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To the student

Who is this book for?
Learners of English at intermediate or upper-intermediate level who want to write better emails.
Leamers studying on: their own, or with a teacher.

Why was this book written?

In many English courses writing gets a low priority, Sometimes you do have a chance w practise some
writing, but wichout a focus on emails. That is surprising, because emails are probably the most
common type of written communication. Ematl English will give you the help you need to write
effective emails.

Perhaps you think that it is not worth spending cime on emails. They are informal, wrirren quickly,
and no-one minds if you make mistakes. Well, thar is true for some emails, for example emails becween
close friends. But whar about an email to someone where you wane ro make a good impression! Or
what about an email where you wanr to be a bit more careful or more diplomatic than usual? Or what
about an email in 2 professional coneext! [t takes awareness and practice to write in a scyle that fits the
context, and Email English has many exercises co help you do this.

How is the ook organised?

Email English consists of chirty-two units of language practice and a phrase bank. The language practice
covers a wide range of topics and includes a great variety of exercise types, such as pracrice of key
phrases, awareness activities about different styles of writing and practice of general language
structures. The phrase bank has useful expressions divided imto sections. Ac the end of the book is an
answer key.

How should I use this book?

Louk ar the contents page and you will see that there are various sections in the book. Scart with the
‘Intrsduceion’ umes — you will ger an idea of how email writing style is Jifferent from the siyle of a
letter. Then complete the *Basics' section. You will practice and leam comumon phrases for most ypical
shorr emails. After that you can work through the book in sequence, or you might prefer to do the
units in another oeder, for example according to what type of emails you most frequently write.

Use the phrase bank as a reference when you write your own emails. The phrases in each section are
presented in the most likely order that you will need rhem, so you get help wich che scructure of che
email as well as the language.

By the time you knish Email English you will be much more confident at writing emails. Your emails
will be right for the contexe: friendly and informal. or simple and direct, or polite and indirect,
depending on what is best for the sitwation. And in general you will be able to express yourself more
clearly, you will create a good image, and your writing will be easier to understand. Other people will
want o know you berter, as a friend ot colleague or business partner.



What else can T de 10 practise writing emails?

Get feedback on the emails that you write in real life: if you know a friend whose English is better

than yours, ot a native speaker, then ask them ro make comments on your writing. Also, scudy che

English in the emails you receive. If you receive a well-written email, remember o look carvefully at che

language. Build your own phrase book: scart your own bank of phrases from ones you have received in
an email or ones you have writeen yourself.

If you wane more heip with grammar, we recommend Business Gramntar Builder (Macmullan) by Paul
Emmerson, the same author as this book.

General tips

Here are some general tips as a reminder for writing good emails:

Use a ‘subject line’ that summarises briefly and clearly the content of the message. Your email may
be one of hundreds on the recipient’s computer, and you want them to read it when it arrives and
then find it again easily in their files.

Use shorr, stmple sentences. Long sentences are often difficult to read and understand. The most
common mistake for learnars of English is ro rranslare directly from their own language. Usually cthe
result is 2 complicared, confusing sentence.

One subject per email is best. The other person can reply to an email about one thing, delete it,
and leave another smail in their ‘Inbox’ that needs more time.

Be very careful with jokes, irony, personal comments ewc. Humour rarely rranslates well from one
culture o another. And if you are angry, wait for 24 hours before you write. Once you press ‘Send’
you cannor ger your email back. [r can be s#en by anyone and copied and sent round the world.
The intimace, informal nanire of email makes people write things that they shouldn’t. Only write
what you would be comfortable saying to the person’s face.

Take a moment to review and edit whar you have wrirten. |s the main point clear? Would some
pieces of continious text be better as bullet poines or numbered poines? Is it clear whar action you
want the reciplent w take? Would you be happy to receive this email? If in doubt, ask a colleague
o quickly look through and malke comments.

Don'e ignore capital lecters, puncruation, spelling, paragraphs, and basic geammar. [t mighe be okay
when you are writing o a very cluse friend, but to everyone else it's an important part of the image
that you create. A careless, disorganised email shows the outside world a careless, disorganised
mind.

se the replies you receive o modify your wiing w the same person. if the vecipient wrices back
int a maore informal or more formal style, then march that in your future emails w them. If they use
particular words or phrases that seem to come from their company eulture, or professicnal aven,
then consider using those words yourself where they are appropriate.

Be posinve! Luok ac these words: activicy, agreed, evolving, fast, good question, helpful, join s, mutual,
productive, solve, team. rogether, wols, useful. Now look at these: busy, crisis, failicre, forger it, hard,
Pean'r, | wom't, impossible, never, siupid, unavailable, waste. The words you use show your attitude to
life.



To the teacher

What is Email English?

Ermail English is a book to help your students write becter emails. It is aimed at inrermediate or upper-
\ncermediate level, and consists of 32 wwo-page units of language practice covering a very wide range of
topics, a phrase bank of useful expressions divided into sections, and an answer key.

Email English includes exercises on erail seyle, bur also practises more conventional language areas
such as fixed exprassions, sentence struceure, linking words, prepositions and verb tenses. Email English
assumes that students already have approximately ‘intermediare’ level, and exercises are designed to
review Ianguage ar this level racher than present it for the fese cime. If your students want more help
with grammar, we recommend Business Grammar Builder (Macmillan) by Paul Emmerson.

Why Email English?

Writing gets a low priority in many coursebooks, and very few give a systematic and comprehensive
meacment of emails, This is surprising, because emails are by far the most common method of written
communication, and writing emails is included in many examinations. Working through Email English
will make your students much more confident in this acea. They will be able 1o express themselves
more clearly, their writing will be easier to understand, and they will be able to pass examination
questions based on writing emails with much higher marks.

How can you use Email English in class?

Work through units 1-3 of Email English in sequence. Afrar that, you can do the units in any order.
Encourage your students to use the phrase bank asa reference for when they write their own emails.
The phrases in each section are presented in the most likely order chat a writer will need dhem, so the
student gets help with the struerure of the email as well as the language.

Free writing practice and the Email English website

Email English is designed for self-soudy as well as classroom use, s there is no ‘fres’ writing practice in
the book. This is convenient for teachers if you don’t have time for a follow-up writing task. Bu if you
do want 10 set a freer writing activity at the end of a unit, then we have included some suggested tasks
on this website: www.busi glishonline.net. There are tasks for both working professionals, and
for students in Higher Education who have litrle experience of the professