expensive t.._._. B,
Aisa lot/m, more expensive than B.
Aisabitfa li..... ... more expensive than B.

of our b .selling models.

Alischeap com .. . tofin com........

A is {zlmost/twice/not) .. eXpensive

A is {exactlyfalmostfnearlyfnet) the s

I don’t have as m....... .. fricnds as in England.

I don't have as m............ time as I used to.

Bill is {exactlyfjust/quire/nor) & his brother.

Underline the correct words or phrases in the email.

Hi Yuke! I'm writing from an Intemet café in the village of Dingle on the west coast of Ireland. | got & week’s
holiday from work 50 | came over here for a shoit break. I'm having a great time. If's so different compared
Hifardo England — even Rrainierrainyer if you can befieve it

| flew to Dublin first, and | spent a couple of days there — not as @muchinany time as you really need
because there’s so much to see. The people are some of the “friendfiastfendlier I've Pravar/ever met.

f found the Irish accent quite difficult at first, but I'm getting ®more and more/atways more used o &. If's not
cheap here - prices in Dubfin were about the same Wthan/as Landon, but here on the coast they're ®more
expensive/expensiver,

| arrved here yesterday, and i can promise you, the west coast of Ireland is just Mas/so beautiful as they
say — if's so green. There's live music in the pubs at night. and the later it gets the "9more/most people
come in. That's all for now ~ 'm off to hear some music! Write soon. Justine.
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€ Complete the email by writing one word in each gap.

Thank you far your email inquinng about our products.
We have thres optical pen scanners in our range, the 400C, 00T and 800C. A pen scanner is
m._ {ike.. .. ahand-held scanner, you scan in text from a page and download & inte your PC or POA
later. The 800C isour® . .. selling model, & has 9 widast range of functions,
including a translating dictionary. The 600C is simitar . the 800G, but has

.. to 2,000 pages for the 800C. The 400C is
cheaper™ ... . memory or
functicnality. if's a mars basic meded, but its ability 1 scan text is just the ®. _. You will find full
product and price detzils in the attached document.
in your email you ask abaut our terms of payment for large orders. Cleany, the bigger your order, the :

discount we can give. Our normal minimum order is 500 units, but for a first-time customer

we would accept an order 17 smalf as 280 units. It would be bettar to discuss all this in more |
detail at a later date, but 'm sure you'll find our terms are very competitive in comparison ¥3
other suppiiers. We're confident that these pens will sell very wall in your market, and customer feedback on | |
the 800C is amongst the best we have i
If you have any ¥* ... guesticns, please do not hesitate to contact me.

When we write or speak it can sound strange to give a very exact figure. Instead we use
vague language. Complete the table with the phrases from the box.

aliccle over 50%  almost 50%  edoremoretham30%  acound 50%  fac less than 30%
. considerably more than 30%  much less than 50%  nearly 50%  slightly more than 50%

70% ta) ...4.lat. mare. than.20%. TBY e et e
54% 2a) ...

48-52% 3a) . ... e I

46% AAY o e e e ettt oot e e e

30% BAY o e e e SBY e

Complete the words in each sentence with the missing letters.

This year's sales were €3.5m - that’s a e . o.¢er__ last years figure of €5 Zm.

This year’s sales were €3.9m — thacs mu.. L. th. . _..last years figure of €3.2m.
This yvear's sales were £7.9m - that’s a.... _ d 50% up on last year’s figure.

This year’s sales were €7.6m - that's n. ... .. y 50% up on last year's figure.

This year's sates were €3.5m — that's s ... ... L. ... tast year's figure of £5.2m.

This year's sales were €5.lm — thatsr_______ the same ... . last vear's figure.
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Sentence structure

Read the information about sentence structure.

A simple affirmarive sentence in English typically has the order Subject + Verb + Cbiect. Each part
can be a phrase rather than a single word:

This report will analyse | J last year's budget. 1

Sub Vb Obj

There can be an adverb phrase as well, and it often comes at the end. Adverbs say how (quickly),
where {az our offices) or when {next week) something happens. If we have several adverbs together, the
usuzl word order is HOW — WHERE - WHEN. Laok ar rhese examples:

EL 1 \ {am looldngfo'rwa-rdi T 0 ourmeeringj rinMunich | | next month, |

Sub Vh Obj Adv {where) Ady {when)

Eaies ‘ | rose " by over 10% ’ in Hungary | r last year. | (‘rise’ does not cake

an. object)

Sub vb Adv {how) Adv {where} Adv {when)

Now rewrite the sentences {1—4) below with the correct word order. Start sentences with
a capital letter.

1 me youmay remember. we businesscards last week at the Trade Fair exchanged.

well is going our advertising campaign. we should until June consider extending ir.

about availability of rooms  in July toask |am writing. I need for 3 nights  a single room.

Read the information on making complex sentences.

You can make complex sentences by combining simple ones:
e

amsorry tosey ! I can't accept your invitation on this occasion | buz

i another mip o Paris J [ when 1 have more ume later this year.

Ok;j N ) Adv (Tv;) T T
« Thece are two main clauses, joined by the linking word ‘burt’.
» The phrase { can’t ... ocemsion is a full clause, with a subject, verb, object and adverb.
* The phrase [ have ... year is a full clause, wich a subject, verb, object and adverb.
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Now rewrite sentences {1-5) with the correct word order.

1 [amwriting to let you know from Head Office in Munich [ am coming to visit next month

that  your offices in Moscow.

to consulr with you 1 will take the opportunity  about our strategic plan  for Central Europe,

which for some time we have been working on.

as well some of the local suppliers.

[ will contact you again  whenn [ can travel the exact dates as soon as [ know.

Put the lines in the emails below into the correct order

Email 1

[ am writing to thank vou .{.

The meetings were very productive, and
As well as the business side of things, (..
The next time that you are in Munich
Please give my regards _

for your hospitality

during my recent trip to Paris. ..

[ really appreciated the time you took

[ am sure that they lay the basis for

0 show me Notre Dame, and .

to your colleagues in the Paris office, ...
the wonderful meal that we had afterwards.
a good long-term business telationship.

it will be my pleasure to return your kindness. . ...

it was a great pleasure to meet them all. /2,

Email 2

Thank you for aking the time to attend 7.
Unfortunately, we have to inform you that
As we menzioned in the interview, we had
While we were tmpressed with your interview, &
We appreciate your interest in /-?

many applicants for this position ...

your application has not been successful.

an interview with us last week,

we did not feel .

working with us,

that you have the necessary skills

and we would like to take this opportunity
and experience for the position. ...

and the srandard of candidates was very high. .
to wish you every success in the future. 7
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Common mistakes

Correct the mistake in each sentence.

Famwrite with regard to your recenr email. [ aa. wriiing..

Please send me your comments until Friday at the latest.

[ will be graceful if you could send me more informarion.

Please find artach my report, as promised in Friday's meeting. .

I hope we can to meet up soon.

I look forward to receiving this information so scon as possible.

I'm sorry 1 haven't wricten for ages, but | been really busy.

It will be more better for me if we meet on Tuesday rather than Monday. ... oo
Can we meet at 8 Feb ar 14.30 instead?

[Y=T I R RV R N

Sorry, I don't can help you on this marter.

—
—_

If you require any further informations, please do not hesirate to conract me.

1 ook forward to meet you next week.

I am really appreciate your kindness during my stay in London,

At the meeting we will discuss the follow peints. o,

I'm afraid but we haven't received your payment yet. ...

Each phrase below has one word missing. Add the missing word.

With referenceigour email sent 6 June, ...
Thank you sending me the caralogue [ requested.
We are writing to inform that ...

We are able confirm thar ...

[ apologise the delay.

| would appreciate if vou could ..

Please get back me if there’s anything else.

What time would convenient for you?

If you like any more derails, just let me know.
Anyway, that’s enough, 1 think 1 stop writing now.
[t was good to meet vou the conference in Paris.

—_
[ TR s = A I L

—
(o]

1 look ferward to hearing you scon.

")

I've artached a copy the larest sales figures.

—
S

Thank you for the invitation visit your company.

p—
wn

With reference your enquiry, I've attached all the information you need.
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Each paragraph in the emails below has three mistakes. Correct the mistakes.
Email 1
| ow was a pleasure lo meet you in Budapest last week and | would fike to thank you for your interest in our
office products. You mentionad that you wera gning{ﬁaisit Turkey soon, and when yeu da | ke ta invite you
ta visit our factary ouiside Istanbul. Wa would be very pleased to shawing vou round our new factory and
modern production facilities.

As yau wouid being our guest, we would of course arrange for you to stay in a good hotsl and take you
out ko dinner. Please to let me know when yau have finalised your travel pians. | look forward to see you in
Turkey in the near future.

Email 2
: ‘fau will all be awara that we been interviewing cardidates for the pesiticn of Marketing Director. | am now
pleased to inform that we have appointed an excelient candidate, Simone Verhart. Simgne has worked in
markeling for over fifteen yvears and | am sure that she will be a valuable member of team.

1 would like o invite you a shost lunchtirme reception In Conference Room 2 next Tuesday 5 Feb where
you will have chance to meet Simone on an informal basis. Refreshments will be available, Please let me

know if you can come so that | can 1o estimate numbers.

mail 3
; | am write re our order for 1,000 pieces of footwear, reference VK899, The money was transfer 1o your
account on 23 January and we yet havan't receivad the goods. You promised in your email of 15 Dac that
you would ship within 7 days of a firm order. —

| called your office this morning but the secretary told that you were away until tomorrow (Thursday).

1
|
Piease call me at the moming and let me know what is happening. We have customers waiting for these !

pieces and the delay is causing us for to lose business.

mail 4
It has been braught to my attention tha security in the building is not 30 good as it could be. As you may be |

I
awara, one of our secretaries had her bag stolen yasterday. In the light of this, | woulc Ike to remember you }_‘

1o take care of your personal possessions, particular at those limes of the day when the building is net busy. [—

\
| am geing to prepare a report on how security could be improved, and | could be grateful for any i
suggestions that you have. Please email me with your ideas by the end of next week at the later. | also have !3

a word with our security staff in reception to see if thare are any procedures we can improve there.
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Punctuation and spelling

Review the rules for full stops, commas and capital letters. Then rewrite the email, putting in
a} capital letters b) four full stops and ¢} twe commas.

A full stop (.) is used at the end of a sentence.
A comma (,) is used:
» like a brief pause in speech, to make rhe sentence easter to read.
» o separate words in a list {except for the last two items where we use and}.
» afrer many linking words thar come at the beginning of a sente=nce (like However).
Capital letters (also called ‘upper case’ letters) are used:
¢ o begin a sentence.
« for names of people, piaces, events and organisations.
« for job titles.
« for naticnalities and languages.
for calendar information like days, months etc.

dear antoine curlel :

i am the sales manager for genetech a small biotechnclogy company based in cologne i attended your
resentation at the eurctech conference in paris in november and we met briefly afterwards hera is the
information i said i would send including our latest annual repert i hope it is of interast

baest regards

michael bretz

Review the rules for apostrophes. Then rewrite the email, putting in a} capital letters,
b) apostrophes and ¢) four commas.

An apostrophe () is used:
» in short forms to show that one or more letiers have been left out
» before the possessive -5 to show ownership or the relationship between people

1| hi jean ~ how are you? thanks for your email about mr williams. in fact im meeting him on Fiday 16 march,

were meeting In his brussels cffice and im a bit nervous about it because i dont speak french very welll hes
the marketing director of the company and reperts directly to the ceo. its going to be an interesting meeting
and | havent been to belgium before so im lcoking forward fo it, anyway ill be in touch when i get back.
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Review the rules for colons and semi-calons. Then rewrite the email, putting in a) capital
letters, b) apostrophes, <) two commas, d} one colon and &) twe semi-colons.

A colon (:) is used to introduce items in a list.
A semi-colon (;) is used to separate long items in a list, particularly if chere are commas inside some

items. It is also used to join two sentences with a related meaning (chis is mare).
Angefa - have you read johns report yet? § think its main conclusicns are carect. s is basically what hes

H
J ‘ saying sales are flat and have been so for months theres no new praducts in tha pipeline despite our large
[ r&d budget and our share price is at its 'owest point since last november. | hope the board take it seriously,

How good is your spelling? If you have a spell-checker that works with email then it is not
teally a problem, but many pecple don’t. Underline the spelling mistakes in the email and

write the correction below. There are 30 incorrect words.

Hi Tim! Thanks for your email wich | recieved some time ago. Sorry | havn't replyed before now, but i've [_
been realy busy. Actualy, it's goad news - I've got a job! | went for loads of interviews and finaly | was _
sucessfu! - I'm working for a small indipendent recard company. The job is very intresting — 1 help to .
arganise ours for the groups, make arangemenis for there accomodation in the cityes whera they play, l
thirgs like that. I'va been doing it since the begining of Februry, and iis grate — complatly difrent to my old

Job working in a restarant! It's a good oportunity for me. Hopefuly, if the peopel in the comparty like me, I'f

get mare responsabilities and mere mony, Then | Goud even think about visitting you in Ingland! Amyway, ‘
keep in touch, and | look faward to seeing you sqon. !
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A customer-supplier sequence

Mazeh the words {1-5) with the definitions (a—e).

acomplaine ) a request to send goods
an invoice ... b} a request for genera! information
aquotation .. ¢) a request for payment
an inquiry ... d) something you say or write when you are not satisfied
e} a document giving decailed information about the cost of something

Fined:
6 three documents ahove sent by the customer ro the supplier

7 two documents above sent by the supplier ro the customer

Complete this typical customer-supplier sequence with the words from the box.

|a complaint  information  smimeeisy  an invoice {with the goods) |
"anorder the problem a2 quotation  rthe quoration

The customer... The supplier...

makes _AA_LAGHIEY oo o

TEQUESES et oeics e

makes ...
MAKES e e
solves

Below you will see eight emails between a supplier of ornamental plants and a hotel
manager. Put them inta the correct order. Section B will help you.
‘ 1| {a) Thani you far your email received today. We supply and maintgin large, ornamental plants far hotel
i ‘ lobbies and company reception areas, We have been in business for more than ten years and have 1;
some of the city's biggest hotals among our clients. Piease see the altached document for more details
of our products and prices. If you need any more information, please iet me know. F‘

Solutions service for hotel lobbies. Please sand more details.

'

N

. !

' ‘, (b) | saw your advertisement in a recent copy of Hotel and Catering Morthly, | am interested in your Plant \j
i ;

{e) ‘Your visit to our hotel last Tuesday was very useful, and | now have the agreement of my line manager .
‘ [ to go ahead wih the contract. | am atiaching our order as a Word fila. Please acknowledge receipt of

‘ " this amail and give us a delivery date.
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{d) Further ta your (ast email, | am happy to pravide you with the information you naed:
On &n order for twelve plants we could not give any discount. We believe our prices are very
competitive and offer excellent value for monay,
Qur terms of payment are one month's charges in advance.
Yes, it wauid be useful to come 1o the site. ls next Tuesday marning at 10am canvenient for you? lcan *
use the opporiunity to clarify any cther questions that you might have.

| am writing abaut 2 visit by one of your maintenance staff earlier taday. He left g fot of water an the _
carpets where he had watared the planis. This was net the high standard of service that we have come |
to expect from you in the past. !

Thanks fer your prompt repiy. | am interested in obtaining four large plants for our lobby (vartety
‘Grandifalia’) and a further eight for the restaurant area (variety ‘Graciosa’). Would you give a discount
on an order of this size? Alsa, £an you state your terms of payment as | coufd not fing these on the
dacument you attached? One finai thing - do you need to coms to the site to see if there s sufficient
light? Qur address is below,

We are very sorry 1o hear that the service you received from our company was nof up 10 the usual
standard. Unfartunately, a lot of our reqular maintenance staff have been ill recently and we had ta
empioy temporary workers. 'We appreciate the time you have taken {o bring this matter tc our attention, |
and as we value our good customer relations, we are willing to give you one week's free maintenanca. |
apologise again for any inconvenience caused. [

it is now 28 days since you accepted delivery of our plants, We attach an invoice for next month's
charges. Piease pay this asap. Thank you.

Email order: § &

Find a word or phrase from the emails which mean:

e provide people with something thae they need. (email a) y

waords or pictures thar oy to persuade people to buy a product, (email b) ..
e tell someone in writing that you have received something. {emailc) . .

a goed relationship berween quality (or quantity) and price. (email d)

a level of qualicy, skill or ability. (emaile) ... ..

che conditions in an agreement or legal document. {email £) . . oo
prepared. (emailg) .. ...

O ~b O W e

the amount of money you have w pay for something. (emailh) .
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19 Inquiries and orders

A Look at the paragraph structure below for two emails: an inquiry {request for information}
and the reply. Then write the correct paragraph reference next to each sentence (a—j).

Inquiry How you got the concace.

Someching about your company, and why you are writing.

1
z
3 General request for informarion.
4 Other specificfunusual questions.
5

Close, pethaps including 2 reference to future business.

Thanks, referring to the dace.
Say what you are attaching.

Answer any specific questions.

1
2
3 Highlighe one or two key points.
4
5

Close, saying you are ready ta answer any other questions.

We are a distributor of kitchen products in Hungary. We ace interested in ...
I am actaching our current catalogue and price list as a pdf fle.

[ look forward to an early reply, and am sure that there is a market for vour
products here in Hungary.

Could you also provide details of your delivery times, and whether there is
any minimum order.

Thank you for your email of 4 June inquiring about our products.

Yeu will note that our line of MagicMix food processors is on special offer.
Plezse send us information abour your producr range, including a price list.
We met last Thutsday on your stand at the Munich Trade Fair.

[f you need any further information, please do not hesitate to contact me.
We dispatch the goods within 24 hours of a fiom order, and for fitst-time
customers our minimum order is €5,000.

Put paragraphs {a—¢) in the emails below in the correct order. Section A will help vou.

(a) We are a Turkish company exporting to the EU, and need a firm of lawyers in France to represent us on
some fegal matters.

(b) In particular, we would like 1o know your experience in dealing with disputes between companies
involved in importfexport.

{c} | am emailing you off your website, which | found through Google.

(d) An sarly reply would be greatly appreciated.

(e} We would be grateful for soma information about the legal services that your firm offars.

Paragraph order: 1 ... 4
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{a) We feel sure that we will be able to reprasent your inferests here in France. May | suggest that | call you
at your convenience to discuss the matter further? Please let me know when would be & convenient
fime. | Yook forward to hearing from you soon.

{b} Thank you for your email of 4 December asking for Information about our legal services.

{c) You will also note that we have represented several Turkish companies, including one of Turkey’s major
textile exporters. Naturally, our experience in this field includes reselving contractual disputes.

{d} You will see that we give a list of our recent clients, and that the list inciudes many weli-known company
names.

{e) | am attaching a document that gives full details of the ranga of service we offer.

Paragraph order: 6

Complete sentences 1-12 with the pairs of words from the box. Check the meaning of any
unknown words in a dictionary.

|accept/quotation apologisefinconvenience assure/prompt eeeachedidelay correct/amend
| discount/repeac  disparchedffirm  first-time/pre-payment  notefrecords  processed/ferack
| remporarilyfstock  wouldfgrateful

1 Please return the _gééacAcd . form asap so thar your order can be processed withour any
,,,,, delay..... .
We e eoeeeesnes D& e, A yoUu could supply bank references.
Qur normal terms for . .. ... ... . customessare 30% ... .
[ have spoken to my line manager, and we are pleased o offer a small .. e 0T TS
occasion in the hope that it will lead to ... .. . orders.
The goods will be . 3 days from receipt of a ... brder.

you that your order will have our _attention,

We o ¥OUE ... . Please ship at the first available opportunity.
Yourorderhasbheen ... . Yowcan . ... shipping details on our
website.
We s FOmoORr o that payment of invoice 5718 is still
outstanding.
We are et of o of this itemn, but we expect new supplies
shortly.
We e forany ... which may have been caused.
The oo, information is given below. Please ... your records
accordingly.
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20 Discussing and agreeing terms

A Match the words (1-8) with the definitions (a-h).

1 discounr . a} the conditions of a sales contract

2 credit . b} the cost of delivery

3 delivery time ... ¢) the smallest number of irems that can be supplied

4 terms of payment ... d) a reduction in price

5 minimuen order ¢) how long the goods will take to arrive

6 guarantee/warTanty ... f) the correct way of doing something

7 transport costs g) an arrangement to buy goods and pay for them later
& procedure h} a promise to repair a product or replace it

Now match the verbs in the columns below with these nouns: an agreement,
a compromise, an offer, an order. Check any unknown words in a dictionary.

9 cancel/confirm/make/place/receive
10 accept/increase/makefreject/wichdraw
11 keep tofmake/negotiate/reachjsign
12 acceptfagree un/find/reach/suggest ..

Complete the emails by writing one word in each gap. The first letter/s have been given
each time to help you.

Fmail 1

Dear Ms Newman .
Thartk you for sending your curreat catatogue and price 1 /g¢.........._..... last week. We are interested in
purchasing 5,000 @y of product ref TGE7 and 2,000 of product ref KBOO. However, there are
one or two things we would like to ctarify before going ahead with a firm @ o, . ... .
1 Doyougiveany®d. . ... ....ananorderof this®s_ .. .. ..."7
2 Would yoube®pr. .. ... tolet us have the goods on Por ... ... 7 Qur normal
of paymant are 60 days after delivery, and we can of course supply & bank
L S .
3 We can find no mention of delivery times in your documentation. We need these items by the end of
Cctober at the iz, S
Ifwecante . an agreement on these matters, we are sure thal we can do more business
company that has been in the market

for over twenty years.
We look forward 1o hearing from you soon.
Pavef Witkiawicz
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Email 2

Dear Mr Witkiewicz

Thank you for your email of 2 August inquiring about a pessible order for our products ref nos. TG67 and
K800. [ will go through yaur questions in order.

1 ' to discounts, we would be happy 10 lel you have a discount of 5% on an order of

customers. However, | am sure we can find an acceptable

- e » In view of your reputation in the market, our credit " ca.........
department will agree on 30 days, with no pre-payment nacessary. Cur normal (% pro, Jisto !
details if you decida to go ahead

with your order.
Your final question 15 about delivery times. We can supply the items you require directly from
, and the goods will leave our warehouse within 2 working days of a firm order.
Please aise note that we have recently improved the functionality of our website, and it fs now possibe to

it in and retum it 10 us by mail.
1 have arranged for a member of Gur customer sefvices @t
week, They will be ableto@id., . . ... withany further points.
Thank yau for your interest in our products.
Sylvia Newman

Underline the correct prepositions in each sentence.

MO W b W B —

Thank you forfabowt your interest in our praducts.

We are interested infto purchasing 5,000 units.

Do you give discounts tofon an oeder of this size?

We will be happy to deal to/with any further questions.

Is it possible to buy the goods onfwith credit?

We need chese items wneilfby rhe end of Ocrober at the latest.

We need to reach agreemnent onffor this marter as soon as possible.

We have 20 items onfin order from you.

Thank you for your email abour a possible order byffor our produces.

[ relation withfto discounts, our terms are 5% for an order over €10,000.

We offer a discount ufftry 5%.

With regard tw your request forfof 60 days credit, unfortunately we are not able to du this.
There are one or two things to clarify hefore going ahead/n: freme with un order.
Our company has been onfin the marker for over forty years.

This product has been onfin the market far over a year.

We are prepared to compromise atfuver the question of transport costs.

We can supply the items you require directly offfrom stock.

The goods will leave our warehouse withinfunsl 3 working days of a firm crder.

Khushi Kart




Asking for payment

Make complete sentences by using one phrase from each column. The first one has been
done for you.

[ wish to draw an overdue payment to continue.
There is \ be allowed _/ ta my two previous emails.
We are concerned thar your attention to recover the money.

This situation cannot the matter has not yet ofL your account.

We must urge you to take yout cooperation received your atrention,
We have still not but to take legal action the outstanding sum.
We shall have no alternative received payment for in resolving this matter.
We would appreciate immediate acrion to setele your account.

e IR R T O Y

Note: overdue and outstanding both mean ‘not vet paid'; to settle means ‘to pay the money you owe’.

Read the emails below. Which email is the:
first reminder . second reminder third reminder ... finaldemand .. ..

Email 1

Fallawing my emails of [DATE/S] | must inform you that we hava still not receivad payment for the
outstanding sum of €4,500. Unless we recelve payment within seven days we shall have no alternative but
1o take legal action to recover the money.

in the meantime, your existing credit faciilies have been suspended.

Email 2

| wish to draw your attention fo my previous emaiis of [DATE/S] about the overcue payment on your
account, We are very concemed that the matter has not yet received your attention,

Clearly, this situation cannot be allowed to continue, and we must urge you to take immediate action to
sattle your account,

Email 3

According to cur recards, the sum of €4,500 is still sutstanding an your account.
We trust that our service was to your satisfaction, and we would appreciate your caoperation in rasolving
{his matter as soon as possible.

Email 4

‘ On [DATE/S] | wrote tq you regarding your company's unpaid accaunt, amounting to €4,500.
May we please remind you that this amount is stil outstanding. We would be grateful to receive a bank
‘ transfer in full settlement without further delay.
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Tick (v) the most polite form, a) or b).

1a) This invoice should be paid immediacely. . ...
b) You must pay this invaice immediazely.
2a) You have not paid invoice JK387. ...
B) We note from our records that invoice JK387 has not been paid.
3a} This ourstanding balance is now overdue, ...
b) Your outstanding balance is now overdue. . .
4a) Please send a bank rransfer to clear chis amount. .. _.
b) Please send a bank transfer to clear this amount. [f vou have already dealt with this matter, then
please disregard this email.

Note: the first reminder should be polite and impersonal — den’t assume your customer has no
intencion of paying.

Complete the emails with the phrases from the box.

L concerning a payment  forward the payment  fusther delay  have still not received I

now two moaths overdue  shall have no alternative  should have been cleared ;
i

‘Lthe outstanding sum  to settle your account |

First reminder

‘ \We are writing to you ! . _of €12,600 for invoice number KJE78 which is
1 now overdue. A copy of the invoice is attached.

| by the end of last menth. Please send a bank transfer

| = . ar an explanation of why the baiance is stil cutstancing. If you
‘ ‘ have already dealt with this matter, please disregard this email.

econd reminder

With reference to my email of 21 March, | must inform you that we !
payment to clear the balance on your account. | am sure vou are aware that late payments create problems
for us. We would appreciate paymant of ™

if you have any queries on this matter, please do not hesitate to contact me. Thank you for your
coaperation,

inal demand

| wrote to you on 21 March and 7 April regarding the balance of £12,600 on your aceount. | attach copies
of both emails. This sum is @ ’ . We are very concerned that the matter
has not yet received your attertion. Please ® ... within seven days,

If we do not receive payment from you, we @ but to take lagal action
to recover the full ameunt.

]

Khushi Kart




Describing business trends

Review the language of trends.

I Complete the pairs of opposices with the words from the hox.

a) wgoupfo g4 down e) toincrease fro . be down  fall
b) wrisefto s B togow /o B  bestable  ger worse
¢) toimprove fto ... g) woheup/co. "decrease  pe-down i
d) toreachapeak {to ... h) wofluctate/o .. .  shrink hit a low

Complete these irregutar verb forms.

go—wefth,. —g . rise—ro. . L. gow-gr ~-gr.... fal~fe —fa

Complere the sentences with cne of these words: gradually, shawply, simificansly, slhightly, slowly, steadily.

a} Sales increased 5‘4’;:?14/@ (noc fast}  d} Sales increased ... {slowly over a lang time)
b) Sales increased . (suddenly) e} Sales increased . .. ... . {noticeably)

¢} Salesincreased .. .. . (alitcle} £ Salesincreased . ... ... .. {gradvally and regularly)

Change the verb + adverb form into an adjective + noun form.

to improve gradually < a grad . . to grow slowly =5l ... go

Complete the sentences wich ane of these words: by, by, for, from, i, of, since, to.

a} Sales increased | . 3%. (after o verh)

b) There was an increase .. .. 3%. (after a noun and before an amount)

¢) There was 2 3% increase | sales. (after a noun and before the topic)

d} Sales increased ., 15000 .. 17,500 - so they increased .. 2,500.

e) Sales have been increasing . ... . January {(point m tme) [/ . six months (period of gme).

Underline the correct words in the email.

Petra — here are the main points from the second quarter results:

Al the start of the quarier sales stood in/af 325 million. Then they Prose/rised over the three menths
Sodurtil $27.6 million — an increase “byef around 12%.

It's even betler if you look at the year-on-year Squantities/fgures. Last year sales increased ©iby/with only
6% over the same quarter,

The trend is also good for the rest of this year. We're looking at Msteady/steadily ®growing/growih going
forward.

Congratulations are dye to everyone, However, there is a downside. Market share is not growing as fast as
sales. In fact, it's been more or less stable ®forsice the last few years atiwith around 18%. In 2
Mrapid/rapidly growing market our competitors have benefited as much as us, and in the future we must
(g watch/walch this very closely.

| look forward to hearing your comments. Regards, Mark
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Review the language of forecasts (what is likely to happen in the future). Complete the
table with the words/phrases from the box. Be careful: two are not used.

Vare likely o couid  could not lewpect 1doubt Fmsure maynot
,might  might not  won't probably  probably won't  won't

o A —— A
| Sales will definitely increase. i Sales definitely (2)
' (1) Lm._sure.. thasales will increase. | I'm cerrain that sales won't increase.

Definite

Probable | 3. chat sales will increase. , Sales (4) . increase.
! Sales (5) AnCTease. _that sales will increase.

Possible | Sales (7) o increase. Sales (8) . .. increase,
Sales (9) . increase. I Sales {10) ., increase.

Now match the verb groups 11-13 with the ends of the sentences a)—c). Be careful!

11 We expect/would like . a) to increase sales next year.
12 We expect/would like/hopefintend/plan/want b) sales will increase nexr year.
13 We expectfthink/hopefbelievefimaginefpredictfiorecast . ¢} sales ro increase pexy year.

Note: we can usually use will or going to to make predictions and there is very lictle difference.
However, if there is strong evidence in the present situation then going w is more common.

I think sales will probably increase next year.  (it’s my general belief)
I think sales are going to incredse next vear. {[ am looking at some Agures right now)

Underline the correct words or phrases in the email.

"' Petra - thanks for your comments on the secand quarter restits. You asked me for my theughts about the

! | longer term, so here they are:

Sales are [possible/ikely to end this year Pwithvat about $34m. | think that profits o increaseswill increase

l | at an even faster rate, due o our racent cost-cutting measures.

| | Nesxt year the situation is a ol more #uncertainfoniikely. This 1s because of the general ecenomic dimate in
|| which we are operating. Inflatien Ewill probabiy/probably will start to rise, and | think the Central Bank is

planning ®interast rates fo raiseta raise intarast rates ag a result. That's bad news for us. Cur debt

repayments to the bank are Miikely/fikely fo go up Bronsiderabiy/considerable.

Unemployment is also s increasedncreasing. Eveniually this “might be/might have an impact on

consumer sentiment, although the rate of increase is quite slow and we “Yprobably wor twon't probably be

in such a bad situation as during the last recession.

We can discuss this tomorraw in more detail. | have to leave now = | didn't bring my umbrella and it logks

like 72jt willhit’s going to rain) Mark.
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A

Cause, effect, contrast

Review the language of cause and effect. Complete the sentences with a word from the box.

; _—
jas  because Jue from in  of of therefore w0 o]

. e ———— e

Cause = Effect
I QOur new marketing campaign should lead ... ... [ result [ create a big increase in sales.
2 Next month we will start a new markering campaign. So, /. ,/ Because of this, / .. ... =2

result, we should see a big increase in sales,

Effect ¢ Cause
3 The big increase in sales last month resulted . . ... [ was g resudt { was because
our new marketing campaign.
4 We saw a big increase in sales last month ‘0 our new marketing campaign.

Note: ‘We saw a big increase in sales last monrh because we had a new marketing campaign.' (NOT

Note: using sofsuch to express cause
so + adjeccive (+ that): Our campaign was se successful (that) we ...
such + noun {+ that): Our campaign was such g success (that) we ...

such + adjective + noun (+ that): [t was such g successful campaign (that} we ...

Underline the correct words or phrases in the email.

N

Pelra, I've had Msofsuch a busy week, but finally 've had a chance to tafk to Marketing and fook at the

. \ figures in more detail. Heve are our thoughts on the recent trends in sales:

+ The market as a whole is growing, and Pas a resull/because of we have benefiied along with all our other
competitors.

However, this fact alone cannot explain why sales are growing Mso/such fast. If you look at the figures
you'll see that much of the increase is due fofresult from the success of just two products, Viva and
Avanti. We had a big advertising campaign for Viva before Christmas, which ®rasulfed fofed fo the peak
in sales in December. Avanti on the other hand has been seiling well throughout the year, probably
Epecause offbecause it already has a good reptation in the market.

+ We must make sure that our new lines are equally successful, MSo/As a resuit of, someone needs 1o
prepare a detailed marketing plan and circulate it to everyene. Jim should probably deal with this
@hacausa of/because his work on Viva and Avant. I'f suggest if fo him.

Hope this is helpful, Mark.
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Complete the words in each sentence with the missing letters.

Sales increased, thou_gf'j {alth _ _ _ _ market share remained the same.

Sales increased, where _ _ /whi . _ market share remained the same.

Market share remained the same insp _ _ _ of/des _ _ _ _ the increase in sales.

Ins of/De the increase in sales, market share remained che same.

Sales increased. How _ _ . _ ss,/E _ _ n 0, market share remained the sarme.
Even th

E_.

macket share remained the same, sales increased.

1
z
3
4
S In spite of the fa . _ th . . sales increased, marker share remained the same.
6
7
8

if it means reducing prices, we must try to increase market share.

Note:

» Compare althoughfthough with whereasfwhile. The fitst twe have a strong sense of surprise; the last
two simply commpare two facts and emphasise che difference between them.

o [n spite offdespite + noun phrase, BUT in spite of the fact that + subject + verb.

e However/Nevertheless are more formal, Even so is less formal.

« We can use even with dough and if to make a stronger contrast.

Read the email. Then choose the best word to fill each gap from A, B, C or D below.

il Hiroshi - here's the summary of the market report for East Asia that | promisad you.
‘ ‘ « As we allknow, last year was a difficult one. 1., _ |, since January things @ . been getting better.
‘ Sales have recoverad @ 4% in China, aur biggest market. We are___ to seq a similar®___in
i Japan and Karea over the next few quarters, ¥, right now sales thereare ™. .
! ‘ = In relation to the long term, we are optimistic. Our @ ___is that economic growth in the whole region ™~
‘ begin to ®___ from the start of next year. This will '____ labour market and other structural reforms,
which in our opinion wil take place 2 ___ there are some changes in the government. This growth will
13 many new opportunities, (4 we will fage increasing competition from US and other companies. |

1) ASo

2) A have slow
3y Afor

4} A possibilicy
5} A recover
6) A although
7} A plain

8} A trend

9 A will

10} A steadily rise
11) Abedue o
12} A as a result
13} A create
14} A despite

B Even if

B have slowly
B with

B perhaps

B improve

B nevercheless
B equal

B forecasting
B will to

B rise steadily
B resulc of

B whereas

B lead

B whereas
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C Despite

C are slow

Chy

C possible

C improvement
Cse

C fiar

C prevision

C is going

C rising steadily
C be resulted from
C even if

C resulr ro

Cso

D However

D are slowily
Don

D likely

D growing

D as a result of
D level

D forecust

D it is possible
D will rise steadily
D becayse of
D despire

D improve

D even though




24 Complaints

A Complete the sentences typical of emails of complaint with the pairs of words from the box.

i appreciatefreplaced  amentionfproblem  complain/quality  connectionfattitude

deliveredfurgently  dissacisfactionfreceived  entitledfreplacement  marrerfinconventence
. purchasedfstandard  refundffurther  terms/treatment  unless/cancel

11

1z

I am writing in ... . with the negative . . ... ......of a member of your staff.
I hope that you will deal wichchus ~__ promptly as it is causing me cansiderable

, despite my phone call o you last
week to say that it is needed .
Although you adverrise yourself as a rop-quality brand, the producc I ... .. ... was well
below the [ expected.
1 am writing to draw your in your customer services section.
fwould ... i 0 the faulty goods could be as soom as possible.
[ wish to complain in the strongest possible about the 1 received

from a member of your staff.,
I believe that lam ... toan immediate ..o -
| am writing to express my stong ... With the goods [ ... this morning.
... L receive the goods by the end of this week, 1 will have no choice but o
. my order.
[ am writing to of a product [ purchased on-line from
your wehsite.

[insistonafull. ... ... . . _,otherwise [ will be forced to rake the marter

Match the beginnings (1-8) with the endings {a-h).

R I S

You only sent 7 DVDs, instead a) there were only 7 in che box.

You only sent 7 DVDs, in spite of . b) but there were only 7 in the box.

Even though [ paid for 8 DVDs, ¢} However, there were only 7 in the box.

| patd for 8 DVDs. d) so T am refusing to pay your invoice,

I paid for 3 DVDs, e} Therefore, [ am refusing o pay your invoice.
Fiestly, the quantity of DVDs was incorrect. ... f} of the § that | ordered.

You have still not reselved the problem g} the fact that [ paid for 8.

with the DVDs, . In addition, two of the covers were damaged.
You have still not resolved the problem

with the DVDs,
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Complete each phrase with one word. Some letters have been given to help you.

to write in coAAGLD N wich sth. to be below the expecced st ... ... d

o need sth. wr. ... y o complain in the strongest possible te, s

to take che macterfu ... o express strong dis . ion with sth.
todercand a fullve . d to demand sn immediate repl Lk

to draw sb’s at n to sth. to cause sb. considerable inc .,

Linking words and phrases are used in complaints to explain your case clearly and
carefully. Complete the tahle with the words/phrases from the box.

[ Aboveall Asaresult Even though F;alfY Fitstly Homthesmase However
! In addition Inconclusion Infact In particular Inreality In spite of the fact chat

1
|
|
|

Nevertheless  Taking everything into consideration  Therefore

Adding another point (like and): 1..Earthermare. .|
Listing poinis:

Making a contrasc {like but):
Making a contrast (like although):

Civing the consequence (like so):

Giving the most important example:
Saying what the real situation is:
Intraducing the final paragraph:

¢ Which two phrases are NOT followed immediately by a2 comma, and can come in the
middle of a sentence as well as at the beginning?

Underline the most appropriate words or phrases in the email,

| am wriling to complain abaut the poor sarvice we have received from your company. "Firstly/Therefors,

the goudds you sent were not the ones ral we ordered. Our order dated 18 Sepiember clearly stated that we |
warted 1,000 t-shirts. @in particulanHowever, we only received 800. PNevertheiess/Furthermore. we asked
you to print cur company logo in the top left comer of the shirts and you have printed it in the centre.

To make matters worse, your staff were very unhelpful when | called. Evar thougfyAbove afl, no-one took
responsibility to sort out the prablem - | was simply passed from persor to person. *%in factin addftion, after
30 minutes 1 gava up in frustration and ended the call.

The whole matter was treated by your staff as though it was completely unimpertant, ®in spite of the fact
thattherefors we have been your customers for mora than five years. #in parfictifar/As a resuft, we are
considering stopping all future business wiih your company. L .
i Taking everything info consideration/In reality, we must insist on an immediate replacement order, to reach .
here within 14 working days, at no cost fo curselves, =

s
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25 Apologies

A Email | below is a formal apology, email 2 is an informal apology. Complete the emails by
choosing the correct alternatives below. The phrases are in the same order as they appear
in the emails.

111 for [ verbehubiof
2/12 unprofessional conduct j unfortunate behaviour
3/13 Please accept my sincere apologies for / I'm really sorry for
4/14 You can be sure that / You have my assurance that
5/15 sact out the problem [ resolve the macter to your sarisfaction
6/16 ['ll{ We will
717 To compensate for the inconvenience caused { As a friendly gesture
8/18 about what happened / regarding the incident
9/19 If vou have any further queries / If there’s anyching else
10/20 please call { do noc hesicare to conracr me

Email 1: formal

I am weiting 1 gp, beAalf. of Promotional Prodycts in relation to your recent camplaint, | was very
concemed ta leam about the problems you experienced and the @
. ... of our sales staff, @ gverything that
happened, and thank yeu for ringing it to my attention. @
{ will #

send replacement flems immediately, at our expense, ang | will personally make
sure that the order is comect. 0 we will also send you
a credit note to be used against any items in our catalegue. | have already spoken te the sales staff /
involved © and we are rmaking sure that in the future
ail custorner complainis are dealt with in & polite and helpful manner.
Once again, | hapa you will accept my apologies for the inconvenience caused. | very ruch hape you wilf /
‘ continue Lo use our seérvices in the future. ¥ , i
1o . ) ... on my direct line given below,

n
Email 2: informal

|‘ Laura, I'm wiiting ”'_’_,_,_{Q,ﬂ..._.. all our family to say thark you very much for tetting us stay at your

i seaside house at the weskend, we really enjoyed it. By now you have prabably heard from your neighbours !
| about the & N of my taenage son Harry and his fiends when

all the noise they made, and for the damage they caused to your neighbour's garden. 4 .
... 1wl do everything passible to 19
contact your neighbours directly and offer to pay for ary damage. ™ :
'l also send them them some flowers and a box of chocolates. I've alreacy spoken to l
my san .. and he promises it won't happen again.
Onge again. | am really sorry. 9 ,
n . — Il be at home at the weekend.
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B Match the beginnings of the sentences (1~10) with the endings (a-j).

Please accept my a) areplacement immediately.

We're having a temporary problem . b) and ger back to you tomorrow.

VW/e're doing everything we can to c} as a gesture of goodwill.

Can you leave it ... d) for any inconvenience this has caused.
I'll {ook into che marcer urgencly .- ) hesirate to contact me.

I'll send you ... f) resclve the issuefsort it qut.

We are sending you a small gift ..., g} sincere apologies.

1 can assure you that h} this will not happen again.

N=I 7 IR B Y L

I apologise again ... i} with me for a day or two!
If you have any further queries, do not .. i} with our software.

—
o

Now check the answers, then cover the tight hand column and try to remember the endings.

€ Cross out the one word or phrase in italics in each sentence that is not naturai.

1 am absolwtelyfextremelvfrealiyfuery sorry for what has happened.

Thank you for bringing this issue/materialfmatterfproblem to my attention.

We can assure you thac the articles/goods/izemsfwares were dispatched on time.

We were sorry to hear that the product was damaged/defective/faultyfout of work when you received it
This was due to an oversight when we processed your orderfa strike in our factoryian mflammarion in
our warehouse(circumstances beyond cur control.

[ am trying to sort it out/sort out itfsort the problem outfsort out the problem as a matter of urgency.
Please return the faulty goods, and we will refund youfrepair themfreplace them/restore them
immediately.

We appreciate that this has caused you considerable inconvenience, buz we cannot aceept any
breach in the contract/disadvantage/liabiliryfresponsibility on our part.

Rewrite the sentences below with the correct word order.
1 Thank you very much this matter for bringing to my actention.
[ was very experienced to learn the problems about you concerned.

[ will look the matter into and get back vou to within the few next days.

Omncee again, accept our apologies please caused for the inconvenience.

Having this matrer in detail looked into, ! be of no further assistance regret that | can.
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Report structure and key phrases

Match the different sections of a report {1-5) with their definitions (a—e).

Introduction
Background . .
Findings .. ...
Conclusion
Recommendations

a) The ‘body’ of the report: a presentation of arguments and evidence,

b) The subject of the report, who asked for it, why it has been written.

¢} Pracrical suggestions for action, often wrirten as a list or bulle: points.
d) The context: what has happened up to now and the general situation.
e} A judgment or decision based on the discussion in the ‘body’.

Note: a reporc may not have all these sections, and in an email a ‘section’ may simply be a single

sentence.

Match the beginnings of the sentences {1-12} with the endings (a-1).

a)
The purpuse of the report is b)
c)
1 have divided the report d

As can be seen ... )
f)
g
h)
My specific recommendations i)

i

Your camments will be circulared k

As requested at the Board meeting
The report is based

This has led to a situation

As mentioned ...

I suggest that the company

Please have a look ar

1
2
3
4
5
6
7
8
9
10
11

—
(3%

Please feel free . W]

on the figures senr to me by different departments.
where cost-cutting measures are necessary.

in table 1, demand has been falling.

o suggest ways to reduce costs.

inta three secrions.

of 18 April, here is my report.

the full report and let me have your comments.
are as follows:

to contact me if you have any questions.
should be able to cut costs significancly.

above, sales are going down.

in time for the next meeting.

The order of sentences I-12 follows (more or less} the order in which they would be

used. Write the sentence numbers after these section headings:

[ntreduction/Background:
Findings: .o
Conclusion/Recommendations:

Closing comments: . . ...
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Complete the email with the phrases from the box.

above  asfollows  based on the ngures can beseen  divided the report
! identify opportunities | suggest that  investigate the possibility  led to a situation

ler me have  make reductlon:, see section 412  purpase of the report shows that

1 ‘l Subject: Cost-cutting measures
As requested at the Boart meeting of 18 Apri, here is my report. The full report is attached as a Word
‘ document, but | have written a brief summary below.

Intraduciian,

TRE T oo e s is to suggest ways o reduce costs across the company.
Itig 2 sent ta me by different departments last month. | have

@ - . into three sections: background, findings and recommendations.

Backaround

in table 1 n the attached document, demand for our products has
been falling over the last year, and sales and profits are both down. Thishas ® . . ... .
where cost-cutting measures are necessary.

Findings

There are three main areas where cost reductions are possible:

* The marketing budget is very high. As menticred ™ . sales are gaing
down, but we are stil spending large sums on magazine advertising and straet posters. This is not
fustified.

* Praduction costs are aiso high. Tabie 2 in the report . ... . raw material
costs have gone up by 12% over the last year. We must find a way to bnng these down

» We may also have to dismiss a small number of administrative staff, which will be very ungopular.

B e oo e e GF the full repart for suggestions on how to proceed.

Retommendafions

In conciusion, ... ... e e, e COmpany should be able to cut costs agmfcantly by

the end of the yazr. My speaﬂc recommendatlons are 1% ..

1 Marketing Dept to 1 _.inthe adverthmg bucfget of 10% or 15%.

2 Production Dept 1o 121 of using different suppliers 1o bring down
materials cosis.

3 Head Office ta " oo ... fO CUtING & limited number of jobs, in case the
situation deteriarates.

Please have a look at the full reportand ™9, . . ... your comments by 2 June &t

the latest. These will then be circulated to all departmental managers in tlms for the maeting on 16 June.

Please feel free to contact me if you have any questions,
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Linking words and relative clauses

First, read the information about linking words and phrases. Then read through the email
and ynderling 18 linking words/phrases in it, not including *and’, ‘but’ and ‘or’.

Linking words and phrases join one idea ro another. They help the reader to understand the strucrure
of your argument. There are two types:

» Words in the middle of a sentence thar join two clauses: and, but, because, so etc.

» Words/phrases at the beginning of a sentence: However, Therefore, In relation to etc. These are often

followed by a comma.

Subject: Arrangements for sales conference R
Marcia = many thanks for sending the details of the 165 participants coming to our sales cenference in
November. Here is my report on the arrangements that will be necessary.

1 Accommodation

In previous years we have used the Belmont Hotel. In general, we have always had good feedback from
delegates on the Belmont, However, il is quite far from the conference centre, and In addition they have
increased their prices recently. As a result, | am gaing to get an akernative quote from the York Hotel this
year.

2 Conference Centre

In relation to numbers, the hall seats 200 people, so there shouldn’t be any problem. Nevertheless, if we
get a ot of late bookings we may need a bigger hail. | will monitor the situation closely. Obviously, If pecple
boak after the deadline we may have to write back and say we are full.

On anather point, we need to make sure that the amplification system is working properly, as last year
several delegates complained that the sound was too low at the back of the hall.

3 Speakers

Both outside speakers ara confirmed. In particuiar, the well-known author Sandra Brett has agreed to give

a talk on 'Motivation’, and I'm sure it will be very well received.

4 Food and drink

Last year this was a probiem. Firstly, we had a lot of complaints about the food. Secondly, thers was some
confusion among delegates about whether they should stay in the conference centre for lunch or go outside.
Iy fact, if delegates do want to go outside and gat sorme fresh air it is not & problem. Sq this year | am going
1o get quotes from catering companies for two options, that is to say one for coffes breaks and snacks only,
and the athar for funch as well. Atternatively, we could iust use the café in the conference centre and not
employ an qutsida firm, but | don't think that will create a good impression.

| think that's ali. Let me know if there's anything else, especially if you suddenly get a lot of late bookings.
Bruno
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Complete the table with the words from the boxes.

j--:'\ltel"r\al:iveh.' eq. Finslly Forinstance Instead of Moreover  Nevertheless !
On ancther point  On the other hand ~ On the whole  Seeendly  Usually '

Showing a sequence: Firstly Secondly..... 2 . Finally
Talking generally: In general .

Makityg a contrast: However

Adding another point: In addigon

Giving an example: For example

Giving an alternative: Either ...or... 11 .

“Aboveall Actually Asamatter of fact  For this reason  ie.  In particular
Obviously Ofcourse  Regarding Thatistosay  Therefore  With reference to

Saying what the real situation is:  In fact 13 . 14
Saying something is obvious: Clearly 15 16

Giving the most important point: ~ Especialty 17 . 18 .
Rephrasing in a different way: In other words 20 .
Giving a result/consequence: As a result 21 2z .
Introducing a new topic: In relacion to 24 .

Nuter yonnears i e et wih liekiog words incoanies 23, 24 and 39

Rewrite each pair of sentences as one sentence, including the word in brackets. Begin as
shown, and make any necessary changes.

1 The Board issued a report. It describes options for our long-term strategy. (chat)
The report _fhat. e Board issued describes. aupbions. for.our. long-tetm. sivategy.
The Board issued a report. Lt describes options for our long-term strategy. (which)
The Board _issued. a.cepardl which describes. aptions. far.our. long-derm siralegy.
We interviewed three candidates. They were all very good. {whe)
We interviewed

We interviewed three candidaces. They were all very good. {that}

THE BAIR i s e e e

Marketing want to postpene the product launch. | feel this is a mistake. (which)
MACKEEIIE WAKT L i oo v s s e
We might need to dismiss some workers. These workers are listed below. {(who}

One ream’s results were particularly good. This team should be given a bonus. (whose}

Theteamn .. . oo o,
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Being direct and brief

Look at the differences in style between these two emails. Notice how version 2 uses the
key words (underlined) from version 1. The form of the words may be different.

Version 1

} Subject: My ideas following last Friday's meeting

; In the attached Word document you'll find my thoughts abaut the markating plan that we discussed in last
Friday's meeting, and in particular my response to Jenny's points about neading a new type of packaging fo
appeal to a younger age group. | think she raised some imperiant issues, and so I'm circulating these ideas
to everyone who was present at the meeting. Please insert yaur comments in the attached document and
email it back to me as sopn &s possible.

Version 2

Subject: Ideas for packaging

We need a new type of packaging ~ as we all agreed in the last meeting. My ideas are in the attached
document, Comments please asap.

Match the descriptions {1-6) below by upderlining the most appropriate version, 1 or 2.

The email is direct and brief.  Versipn 1/2

The email is friendly and shows more respect 10 the reader.  Version 1/2

The uction required is very clear.  Version 1/2

The exact action required is not so clear.  Version /2

Unless the reader knows the writer well, the email could sound a bic aggressive.  Version /2

There may be too much in the email to write in a busy working day.  Versiem /2

Rewrite the email below. The maximum length is 50 words, including the subject line.

Some key words have been underlined to help you, but you mav need to change their form.
i Subject: Confirmation of our meeting as discussed by phane

I'm writing regarding our phone calt earlier this morning. it wes a very useful discussion and | am much
clearer now about your objectives. At the end of the sall you suggested a time anc place for our naxt

! meeting, the lobby of the Intercontinental Hotel in Barcelona at 2.00 pm on 7th February, | believe you will |

be staying at the hotel at that time. | said that | wouid email you to confirm the meeting. Well, for me the
time and place is very good — | am free all afternoon. | logk forward to sesing vou there at that time and |
hope that in the evening you can be my guest for dinner at a good restaurant in Barcelona.

Subject:
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€ Cross out 20 words which are not necessary in this email.

1 Many thanks far your email which | received yesterday, Tuesday at 10.30 is fine for me az my 9am mesting l
wiill be finished by then. Can you send me the latest sales figures before the meeting? | look forward to
seeing you there. !

D Cross our 20 words which are not necessary in this email.

| L
\ | 'am wiriting fo all my cofleagues to let you know that | will be away from my office from 14-21 Novemberon —_ |
j a visit to Hungary. Please direct all questions that you have to Helga in my absence, |

Underline the key words then rewrite the email. The maximum length is 60 words,
including the subject line.

Subject: Your info re markst developmants in the Baltic States |
Many tharks for getting in touch last week and sending me all the information about market changes in the | |
il Baltic States. it was really useful, particuiarly the graphs about expected demand for consumer products
1 over the nax five years. t've forwarded your email ' our reprasentative in Estonia, Kristz Kilvet. She has
‘ Just taken over from Deris Karava, who | think you met in Stuttgart. Wauld you be interested in giving 2
presentation at our Head Office on the whole political ang economic background in the regian? 'm sure the
I Board would be imterested as we may be making some large investments thers in the near future.

Subject: o

Underline the key words then rewrite the email. The maximum length is 60 words,
including the subject line.

” Subject: Thank you for your help at the cenference in Londen | |
| Thank you so much for all your help during the conference on the future of the aifine industry that |
attended in Londan last week. Your help was really appreciated as | had never been to the UK befare and

| had the great pleasure to meet your UK sales team. They are a wonderful group of people and | would like
‘| yau to give my best regards to all of them, As you knaw, there are plans to bring some of the UK staff over

| } here to Dubai at the end of the year to see haw we run the Dubai office. | look forward fa seeing you then, l |

!
| averything was vary new 1o me! The conference was really infecesting. Of coursa, while | was there | also ‘

Subject: ..
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Being indirect and poiite

The short phrases in the table below use standard/neutral language. Complete the table
with the polite/diplomatic phrases from the box.

f Covldyoupossibly Do you need any help with [s irall right if | | was wondering if you could
i [wonder if | could Perhaps we should Why don't we  Would you like me wo

Requests (asking somebody else)

Can/Could you ... ? . Lauld. you. passibly... |
Permission {for yourself)
Can/Could [ ... ?
Offering help

Can IfShall I ... ?
Suggestions

What about (+ -ing}/Shafl we ...7 4

Here are more ways to make your language polite/diplomatic. Complete the words in each
sentence with the missing letters.

There will be a delay.
Thete is a problem.

I'maffaid there will be asm _ _ _ delay.

Iese _ _ _ wehaveasl __ problem.

{ disagree. [ch __ _ therem _  bean issue here.

We can't do that. Pmonot s _ _ _ we can do that
That gives us very little time. ,thatdoes _' _ giveusm . _ time.
It will be better to ask Heidi.

That will be very expensive.

- - -  _ it be betrer to ask Heidi?

Thatmi_ _ . bequ . _ expensive.
Thatwon' . bech __ _.

5804800000
[« IR TP, G R O P I

That will be very expensive

Rewrite each sentence with the words in brackets to make them more polite and diplomatic.

Can we meert again next week? (wonder/could) ... ..
You've made a mistake on the invoice. {there/seems)

The quality is low. {not very)
Shall [ speak 1o Mr Baker? (would you like) ... S

Your estirnate for the cost is too low. {might/a bit) ...

We should wait. (wouldn't/better idea)

It’s a bad idex. (honest/['m not surefgood) .. e ——
Let’s cancel the project. {perhaps/should think about) ..o

e I - R TR S T

w
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Read the sitvation. Then complete the words in each reply with the missing letters.

Somebody sends you an email: I've just had o grear idea’ W could have a team meeting svery Monday
morming at Bam to plan the weel’s work. You want to disagree:

It sou#ds... like a good idea, bus T'm not sure it wounld werk in pra........

1 can see what you're sa ..., but wh.. ... .. the traffic on Mondqy momings?
Wo...... .. .. some people find thata li. . early.

Tobeho......,’mnoots....... that would be conv...__. for everybody.

| know what you m._........ , but 1 can see one cr two problems with that.

It's 2 good idea, buc d ' vou think Jamwa, ... beb . . £

[ L O W

Look back at sentences (1-6) and find:

a} four examples of Yes, buc... .../ /. ./

b) a normal question to show doubt ..

¢} two negative questions 1o show doubt /..

d} an incroductory phrase to prepare the reader for disagreement

Make the emails below more polite or diplomatic by changing the words in italics. Use
techniques from sections A-C.

it is Rlvery expensiva. Blsnt if a belter idea to contact some other printing firms and get soma atternative
quotas? Affar all, ws have besn very unfiappy with the quality of their work on the last few jobs. What do
you think?

Luisa, thanks for your email about the new brochure and the attached flle with the quote fram the printers. Fl
I
I

1.0 seems. 2. L think il's

Frank - sorry we didn't have a chanca to talk yesterday. Actually, | have Ba favour to ask. 5/ wonder i you ; :-
can hava a word with Sandra in Human Resources aboyt when the nosition of Sates Director is goingtobe 1+ i
advertised. ™/t's delicate for me, 2s Fm sure you undarstand, bacause there is a chance & will be one of '-ﬁf'

the candidates. Thanks. | IE

-
[P

8

with you. The prices you suggest “Oare "ioo high for the markel. Don't you thirk a lower price “Zwilf result

Steven, thanks for sending the suggestions on how 1o price our new range of accessories. ™ don't agree :‘
in higher sales and therefora higher profits? Let me know what you think.

12
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30 Being friendly

A There are many words and phrases that you can use at the beginning of a sentence to
sound friendly. Complete the table with the words or phrases from the box below.

Anyway Apparently Ba.sicaliy By the way  Frankly Infact “Lucklly " Of course ;

You heard something, bur are not sure: It seems that
Something is true, but surprising: Actually
Something is obvious or already known: Obvigusly
Bad fgood fortune: Unfortunately
Saying what you really think: To be honest
Going back to a topic: WellfSo
Changing the topic: AnywayfSo
Summarising with the mest important point: Anyaway

Complete the email with words or phrases from section A. Several answers may be
possible. There is one solution that uses each line in the table above just once.
' | Hi, I'm just back from India — 1 had a fantastic ime. % . it's probably ene of the best |
' haiidays 've ever had. Did you get the email | sent from Delhi? | didret have much me 1o write because it '
’ was late and the gwner of the internet café wanted to close up far the night. @ . he kept it
, as | was saying, | really
enjoyad myseff. | went tc Agra to see the Taj Mahal, and | also went to an amazing wildlife reserve called
Sarigka. @ ., | did have the usual stomagh probiems at the beginning of the trip, but
nothing toa bad o . s , have you heard the news about Anoushka? ® . .
she's just met a guy she really fikes and they're getting mamied next year! His name is Waiter She 5 unty
known him for 2 month. Sara says she met Nim at a party last week but he didn't seam very friendly.
m. e , { always thought Anoushka rushed into things too guickly. YWhat do you think? Don't
yau thlnk she 54 blt young to get married? # , if's her decision at the end of the day.
That's all fer now. Hope to hear fram you scon. Bye!

=

Nore:

¢ The words in the gaps make the ematl sound friendly. Try reading it withourt these words — it stjll
makes sense, but it is too direct.
The words in the gaps can help to make the email easier to follow. They show the stricture of the
text, how the writer is going to continue.
The wards in rthe gaps are followed by a comma in writing. This is like pausing in speech.
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€ Read the email below twice. The second time you read it, miss out all the words
underlined. What is the difference’

Hi Pattil Thanks for your email. Your new job sounds really great - [ know that you've wanted towork asa |
graphic designer for ages and ages, and now it's finglly happened! Congratulations! I'm sure you'll do really ¢
well in the job. Well, what about my news? | arrived in Prague about a month ago. |t was quite difficuit at |
first, Of course | couldn’t speak the language, and finding a place to five wasn't easy. Then my friend Belen ‘,
and [ ound a lovely liffle Aat in the old part of town. It's quite small, but it's full of character and we love it. f
I'm working as a waitress in a cogldail bar. It's okay - [ don't suppose Ul do it for long, but it's a way to eamn J i
some money. Aryway, that's ail for now. | hope you're well, and give my regards to your family — especially

your mother. She was 3o kind to me when | came and stayed at your house. All the best, Florencia. [

1

Check your answer in the Answer key at the back of the book.

Rewrite the email with the words and phrases from the box to make it more friendly. Some
of the words and phrases like really, to be honest and First can go in several places. You
may also need to change the puncruation in places.

" First, really abit hundredsof afewlines alldaylong ro be honest ’
i Anyway, that's all for now  but writing o you has helped  because I'm sure you'll have great fun
. Things have been a bit difficult recently.  bur | think it's best for both of us

as you probably know,  Oh well, thar's life!  the next thingis  she rold me last monch

Stefan, just to let you know that | can't jo'n you next weekend. I'm sorry, bul I've already arranged to go to
Paris. I'm staying with Beenard in his flat, and | really need a break. ve broken up with Rosanna. We've
been having & lot of arguments recently, and she's going to move to Hamburg. It's a pity. Then, my job. |
have a [ot of responsibilities in the office and it's quite stressful. We have customers who call and | never
get a break. I'm sormy if 1 sound depressed. Hope to see you soon. Al the best, Wilhelm.
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Advice and suggestions

Read the email exchange between two friends, then match the phrases in italics (1-10)
with the phrases {a—j) below.

Hi Toby

Hope you're well.
Hve got a bit of a problem, and I'd really like your advice. You know I'm doing that secretarial course. Well, |
it's really boring and } hate it I've aiready paid for the course and it runs 1 the end of June. 200 you have
any ideas about what | should do? ¥Please email me, or give me a call when you gel the chance.

Sandra

Hi Sandra

# I'm sonmy you're having such a hard time at the moment, but © | think you should finish the course as
you've only get a few moniths ta go. You could concentrale on increasing your typing Speed — that's always
useful,

Toby !

Toby — no,  really hate the course and | dan't think | ¢an last till the end of June. ©What should | do? _
Sandra i—:
Well, Twhat abowt going to a carecrs advice centre then? Or doing something realty different, like traveling
abroad for a year. ®That way, you could be thinking about what you really want to do with your life. @/ think

it’s belter than just giving up the course and daing nothing.

o hope {'ve helped a bit.

Toby

Great idea, Toby! Thanks. I'm off ta the travel agent's right now.
~ Saendra

T

1 would really appreciate it if you could write back or telephone me to discuss this matter furcher, «t
your convenience. .

[ think it might be a good ideato ... ...

1 was wondering if you had any ideas about ...

Have you choughe of ... (+ -ig)
['d tike vour advice about a problem | have.

! hope | have been of some help.

I think this option would be preferable to ... (= -ing) |
[ was sorry to hear about your current Jdifficalties. .
This would mean that ...

What would you advise me to do? |

In general, do you think phrases a)—j) are more formal or more informal than those in
the emails!
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Each phrase below has two words the wrong way round. Correet the mistakes [this{likel

Asking for advice
COpening: I've got a bit of a problem, and maybe can you help.
Asking for advice: | was wondering if you had any ideas abouc what should [ do.

Closing: Please write and let know me what you rhink.

Giving advice

Crpening: I'm sotry you're having a such hard time at the moment.

Giving advice: 1 think mighr it be a good idea to finish the course.

Result: This would mean that could you think abour what to do next.
Options: I think this option would preferable be to just giving up the course.
Closing: 1 hope have I been of some help.

Match the beginnings of the sentences (1-14) with the endings (a—k).

Making a suggestion.
1 1 think we should go to an ltalian restaurant for your birthday.
2 Tsuggest .. go to an Ttalian restaucant for your birchday?
3 Shallwe.... {a quesnion)
4 ! chink we oughec .. to go to an ltalian restaurant for your birthday.
5 Perhaps we could ... going to an calian restaurant for your birthday.
6 How abour .. going to an ltalian restaurant for your birthday?
7 VWhy don't we | {a question}

8 Lers .

Accepting/Rejecting a suggestion
work really well.
{t might be see one or two problerms,
{ chink your idea would great idea!
I'mnotso .. i} chink it would work in practice.
[e sounds like u good idea, but | don’t i) worth trying.
Ie sounds like a good idea, but Lcan ... sure about your idea.

Complete the sentences by writing one word in each gap.

Twas o i you . give me some advice.

Please email me when vou . .. .. w...achance. I'dreally ...t

I think you ... ........ inish the course. 105 . ... than just giving up.

What . ... ... ... goingtoacareers centreas well’lc . beagood idea
. we meet up for lunch vae day next week to talk . e iE?

TUm not sure your idea will o baries defindtely o tTeing.
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Job application

Put the parts below into the correct order to make a complete email for someone applying
for a job.

(a} the summer programme where | worked last year. | am avallable for interview in Naples any weekday
afternoan, and you can email

{b) as 2 Word document. You will notice that | have supervised chiidren on a range of sports and cuitural
activities as well as deaiing

|
{c} Dear SirMadam // With reference ta your advertisement on the JabFinders.com website, | am ':
interested in applying

{d) as | enjoy working with young people. | have a lot of energy and enthusiasm and am aiso respansible
and reliabte. | have attached my CV

[€) First Canificate grade A. ) wouid be grateful i you would consider my application. You will see ‘ H I
{f) the travel ingustry. During the last few summer holidays | have ‘ ” I
{g) for the past of tour leader for Itafian school students. | am 26 years eld and am currently studying ‘ “ |
{h) me or telephone me on the number below. | fook forward to hiearing from you soon. Yours faithfully ‘ “ |
{i) for adiploma in Tourism at Naples University. After that | hope to follow a career in l || |
{i) inthe job of tour leader, 1aking students to London. | feel that | would be well-suited for this job ‘ 1 |
{k) to do something more varied and challenging, and for this reason { am interested

{f) with transport arrangements and tickets. You will aisa natice that my English is good and | have

(m) fram my attached GV that two people can be contacted as referencas, ane is a university professer and | -
the other is from !

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

Joe 3 6 T L Bl 9
12 .. 13 ... 14
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The email in section A on the previous page is one long paragraph. Show where new
paragraphs could begin by writing a // symbol in the text. The structure below will help
you.

Creeting

Reason for writing

For example: where (and when) you saw the advertisement and which job you are interested in.
Y a rience

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

The ok

For example: mention the skills and personal qualiries that make you suitable for cthis job.
Refer to you CV

Ask the reader to look at your CV/Resume, and focus on one or two key poincs.

Final comments

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

St fi 1€

Formal ending

Complete the sentences with one of these words: as, at, for, from, in, of, on, to.

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

[ have attached my CV ... a Word document.

1am available ... interview

I'm working . ... a sales representative at the moment.

You can email me or telephone me ... . the number given . ... my CV.

I look forward ... hearing ... you soon.

I have a good knowledge ... . business administracion. [ studied it ... . universicy.

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

['m studying ........ adegree . ...... Environmental Studies.

1 hope to follow a career the legal profession.

——
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1 have been working .. Telekom for one year.
lattach my CV .. requested.

b
w
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Basics

Name

Previous contact

Reason for writing

Giving information
Attachments
Asking for infermation

Requests

Promising action
QOffering help

Final comments

Formal/Neutral

Informal

Dear MrfMrsfMs Dupuis
Dear Mary

HifHello Mary
Mary, ... {or ns name at ail)

Thank you for your email of ...

Further ta your last email, ...

I apologise for not gerring in
conract wich you befoce now.

Thanks for your email.

Re your email, ...

Sorry [ haven't written: for ages,
but I've been really busy.

! am writing in connecrion with ...
I am writing with regard w ...

In reply to your email, here are ...
Your name was given to me by ...
We would like to poinr out that ...

Just a shore norte abour ...
’m wriring about ...
Here’s the ... you wanted.
1 got your name from ...
Please nore that ...

I'm writing to ler you know thar ...
We are able to confirm that ...

[ am delighted to tell you that ...
We regrert to inform you thar ...

Just a note 1o say ...
We can confirm that ...
Good news|
Unfortunately, ...

Please find attached my reporr.
'm sending you ... as a pdf file.

I've atrached ...
Here is the ... you wanted.

Could you give me some informarion about ...
[ would like o know ...
['m interested in receiving/finding out ...

Can you tell me a lirtle maore aboue ...

T'd like o know ...
Please send me ...

1'd be grateful if you could ...

I wonder if you could ...

Do you think [ could have ...7

Thank you in advance for your help in this marter.

Please could you ...
Could you ...?
Can | have ...7

I'd appreciate your help on chis.

{will ...
[l investigare the marter.
[ will contact you again shortly.

.
'l book inte ic.
Il get back ro you soon.

Would you like me w ...}
If you wish, I would be happy to .
Let me know whether you would like me to ...

Doyouwantmeto ...}
Shall I ...7

Let me know if you'd like me o ...

Thank you for your help.

Do not hesitate to conract us again if you
require any further informarion.

Please feel free to contact me if you have
any guestions. My direct line is ...

Thanks again for ...

Let me know if you need anything
else.

Just give me a call if vou have
any questions. My number is ...

| am looking forward ta ... (~ -ing)
Give my regards ro ..

Best wishes

Reenrds

Lonking ferward to ... (+ -ing)
Best wishes 1o ...

Speak to/See you soon.

Bye {for now){All the best
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Negotiating a project

Asking for information

BReguests

Emphasising a main point

Asking for a suggestion

Making a suggestion

Negotiating: being firm

Negotiating: being flexible

Negotiating: agreeing

Next steps

Closing

Whar are your usual charges (fees/rates) for ...7
Can you give me some more information about ...?

Do vou think you could ...2
Would you be able ro . .7

My main concern ar this stage s ...
The main thing forme & ...

How do you chink we should deal wich this?
What do you think is the best way forward?

Why don't you ...2
What about if we ...2

I understand what you're saying about .., {but ...}
[ can see what you're saying, buc ...

We would be prepared to ... (if ...}
I am willing to ... (if ...}

Okay, I'm happy with thar for now.
Thar's fine.

['ll be in touch again soon with more details.
Le's talk next week and see how things are going.

[ laak forward to working with you.
P'm sorry that we couldn’t use your services this time, but 1 hope there will be another
OpPOTELMITY.

Checking understanding

Technical problems

Asking for clarification

Giving clarification

Did you ger my lase message senton ...7

Sorry, you forgot to artach the file. Can you send ic again?

I got your email, bur [ can't open the attachment.

Did you mean to send this? [ don’r want to open it in ¢ase it's got a virus.
I'm not sure what you mean by ...7 Could you clarify?

Which ... do you mean?

[ don't understand this peine. Can you explain in a lictle more derail?
Are vou sure abour thar?

Sorry, what | meant was ... not _.

[ thought ..., but | may be wrong.

1I'll check and get back to you.

The correct information is given below. Please amend your records accordingly.
Sorry, forgee my last email. You're right.

I hepe this clarifies the situation.
Get back to me if there’s anything else.
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Arrangements

Meetings

Reason for writing
Suggesting fimefplace

Saving when you are/
are nat free

Changing arrangements

Invitations

Inviting

Prepare

Accepting

Refusing

Formal/Neuiral

Informal

I'm wriring o arrange a time for our meeting.
What time would be convenient for you?

Just a quick ante to arrange a rime
to meer. When wonld suir you?

Could we meet on (day} in (the morning etc.)
at (time)?

How abour (day) at {time)?
Are you free sometime next week?

[ would be able to attend the meeting on
Thursday moming,

I'm out of the office until Zpm.

Any time after thar would be fine.

I'm afraid [ car’t manage next Monday.

I'm free Thursday am.

T won't be around unzil after lunch.
Any time after that is okay.
Sorry, can't make it next Monday.

1'd like ro contirm ...
Thar’s fine. | will callfemail you romarrow
to confirm the Jerails.

Thursday is good for me.
That should be okay. I'll get back

o you H there's a problem.

This is to let you know thae | will not be able
to attend the meeting next Thursday,

I wonder if we could move it o ...7

| apalogise for any inconvenience caused.

Re our meeting nexr week, I'm
afraid I can’t make Thursday.

How about ... instead?

Somy for the inconvenience.

1 look forward ra meering you in Brussels.
Let me know if you need to change
the arrangements.

See you in Brussels.
Give me a call if anything changes.

We would be very pleased if you could come to ...

1 would like o invite vou to ... f attend vur ...

Please let me know if you will be able to attend.

I'm writing o invite you to ...
Weuld you like to come o ... 7
Please let me know f you can make it

Before the meeting it would be useful if
you could prepare ...
It would be helpful if you could bring ...

Please prepare ... before the meering.

Please bring to the meeting ...

Thank vou for your kind invitation.

The date you suggest is fine.

1 would be delighted to attend the
meeting. { am sure it will be very useful.

Thanks 2 lot for the invitation.

The date'’s fine for me.

['d love to come to the meeting. It
sounds like a grear idea.

Thank you for your kind inv

Unfortunately, I have another appoinement
on that day. Please accept my apotopies.

[ hope we will have the opportunity tw meet
on another nccasion in the near future. | um
sure that the meeting will be a great success.

Thanks a lot for your kind invitation.

Unforrunately, [ have something else
in my schedule on that day.

[ hope we can meer up soun. Good
luck with the meering!
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Writing styles

Formal/Informal

Example phrases

Latin / Anglosaxon
arigin

Direct/Indirect

Requesits

Asking for permission
Offering help

Making a suggestion

Softening a strong
comment

FormalMNeuteal

Thank vou far your ematl received 12 Feb.

Wicl: regardfreferance to ..

T would be graceful if you could ...

We regret to advise vou that ...

Please accepr our apologies for ...

1 was wondering if you could ...

We nare thar yau have not ...

We would like to remind you that ..

It is necessary for me o ...

Tt is possible that Lwill ...

Would you like me w ...7

However, ... [ In addition, ... f Therefore, ...

I you require any further information, please
do not hesitate (o contact me.

I lovk forward to meeting you next week.

Informal

Thanks for the email.

Re ...

Please could you ..

I’'m sorry to eil you that ...
['m sorry for ...

Could you ...}

You haven't ...

Don'c forger that ...
Ineedeo ...

[ might ...

Shallf...7

But, ... } Also, ... [ So, ...
I you'd like more decails, ler me know.

See you next week.

assistance/due cofenquirefinform/information
wbtainfoccuparion/possessiprovide/repair
request{requirementsfvertty

helpfbecause offaskftellffacts
getfjobfhave/mive/tix
usk forfneeds/check (prave)

Direct

Indirect: polite/diplematic

Canyou .7

Please could vou ..

Could you ...}

I was wondering if you could ...

Cnl.?
Could ! .2

ks it all righe if 1.7
I wonder it [ could ...?

Shall T..!

Would you like me to .7
Do you need any help wich .7

Whar ahout ... [+ -ing)?
Shall we .7

Why don't we ...¢
Perhaps we shauld .7

There is a problem.
Thiat will be very expensive.

We can't do that.

Thar gives us very lictle rime.
Tr will he hetter mo ask Hedd.
i disagree.

U'm afraid there is a small problem.

[r seems there is a slight problem.

That might be quite expensive.

Won't that be a bit expensive!

T'm nor sure we can Jo that.

Acrually, thar Joesn't give us much time.
Wouldn's it be berrer w0 ask Heidi?

[ can see what you're saying, but ...

Don't you think thac .7

T be hanest, I think it might be betrer to ...
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Commercial

Request for information {customer)

Saying how vou got the contact

Giving reason for writing

Geneeal requests

Specific vequests

We met last Thursday on your stand at the Munich Trade Fair.
T am emailing you ofi your website, which T found thraugh Google.

We are a manufacrurar/supplier/provider of ... . We are interested in ...
We aze a Turkish company exporting to the EU, and we need ...

We would be grateful for some informarion abous ...
Please send us information 2bout your product range and prices.

In particular, we would like to know ...
Please send full details of your prices, discounss, terms of payment and delivery rimes.
Could you also say whether there is any minimum order.

An early reply would be grealy appreciated.
1 look forward o an early reply, and am sure that chere is a marker for your products
here in Hungary.

Giving information (supplier)

Thanks

Giving factual information

Saying what you are attaching

Highlighting one or two
key points

Answering specific questions

Thank you for your email of 4 June inquiring about ...

We can quote you a price of ... CIF/FOB Istanbul.

We can deliver by ... (date} / within ... {period of time)
The goods will be shipped 3 days from receipt of a firm order.
We can offer a discount of ... an orders over ... .

We require payment by bank transter/lecter of credic.

Qur normal procedure is €0 ...

Qur normal terms for rse-rime customers are ...

We can supply the items you zequire directly from stack.

[ am attaching a document that gives full details of ...
| am attaching our current catalogue and price list as a pdf file.

You will see thar ...
You will note that our line of ... is on special offer.

You will also nore thar ... . Qur experience in this field includes ...

We disparch the goods within 24 hours of a firm order, and for first-time cusrormers
our minimum order is €1,00C.

[ am afraid thar model is no longer available. However, ...

We feel sure that ... . May | supgest that | call you at your convenience to discuss
the matter further?

If you need any further information, please do not hesirare to contact me. My direct
lineis ...
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Following up a call {supplier)

Open

Summarising key points

Giving additional informarion

Saying you will call baek

Thark you for taking the time on the telephone this moming o explain ... .

1 understand that you are looking for ... and | am confident that we can fnd 2 good
solution for your needs.

I have arcached some information about our company, including ...
I have attached a list of same of our clients, which you will see include ...

As agreed, 'l give you a ¢all during the last week of Seprember.
I have made a aote to call you again after you've had a chance to ...
Perhaps then it would be a good idea to meet o discuss ...

In the meantime, if you would like to discuss any cther points, please don't hesitate
to give me a call on my direce line ... .

Asking for better terms (customer)

Open

Discussing terms

Thank you for sending ... . We are interested in ... . However, there are one or two
things we would like to clarify before going ahead.

Do vou give any discount on an arder of this size!
Would you be prepared to ler us have the goods on credit?
We need these items by ... ar the latest.

[f we can reach an agreement on these matters we are sure that we can do mare
business with you in the future.
We look forward ro hearing from you soon.

Replying and agreeing terms {supplier)

Open

Saying yes

Looking for a compromise

Final details

Thank you for your email of ... inquiring about a possible order for ... .

[n relation to ..., we would be happy to let you have ...
[ have spoken ta my line manager. and we are able to ... on this occasion.

With regard 1o ..., unfortunately we are pot able to ... . However, | am sure we can
find an goceptable compromise.
We are prepated 10 accept ... .

We would be grateful if you could supply bank references.

Please return the attached form asap s that vour order can be processed withour any
delay.

Please note that we have recently improved the funcrionalicy of our website, and it
is now possible 1o place an order on-line. Alternarively, you can print out the
attached order form and cerum it o us by mail.

[ have arranged for 4 member of our customer services tezm o give you a call later
in the week. They will be able ro deal with any further poines.

We hope you find our quatarion sacisfactory and kook forward to receiving your
order. We assure you tha it will have our prompt attention.

If you need any further information, do not hesitare to conact us.
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Making an order {customer)

Open Thank you for your recent email, and we accept your quotation. Qur completed
order form is acrached, and we give full hank derails below.

Close Please acknowledge receipt of this order.

Confirming an order (supplier)

Open Your order has been recetved.
We can confirm that your goods have been shipped.
You can track shipping derails on our websitce.
Dhie to exceprional demand these items are cemperarily out of stock. We hope to be
able to ship vour order within ... days and will keep you fully informed. We
apologise for any inconvenience this may cause.

‘We are confident that the goods will meet your expectations. Should there be any
questions, please do not hesitate to contact me, either by email or phone.

Asking for payment {supplier)

First reminder - open We are writing concerning a payment of €12,600 for invoice number KJ678 which is
now overdue. A copy of the invoice is actached.
According to our records, the sum of £€4,500 i3 seill outstanding on your account.

First reminder — action Please send 2 bank transfer to settle the account, or an explanation of why the
balance is still outstanding. If you have already dealt with this marrer, please
disregard this email.

We would appreciate your coaperarion in resalving this marrer as soon as possible.

Second/Thied vecninder — On (date) | wrorte 1o you regarding your company's unpaid account, amounting to
open €4,500. May we please remind you thar this amount is still sussranding.
[ wish to draw your attention o my previous emails of {dates) about the overdue
payment un your account. We are very concemed that the matter has not yet
received your atrention.

Second/Thicd reminder — We need a bank rransfer in full settlement wichout further delay.
action Clearly, this situarion cannot be allowed to continue, and we must ask you o take
immediate acrion to sectle your account.
If you have any queries on this matter, please do nort hesitate to conract me. Thank
you for your cooperation.

Final demand - open Following my emails of (daees) 1 must inform you that we have still nor received
payment for the outstanding sum of €4,500.
[ wrate to you on (dates) regarding the balance of €12,600 on vour account. | atrach
copies of both emails. This sum is now two months overdue. We are very
concemed that the matter has not yer received your atrention.

Final demand - action Unless we receive payment within seven days, we shall have no aleemarive but o
take legal action to recover the money.
Ir, the meantime, your existing credit facilities have been suspended.
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Complaints and apologies

Complaining {(customer)

Open

Complaint

Request for action

Apologising {supplier)
Open

Apologising
Denying responsibility

Promising action

Compensation

Close

I am weiting ...
- in connection with my order F5690 which arrived this morning.
. w0 complauin about the quality of & product | bought from your website.
.. 10 complain abour the poor service we received from your company,
- 1o draw your attention to the nepative attitude of some people in your customer services
section.

Our order dated 16 September cleatly stated thac we warnited 1,000 iterns, however you ..

The goods were faulty/damagedfir poor condition.

There szems ro be an zor in the invoicefz misunderstanding.

The equipment | ordeted has still not been delivered, despite my phone call w you last week to
say char it is needed urgently.

The product | received was well below the standard I expected.

To make macters worse, when | ¢alled your company your staif ...

Please replace the faulty goads as soon as possible.
We must insist on an immediate replacement/full refund.
Unless § receive the poods by the end of rhuis weelk, | will have no choice but to cancel my order.

I'hope that you will deal with this matter promprly as it is causing me considerable
inconvenience.

T am writing in relation to your recent complaint.

[ was very concerned to learn about ... Please accept my sincere apologies.
[ would like ro apologise for the inconvenience you have suffered.

We appreciare that this has caused you considerable inconvenience, but we cannot accept any
responsibility in this matter.

Can you leave 1t with me? P'il look into the marrer and ger back o you romormow.

[ have looked into the marrer and ...

[ have spoken ta che seaff involved, and ...

We will send replacement irems/give vou a refund immediarely.

[ can assure you that this will noc happen again.

We're having 2 remporary problem with ... . We're doing everything we can to sore ir out,

To compensate or the inconvenience, we wonld like w offer you ...

Thank you for bringing this matter w my attention. Please accept my assurance thar it will not
happen again.

Once again, ! hope you will accepe my apologies for the inconvenience caused.

[ very much hope you will continue to use our services in the future.

1¥ you have wny further queries. please da noe hesitate to contace me on y Jirect line ...
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Personal

Being friendly

You heard something, but are not sure [t seems that ...  Apparently, ...
Something is true, but surprising Acrually, ... Infact, ...

Something is obvious or atready known Obviously, ... Of course, ...
Good/bad fortune Unforrunately, ... Luckily, ...
Saying what you really thiok To be honest, ... Frankly, ...

Going back to a topic Well, ... Bo,... Anyway, ..
Changing the topic Anyway, ... So,... Bycheway, ...
Summarising with the most important point Anyway, ... DBasically, ...

Asking for advice
Foroml/Neutral Informal

Open I'd like your adwice about a problem [ have. I've got a bit of 4 problem.

Asking for advice [ was wondering if you had any ideas about ...! Do you have any wleas abour ...?
What would you advise me to do? What should [ do?

Close Pleuse write back when you have the rime Please email me when you ger the
and let me know what you think. chance.

Giving advice

Formal/Neutral Informat

Open [ was sorry ro hear about vour current difficulties. [I'm sorry you're having such a hard
time ar the moment,

Giving advice I think it mighr be a good idea to ... [ think vou should ..
Have you thought of ... {+ -ing){ What about ... {+ -ing)!

Resuit This would mean thar ... Thar way, ...

COptions 1 think this vprion would be preferable [ think it’s better than ... (+ -ing}
0 ... (+ -ing)

Close | hope [ have been of some help. [ hope ['ve helped a hir.

Suggestions

Making a suggestion, [ think we should/I suggest that wef Let's go to ...
Shall wefPerhaps we could/Why don't we go to ...!
I suggest/How about going to ...!

Accepting [r's a grear idea!
[ think your dea would work really weil.
[t might be worth Tying.
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Rejecting

Special situations

Thanks
Gaod luck
Congratulations

Best wishes

Bad news

Job application
Greeting (formal)

Reasan for writing
Your backeround

and experience
The job itself

Refering to your CV

Final comments

I'm a0t 50 sure abaut your idea.
It sounds like a good iden, bur [ don't think it would work in practice.
Iz sounds like 1 good wea, bue [ cun see one or two problems,

Just a quick note o sar many thanks for ...
[ really appreciate everything that you have done.

Good luck with ...
[ would like ta take this opportunity to wish you every success in the future.

Many congratularions on your promorion/new job.
[ was delighted o hear the news abour ...
Well done!

Please give my best wishes/regards to ...

[ was 50 sorry to hear about . .
I was really sorry to hear you're nur wefl. ... Hope you feel better so0n.
If there'’s anything | can do 1o help, fer me know.

Dear Sir/Madam

With reference to your advertisement on the ... website, [ am interested in applying for the
postof ...

{ am 26 years old and am currencly stdying for a Jegree in .. ac ... Universiry.
For the lnst two months/years I have been working asa ... ac ... .

[ am incerested in chis job because ..
1 feel that | would be well-suized for this job as [ enjoy/have a lot of experience in

1 have attached my CV as a Word document. You will norice chat 1 ... as well as ... . You will
alse notice that ... .

[ would be grateful if you would consider my application.

You will see from my CV thar twe people can be conracred as references, one is .. and the
ather is from ... .

T am available for interview in .../by phone any weekday afternuon, and you can email me or
telephune we on the number below.

[ luok forward to hearing from vou soon.
Yours faichfully
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Reports

Report structure

Intraduction / Background

Findings
Signposts

Conclusion / Recommendations

Closing comments

Linking words

Sequence

Talking generally
Conzrast

Adding another point
Examples
Altervatives

Real {surprising) situation
Something is obvious
Most importans point
Rephrasing
Hesult/cansequence
New topic

Careful, balanced style
Giving both sides of an argument
Making a statement less general
Making & statement less certain

Making a comparison less strong

Concluding

As requested at the Board meering of 18 April, here is my report.
The report will discussfeonsider/describe/analysefreview . ..

The raport is based on ...

[ have divided the report into chree secrions.

The fAindingsHigures/resules/invescigations show that ...
It appears that ... . This has led 0 a situation where ...
The graph/table shows thar ...

As can be seen in mble 1fsecrion Zffigure 3, ...
As mentioned above, .../..., see below.
... and T will discuss this in more derai! below/in section 3.2,

I (would like to) suggestirecommend that ...
My specific recommendations are as foilows.

Please have a ook at rhe report and let me have your comments.
Please feel free to contace me if you have any questions.

Firstly, ... Secondly, ...
In geoeral, ... Usually, ...
However, ... Nevertheless, ...
In addition, ... Moreover, ...
For example, ... Forinstance, ... eg.

Either ... or... Alternatively, ... Instead of ...
Infact, ... Actually, ... Asa marter of fact, ...
Clearly, ... Obviously, ... Of course, ...

Especially, ... Aboveall, ... In paricular, ...

In other words, ... Thatis tasay, ... lLe.
Asaresulr, ... Therefore, ... For this reason, ...

[n relarion o Regarding ... With reference w ...

Finaily, ...
On the whole, ..
On the other hand, ...
Cn ancther point, ...

In general ..., however ... On the whole ..., but ...

Many/Some .. Usually/Typically/Ofeen ...

It is possiblefprobable thar ... It seems/appears that ...

.., tends to be ...

substantiallyfconsiderably/much (+ comparartive adjective)
———

rﬁarginally{slightly {+ comparative adjective)

On balance, ...
Taking all che above points into consideration., ...
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ANSWERS

Answer key

Introduction

1 Formal or informal?

A

1d 2h 3i 4n $b 6e¢ 7c Bf 9m 10j lio
12k 131 4a 15g

B

Email {

Sre, [ con's make it o Fridgy. As [T] miss the mesting, could
¥ou send me a copy of the minutes? Pl write 0 Anita as
well, to rell her {that) I won't be there. Once again, I'm sorry
for this, and | protaise (that) Ll be at the next meetng,

Emait 2

Thanks for the smail of 25 Jan where you asked for helg on
how ta crder on-line. L need 10 know your afc number
before 1 can deal wich this, Please could vou aksa provide
details of which version of Windows you'te using.

Email 3

Re your order number J851 — we received it this morning.
but you haven't filled in the sections on size and colour.
What exacily do vou need? These products ate selling very
well at the moment, and I'm somy to tell vou that the
medium size is cemporarily out of stock, But we're expecting
more supplies soon. 3hall | ema:) you when they arrive?

C

1k Zc¢ 3u 4m 30 6f 7h 81 9} 10i 1lg
12b I13n 14d 15¢

2 Missing words and abbreviations

A

Lo p Zhi 3o 4a,dk Shi 6g

B

1o wag a preat svening wasn't ic! [ eeally engoyed the meal,
and it was nice to see Mary und Roger again. Have vou had
2 chance to speak to Lucy yet? Don’t worry if you haven't, |
will be seeing her tomottow,

Abour next week - the film you suggested sounds grear, ['ve
been talking to some colleagues ar work about ir. I'm not
sure about the day, though. Tuesday mughy be difficult.
Perhaps Wednesday would be better! Ler me know.

['m going to my parents at the weeltend ~ I'm looking
forward 1o it. They live in Chichester. Have voy ever been
there!

Sometime snon we need 1o rlk abour hoiiday plans for next
sumer. Things aze still a it uncertain ac sy work. [
mughe be possible 10 take two weeks off in July, but [ can't
be sure. Three weeks woyld be impossible. [ a pity.
Anyway, I've got to go now. | hope you're well, I'll see you
next week.

C

1b 2a 3d 4¢

D

Email 1

Subject: Your order reference number KD54

In relation to your arder received today, we cannot supply
the quantities you need ac this moment. Please confirm as
soon as possible if a part-delivery would be acceptable. with
the rest o follow larer. Regards, Stefan

Email 2

Subject: Thanks for your message

Regarding your message left on my answering machine -
yes, I'm free for funch on Wednesday next week. By the
way, good news abour your interview, Have roawork now.
See you, [ane.

Email 3

Subject: Options for Technical Help

We have a Technical Assistance secrion on our websice,
with an extensive list of Frequently Asked Questions.
Customers find this very convenient as ir is available

24 hours perfa day, 7 days a week. On the other hand, if you
need 1o speak to somebody in person, you can call during
working hours. Best wishes, Alan.

3 Key phrases

A

Email 1 Mesting 14/5

Email 2 Regarding your order
Email 3 Action re contract
Emaii 4 Special Offer!

Email 3 Shipping contirmation

3
1 Re your last zmel
2 Just a shore note to let you know that ...
3 Good news!
4 We can confirm thar ...
5 Sarry for ...
4 Unfortunarely, ...
7 Please ... [ Cen vou ...}
8 Can vou ...7/ Please ...}
9 Do you want me to ...}
10 Shalll...?
11 [l ger back to you.
12 ['ve attached ...
13 Thanks for your help.
14 1f chere’s unyching else, juse let us know.
15 Looking forward 1o ...
16 Regards { Best wishes

* more formai
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Basics

4 Gpening and closing
A

e 2g¢ 3b 4h
B

1-5d 2-le 3+Ta
C

1 BepfNew

2 Eoud/Inf

3 EndfNeut

4 Begflnt

5 End/lnf

& EndfNeur

3d 6f 7a Be

44h 58 6-6f 7Ig 83b
7 BegMeuc

§ End/lof

9 Beg/Neur

10 End/Neur

11 Begflnf

12 Beg/lnf

adl9 BLETI0 1458 11,12

5 Giving news
A
1 formal
B
T'm writing to contirm sur appointment on Tuesday § June.
Untorwunately, | will not be able to0 make the meeting or:
Tuesday & June.
You will be pleased to hear that vour applicarion has
been accepted.
We regret 1o inform you thar your application has net
heen successful.
5 Bad news I'm afraid about vue crip next weekend. f Bad
news about aur trip next weekend, P'm afraid.
You'll never guess what's happened!
tHere's an updare un the praject.

2ntormal 3 informal 4 tormal

Wie BLI c3s D7

Furcher reference

2 conbnmfsay let
Unfortunately
areached

3 mukefatrend
4 torward

E

lb 2o 34 4¢ Sc 6f

F

12 2B 3C 4C 5B 64
e 12 130 1438

6 Information, action, help

iD BA 9D 10A

seen/rend

Plunse

LanfCould
sreniblefen-uperssiomibelp
hearing

Remnds/onn

7 shautfregarding
8 attached

9 requirefneedfwant
10 hesitate

B
1b Zec 3a
C
1 I'd like to know a little more about
2 ['d appreciate your hetp on this
3 Please get back ro me if you need any more information
4 1'd like you o prepare a report
3 [ need you to be there ar the meeting
6 [l send it o you
7 Can 1 ask you to look after them
8 Of counse, I'd be pleased w help
9 Shall 1 show them round
10 Let me know if there’s anvthing else
D
1 Td ke 1o know a litde more abousz ...
2 Please get back to me if you need any more information.
3 ('] appreciate your help on this.
4 | need you to ...
5 I'd like you ro ... {Could you ...}
6 Shall I ...7
7 I'd reslly appreciate it.
8 Canlask youro ...7
9 Let me know if ...
10 Of course.

7 Internal messages
A

Version | is not appropriace for an intemal company
comenunication. It is too long, and it is not clear what
action the reader should rake. Version 2 is better hecause st
is casy to understand and has a clear scrucrure.

B

Sicuation; Mt Bianchi of Ferrara Textiles will be looking

around the company tometrow, from abous 1203,

Cbjecrive: It is impormant 1o make a good impression.

Strategy: Please:

1 Inform all staff in your departmenc.

! Remind them to greet Mr Bianchi by neme and take
time to answer his questions.

1 Arrange lunch breaks so thac there is always somenne
available it your section.

Clusing conumenr: Thank you for youe cooperarion.

C

Maodel answer:

Subject: training course

| have found some information abonr a computer rrining

course, | think ic would be useful for someone from our

department to attend. The details are as follows:

Course: Spreadsheets for Financial Planning.

ares: 4 June - % June

4f 54 6e Th 8] %i 104
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Times: 18.00 — 1930 every evenung

Cost: €752

| am free and would like to go. Woukl it be possible for che
crmpany o pay!

Thank you.

o

Model answer:

Bubject: Mrs Rothe's rerirement

As you may know, Mrs Rothe will be retiving st the end of
the vear. She has been with the company for 15 yeass.

We would like ro organise a leaving party for her, and
present her with a small gift. Claudia wilk be coming round
if you want to make a contribution.

The parey will he after work on 20 Decembet, in the main
confereace room. Everyone is welcome,

8 Attachments
A

1 B, C {*enclosed’ is the word used when something is
instde an envelope, but some peaple sull use it for email)
A D

@®

owOoowS

2
3
4
5
6
7
8
9
¢

FroNmr e

1

B
1 hope you like it
2 retum them o me
3 ['m sending
4 1 have ausched
5 you'll be able ro
6 carefully
7 1 would be grateful
8 forgut ta send
9 a5 promised
10 whar do you chink
11 Pl let you know
12 in red
C
Email 1
1find 2Hope 3Ller
Email 2
4 sendingfattaching 5 amention 6 by
Email 3
7As Belse/mare Yend
Eemail 4
10 forgor 11 Here 12 kack
Email 5
13 would  [4could 15 note

9 Arranging a meeting
A

I be conwenent

2 one time

3 at,on, on

4 shall

3 Tetum o

6 for, could be

7 occupied

8 Parden me, contol
9 & promise

10 What if, in place of
11 marcer, away

12 regret again

13 see

14 telephone

15 compliments

onfnexe/~ 8 How/Whar

in 9 instead

10 able

11 would

12 seeing/meeting
13 callfring

14 any

convenientfgoodiokay
regards

afraidfsorty
make/manage
awayfbusy

b 2e 3d 4a 3 6¢

are we still okay for Tuesday!?

| need ro finalise arrangements oday.

can we zeschedule for the following week!
something urgent has come up.

I'll circulate the agenda in the nexr few days.
let me know if vou want o make any changes.

*re going 6 'l rake
‘re carching
will be

4 ‘re staying
5 're meering

10 Invitations and directions
A

Formal company
Email L
1 Dear Mary
2 We would be very pleased if you could come
3 It has been arranged
4 in orer to
5 Your atrendance will be very welcome.
6 it will pot be necessary ro
7 Refreshments will be provided
8 Your prasence at the mesting will be very asefel.
9 will be able ta arcend,

Wl o T T W b e e ™y md O W B N

& M have
9 are sending (will send)
10 N geve
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10 as soon as possible.
11 John Saueders

Email 2

12 Thank you for your kind invitation.

13 1 would be Jdelightad o accend

14 | am sure it will be very useful.

15 Would i be possible

16 Thank you once mare for your inviration
17 1 lock forward 1o seeing you

Email 3

18 Thank you for your kind invitation.

19 Please accept my apologies.

20 fet me have & copy of any repare arising from the
discussion.

21 we will have the opportunity to meet on anather
accasion in the near future.

22 [ am sure that the meeting will be a great success.

Tnformal company

Email 1
Hi Mary
I'm writing to invite you
I've arranged it

2

3

4 ro

5 [c'd be great to see yau.
6 vou won't need to
7
8
Ll
0
1

There'll be pienty to eat and drink
Hope ta see you in May!

can make it,

1S,

Stephanie

Email 2

12 Thanks a lot for the invite.
13 I'd kave to come to

14 It sounds like a grear idea.
15 Will ic ke okay

16 Thaoks again.

17 see you

Email 3
18 Thanks o lot for the invite.
19 I'm very sorey that I will miss the meeting.
Z0 erwil me and ler me know how it wenr.
21 we can meet up soon
22 Good luck with the meeting!
B
would, could
presence/attendance, usefulfwelcome, make
let, know. as
kind, delighrediplensed. seeingfmeeting

Unfortunately, appointmentmesning/commitment,

apologies
vpportuattyfehance, near. success,

Le 2b 3¢ 41 3a 6d
B

1 getfeome i1 give

2 find 12 lost

3 by 13 do

4 mm 14 Either

5 on 15 councryfeountryside/park
6 until 16 yer

7 miss 17 feeling

8 past/by 18 stay

9 ac 19 looking

10 in 20 wishesfregands

11 Negotiating a project

A
Can 8 could
would, could Q9 should
could 10 might
need to 11 would
should 12 need to have
would 13 would
waould 4 couldn't

c 2f 3i 4d 5h 6b 7g 8j 92 10e

1 What are your usual chargesfrates for

Z How do you think we should deal with this?
3 Why don't you

4 My main concern at this staye is

5 Do you think you could

& I'll be in touch agatn soun wich mors Jerails.
7 We would be prepared to

8 [ understand what you're saying about

9 Okay. I'm happy with thar for now.

10 1 ook forward o working with you.

12 Checking understanding
A

1 the attachment

2 you mean

3 Which conferencefone

4 me know

5 you surefcertain

& open it

7 be wrong

8 toyou

B

1 inon

2 hack o

C

I Sorry, you forgat to send the attachment. Can you send

it again?
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2 Did you mean to send this! | don’t wank <o open the
attachment in case ir's gor a vicus.

3 Are you sure abour that? | choughr che conference was
in Istanbul.

4 |'ll check and ger back o you tater today.

5 Which conference do you mean?

6 Sorry, | don’t understand this peint. Can you explain it
in a liwrle more derail?

7 P'm not sure what you raean by this. Could you clarify?

8 [ thought rhe meering was on Thursday, but | may be
WIONE.

9 Somry, forget my st email- You're righe. 1t should be
Thursday, not Friday.

10 Whar | meanc was Gatwick, not Heathrow. 1 hope chis
clarifies che situation.

've just received diseributed

nzed want

‘v iven out ‘ve already contacted
had think

haven'c been didn’c recognise
Wwas WEaring
was wading has dyed

was going out

2
&

£
2

‘ve been phoning ‘ve been dieting

‘ve been waiting ‘ve starced

Have you found 've been going

've decided Have you ever done

D
4 Comparisons

1 arcached 7 pointftermfword
2 Let & demil
3 fogor 9 larest
4 again 10 back the biggest
5 by 11 in easier, the easiest
6 checked 12 wrong 4 less, the least

5 worse, the worse

Language focus 6 further, the firthest

13 Verb forms 7 than
8 much

a lictle

one of our best

more than

more and mote

betser, the more

the bese, aver

compared tofin comparison with
a5 eXpPENSIVE as

the same as

18 as many

19 as much
Present continuous 20 like

at the momeng; currendy: now; nowadays; these days

T T R N T Sy ey

the fastest

o e

b} presens simple

d) present conunuous

I} present perfect

¢} present perfect continuous
a) past simple

g) past continuous

Present simple 17

- . i
abwaysfoitenfnever; every day; from time to time; now;
nowadays; once a year; these days

Present perfect

already; alwaysfoftenfnever; ever; just: not yet; over the last
few monchs; recencly; so fare this year; up o now

Past simple

ago; alwaysfoftensnever; every day, from time to time: in the
ninertes; last week; yesterday

C

1 interview

2 'm planning

3 newd

4 “ve always heen able o

w0 6 more and more
rainier T as

much 8 more expensive
friendliest 9 as

ever 10 moce

ke 8 much
best 9 same
the 10 more
() 11 as
12 wirhfto
compared 13 ever
than 14 moreffurther

5 're operacing
6 have fallen
7 means
8 hope

LS I T R I N T
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D

La) ¢ bt more than S0%
1b} considerably more chon S0%
2a) 2 little aver 50%

203 slightly more than 30%

3a) around 30%

3b} roughly 50%

4a) almose 50%

4b} nearly 0%

5a) far less than 50%
3b} much less than 50%
E

{ lieele over

2 much less than

3 around

15 Sentence structure
A

4 nearly
5 slightly mote than
6 roughly the same as

You may remember me. We exchanged husiness cards ar
the Trade Fair last week,

Qur advertising campaign is going well. We should
consider extending it until June.

| amm writing to ask about availablity of moms in july. |
need a single reom for 3 nights.

[ am gaing to my parents next weekend. | haven'r seen
themn for 4 long time.

[am wricing from Head Office in Munick: to let you
know that | am coming o visit your offices in Moscow
next menth.
This will be parz of o visit that [ am making o all sur
subsidiaries in Central Europe.
t will rake che opportunity tw consult with you about our
strategic plan for Central Europe, which we have been
working on for some time.
[ would also like o visic aur production focility while [
am in Moscow, and If there is time, some of the local
suppliers as well.
5 [ will conracr you again as soon as [ know the exact dates
when [ can travel.
€
Email 1
1 am writing to thank vou for your hospitality during my
recent trip 10 Paris. The meetings were very productive, and
T suze tha they lay the kasis for 3 good long-term
business relationship.
As well as the business side of things, [ really appreciated
the time you ok to show me Notre Dame, and the
wonderful meal thar we had afterwards. The nexr rime that
you are in Munich it will be my pleasure to cetum your
kinidress.
Please give my regards to your colleagues (n the Paris office,
it wis  grent pleasure ¥ mect them all

Email 2

Thank you for taking the time to attend an incerview wich
us last week. Unfortunacely. we have o inform vou that
yaur application has not begn successful.

As we menrioned in the interview, we had many applicanrs
tor chis position and the standard of candidates was very
high. While we were impressed with your inzerviaw, we did
not feel that you have the necessary skills and experience
for the pusition.

We appreciate your interest in working with us, and we
would like ta rake rthis opportunity to wish you every
success in the future.

16 Commaon mistakes
A

L ! am writing

2 umeit by Friday

3 fereitibe ] would be

4 nraeh attached

5 emmeto-taeet Can meel

6 so-vesmas g5 s00N a5

7 Heeen I've been

8 mesa-berser hetter/much becrer
S aeB-Feb on 8 Feb
10 dwert-ean-bede can't help
11 ipfgrmaiions information

12 se-mmeee to meering
13 furrrently | ceally

L4 thetoHaw che following
15 Fearvfrptd-betwe I'm aftaid {thar) we

vou would like
think U1l stop
meee you at rhe
hearing from you
2 copy of the
invitarion o visit
reference o your

reference g your
you {pr sending
tnform yoy cthat
able {0 confirm
apologise for the
appreciate jtif
get back tg me

8 would be convenient

C

Email L, firsz paragraph

Soirg-pisE g0ing o Visit | keete | wonld like to | ee-sheming
wort 10 show you

Email 1, second paragraph

ddbecing would he | B .

O seging you

Email Z, first paragraph

e ietersiewite we have been interviewing | w
mforprehar ro nform vou rhat / arencherviess member
of the team

Email 2, second paragraph

erse—pemshers INVIIE You T short /| Rervessbmeree have o

chance / ehmmtm-carimate can ostimate

Please ler / serseeyons
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Email 3, first paragraph

Farverite [ am writing / setromoter was transferred /[ we
serhuver’s we still haven't (we haven't received che
guods verd

Email 3, second paragraph

st said (rold me) { ae-sire-meemtent in the motning / foeta
e to lose

Email 4, first paragraph

srotaououdus ot as good as [ remembesveor remind you /
poteresae pacticalarly (in particular)

Email 4, second pasagraph

Fewld-begmtafed [ would be grateful / eethetorer ac che

latest [ Ledge I'1l alse

17 Punctuation and spelling

A

Dear Ancoine Curiel

[ amn che Sales Manager for Genetech, a small
biotechnalogy company based in Cologne. | acrended vour
presenzarion at the Eurorech conference in Paris in
MNovember and we met briefly atterwards. Here is the
information L said  would send, including vur latest annual
report. | hope it is of interest.

Best regards

Michael Bretz

B

Hi Jean ~ how are vou? Thanks tor your email about

Mr Williams. [n fact, I'm meeting him on Friday

16 March. We're meeting in his Brussels office and I'm a bit
nervous abaut it because I don't speak French veer well!
He's the Marketing Director of rhe company, and reports
directly to the CEQ. It's going to be an interssting meeting,
and I haven' been o Beleiun before, so I'm looking
farward ta ic. Anyway, [l be in touch when | get back.

C

Angela — have you read John's repore yer? | thirk its main
conclusions are coreect. This is basicaily what he's saying:
sales are fat, and have been so for months; there’s no new
products in the pipeline, despite qur famge R&D budget: and
our share price is at its lowest potnt since last November, |
hope the Board take it seriously.

jal

which 13 accommodation

received 14 cittes

haven't beginning

replied 16 February

really 17 ir's

Acrually 18 grear

finally 19 completely

successtul 20 different

-2 AN Y R W

inclependent 21 restagrant

—
[=]

interesting 22 appermunicy
arTangements 23 Hopefully
their 24 people

—_—
L

28 visiting
29 England
30 farward

25 responsihilities
16 money
27 could

Commercial

18 A customer-supplier sequence
A
id 2¢ 3= 4b 5a
61445 123
B
1 an inguiry
2 informarion
3 aquotation
4 the quotarien
C
lé 2a 3f 44 5c¢ 6h 7e 8g
D

supply 5
advertisement 6 terms
acknowledge receipt of 7 willing
valuz for money 8 charges

19 Inquiries and orders
A
a) Ingquiry 2
b) Reply Z
) Inquiry 3
&) Inquiry 4
e} Reply [
B
1¢ 2a 3e 4b 5d
6k Te Bd 9c 10a
C
attached, delay
would, graceful
fArst-time, pre-payment
discount, repeat
dispacched, firm
assuLe, Prompt
20 Discussing and agreeing terms
A

1d Zg 32 4a 5¢ 6h Tb 8f
9anorder 10anoffer 11 an agreement 12 2 compromise

S an arder

6 an invoice {with the goods)
7 a complaine

8 the problem

standard

i Reply 3
g Inquiry 3
h) Inguiry 1
il Reply 5
) Reply 4

7 accept, quotation

8 processed, track

@ note, records

10 temporarily, stock

11 apologise, inconvenicnce
12 correct, amend

B

Email 1

L lise redit

2 umts terms
arder guarantes
discounts latest
size reach

prepared well-known
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Email 2 22 Describing business trends
13 refation 19 fullffurcher A

14 regardfreference 20 swock 1 8) go down
15 firse-time 21 place B) fall

16 compromise 22 fll
17 contral 23 eam
18 procedure 24 deal

) decrease
f) shrink

g) be down
h) be stahle

¢} get warse

d) hit 2 low
go—went—gone
rise-rose—risen
grow—grew—grown
fall-fell-fallen

a) slowly

b} sharply

c} slighcly

d} gradually

e} significantly

) steadily

2 gradual improvement, slow growth

C
1 for 10 w
2 in 11 of
3 on 12 for
4 13 zhead
5 on 4 in
6 by 15 an
7 on 16 aver
8 on 17 from
¢ for 18 within
21 Asking for payment :’} "g
o
A ¢} in
d} fram, to, by
¢) since, for
B
1 ar 5 fguces 9 for
2 rose 6 by 10 ac
3w 7 steady 11 rapidly
4 of 8 growrh 12 warch

I 1 wish tg draw your awention w my 6o previeus emails.

2 There is an overdue payment on your account.

3 We are concemed that the marter hias not yet received
your actention.

4 This situacion cannot be allowed to continue.
We must urge you Lo take immediate action to settle vour
account.
We have sull not received paymen for the outstanding
sum.
We shall have no alternacive but to take legal aczion o I'm sure

recover the money.

We would appreciate your cooperaston in resolving chis

maceer,
8

First reminder: email 3
Second reminder: email 4
Thied reminder: email 2
Final demand: email 1

C

la 25 3a 4b

=]

concerning 1 payment
should have been cleared
ta sertle your account
have still not received
the ourstanding sum
further delay

now two months overdue
forward the payment

O ma B A e R

shall have no alteenative

wen't
[ expect
probably won't
are likely w
| doubt
could
B may not {might not)
might
10 might not {may nwt)
{NOT wused. wor't probably, could not)
11c¢ 12a 13k
D
1 likely
2 ar
3 will increase
4 uncertain
will probably
o aise interest rates
likely to
considerably
increasing
might have
probably won't
tr's going 1o rain
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23 Cause, effect, contrast
A

1 to.in

2 cherefore, as

3 from. of, of, to
4 because, due
B

1 such 5 ledo
2 us a result 6 because
3 s 7 So

4 duero B because of
C

1 though, although
2 whereas, while
3 spite, despite

4 spite, Despite

1]

5 face char

6 However, Nevertheless, Even
7 though

8 Even

1D 2B 3C 4D 3C 6A 7C BD %A 10B

1A 12C 13A 14D
Problems
24 Complaints

connection, actitude 7 terms, treacment
matrer, inconvenience 3 encitled, replacement
delivered, urgentdy 9 dissatisfaction, received
purchased, standard 10 unless, cancei
arcention, problem 11 complain, quality
appreciarte, replaced 12 refund, further

f

2g 3a 4c 5h 6h Te 8a

6 standard

7 rerms

8 dissarisfaction
9 replacement
10 inconvenience

comnection
urgently
further
refund
arcention

Furthermgre, In addition

Finally, Firstly

However, Nevertheless

Even though, In spite of the fact that

As a result, Thereiore

Above all, In parricular

In facr, In renlicy

In conclusion, Taking everything inte consideration
Even though, in spite of the fact that

A
H
2
3
4
3
-]
B
1
8
1
2
3
4
5
4]
1
2
3
4
5
5
7
8
.

Birsely
However
Furthermore
Above all

L ]

5 In fact

6 in spite of the fact thar

7 Asa result

8 Taking everything into consideration

25 Apologies
A

Email I
1 on behaif of

2 unprofessional conduct
3 Please accept my sincere apokogies for
4 You have my assurance that
5 resolve the marter to your satisfaction
6 Wewill
7 To compensate for the inconvenience caused
8 regarding the incident
9 If you have any further queries

10 do not hesitare to conract me

Email 2
17 for
12 unfortunate behaviour
13 Cm really somy for
14 You can be sure that
15 sort our the problem
16 'l
17 As a friendly gesture
18 about what happened
19 If there’s anything else
10 please call
B
1g 2j 3f 4{ 5b 6a 7c 8h 9d 10
C

1 abselutely

2 matesint

3 warey

4 oe-ofwor

1 Thank vou very much for bringing this marter 1o my
attention.

2 | was very concemed to learn about the problems you
experienced.

[ will look into the matrer and get back to you within the

next few days.
Once again. please accepr our apriogies for the
inconvenience caused.

3 Having looked into chis macrer in decail, [ regret thac §
can be of no furcher assistance.
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Reports

26 Report structure and key phrases

A
Lb 2d 3a 4e 5¢c

B
Lf 2d 3a 4¢ 53¢ 6b 7k 8j) %h 10g 111
121
Ineroductiun/Backeround: 1. 2, 3, 4
Findings: 3, 6, 7
Conclusion/Recommendacions: 8, 9
Clasing comments: 10, 11, i2
C
1 purpase of the cepors
2 based on the figures
3 divided the report
4 can be seen
5 led to a situation
& shave
7 shows that
8 See section 4.2
9 [ suggest that
as follows
11 make reductivns
investigare the possibilicy
identify opportuniries
lee ine have

27 Linking words and relative clauses
A

In general, However, in addition, As a resulr,
In relation to, so, Nevertheless, Obviously, On another
point, as,
In particular,
Firstly, Secondly, [n fact, Sa, thar is to say, Altematively,
wepecially
8
1 Secondly, Finally
2 On the whole, Usually
3 Nevertheless, On the other hamd
4 Moreaver, On another poine
3 c.g., Far instance
Alrernarively, [nstead of
Acruaily, As a macter of fact
Ohvivusly, Of course
Above all, In particular
i.e., That is e say
For this reason, Theretore
Regarding, With reference to

The report that the Board issued describes opeions for our
kmg-term stvatezy.
The Boned issted z vepurt sehick desevibes options for o

ling-term sirategy.

3 We interviewed three candidates who wete all very gowd.

4 The three condidases that we interviewed were all very
goud.

5 Markering want tw postpone the product launch, which
[ feel is a mistake.

6 The workers wha we maight need o dismiss are listed
below.

7 The ream whose results were particularly good should e

given a bonus.

Direct/Indirect
28 Being direct and brief
A

1 Version 2

2 Version |

3 Version |

B

Mode! answer:

Subject: Meeting 7 Feb
Re our phore call, the meeting place you suggested is fing —
lobby of the [nrercontinental Horel in Barcelona, 2.00 on

7 Feb. Look forward to seeing you there. Please be my guest
for dianer in the evening.

C

Many thanks for your email which-t-resetved-vesterdny.
Tuesday ar 10.30 is fine for me as-mwSlnm-rmectimgmibicee
fnished-by-sher. Can you send me thc latc:st sales figures

hefore the mesting! Heolek

D
Ffrvrete H vt +o-k 4 b T will

he away from my omce tfrom 14-21 Wovemher DRt
Humpaey. Please direct all questions stwet-wot-heve (o Helga

in my abhsence.

E

Model answer:

Subject: Baltic Staces

Thanks for sending me the info about the Balric Stares — it
was really useful. ['ve forwarded your email 1o our
represeniative in Estonia, Krista Kilver. Would you be
inkeresred in giving a presentation ar Head Office on the

4 Version 2
§ Vemion 2
6 Version 1

i
rp-your e,

political and eronomic background in the region? I'm sure
the Board would be interesred.

F
Meulel answer:

Subject: Thank you for your help

Thank you fur all your help during the conference in
London last week. It was really appreciated. Please give my
best regards ta all your UK sales team — it was 1 great
pleasure to meet them. | look forward o sesing you in
(ubni at the end uf the vear.
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29 Being indirect and polite

Could wou possibly {1 was wondering if you could

1s ivall righe i 1 { | wonder if T could

Do you need any help with | Would you like me
Perhaps we should / Why don't we

afraid, small Acrually, doesn't, muech
seems, slight Wouldn'c

think, may might, guite

honest, sure won, cheap

—ARLU N, QM EWN =D

[ wonder (was wondering} if we vould mest again qext
week?

There seems 1o be a miscake on the invoice.

The quality is not very high.

Would you like me to speak co Mr Baker?

Your estimare for the cost might be a bic low.
Wouldn't it be a beter iden to wait!

To be honese, I'm noc sure it's a good idea.

Perhaps we shuuld think about cancelling the project.

sotngds, practice

saying, whar about

Waouldn'e, lictle

honest, sure, convenient
mean

don't, would, berrer

Al 2,56 W 36 dvd

2
3
4
3
<]
7
-]
2}
1
2
3
4
5
6

It seemsf] chink it’s
quitefa hicfa lictle/racher
Wouldn't it he
we haven't been very happy
A small favour
[ was wondering if you could
1t's a hit delicate
8 [ mightfmay be

9 (To be honese) I'm not sure {thac) | agree

10 seernfseems o befmight be

{1 quitefa bizfa licelefron

12 would

Personal

30 Being friendly

A

! Apparently Frankly
2 in fucr Anyway
3
4

Of course By the way
Luckily Basically

Acmally/ln fact/To ke honest

Luckily

Anyway/Well/So

Unfortuparely

By the way/Anyway/So/Well

Appacently/ft seems chagWell

To be honest/Frankly/Actually
Anyway/Basically/Of course/Chviously \Well

[ = SRV S QPR WIS

The email makes sense wichour the words underlined, but it
is not very iriendly. The extra words give a lirle mare detail
and interest, and they show your feelings and your
petsonalicy.

D

Model answer:

Stefan, just a few lines to ler you know that [ can't join you
rexe weekend. I''n really sorry because I'm sure youll have
great fun, but 1've already arranged w go to Paris. I'm
staying with Bernard in his flac, and 1o be honest | really
need a break. Thinps have been a bit difficult recentlv. First,
['ve broken up with Rosanna, ag you probably know. We've
heen having a lok of asguments recently, and she wld mg
lagt month she is going to move to Hamburg. It's a pity, but
1 think ic’s bese for both of us. Then, the next thing is my
job. ] have a lot of responsibilitigs in the office and ic's quite
stressful. We have hundreds of customers who call all doy
long and | never ger a break. Oh well,_that’s life! I'm sorry of
i sound a bir Jepressed, bur writing to you has helped.
Agyway, thar’s all for now. Hope to see you soon. Ali the
best, Wilhelm.

31 Advice and suggestions

A

atd % o2 d7 el HId P9 W4 ¥ je

* In penersl phrases a)-)) are more format, although some
exarnples like b) und (1) nave » similar level of formaliny.

You can 5 it mghe

I should 6 you could
me know 7 be preferable
such a B I have

la 24 3b 4c S5abh 6e 7b Bau
9h 0] it 12k 131 143

wondering, could
gethave, appreciate
should, betrer

about, mightfeouldfwould
Shiall, akout

work, worth

[ U R Ve N )
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- 32 Job application

A
le 2g 3i 4f 5n 6k 7 8d 9b 10l 1le
2m 13a 14h
B
Dear Sir/Madam //
Wich reference to your advertisement on the
JobFinders.com website, | am interested in applying for the
tost of tour leader for Italian school studencs. /f
{ am 26 years old and am curtently studying for & diploma in
Tourisme ac Naples Universicy. Afeer thae [ hope to follow a
carcer in the trave! industry. During the last few summer
holidays ! have worked as a youth leader in ltaly, and |
enjoyed che work very much. Next summer ! would like to
do something more varied and challenging, and for this
reason | am interested in the job of ur leader, taking
students to London. /f
[ fee! that [ would be well-suited for rhis job as | enjoy
working with young people. | have a lot of energy and
enthusiasm and am also respansible and reliable. f/
[ have attached my CV as a Ward dacument. You will
notice that [ have supervised <hildren on a range of spozts
and cultural activities as well as dealing with transport
arangements and tickets, You will also notice thar my
English is good and [ have First Certificate grade A. Jf
[ would be graceful if you would consider my application.
You will see from my attached TV that twa peopie can be
contacred a5 references, one is a unavessity professor and the
achet is from the summer programme where § worked last
vear. | am available for interview in Naples any weskday
afternoon, and you can email me or telephone me on the
number below. /f
[ lock forward o heating from you seon. [f
Yours faichfully
C
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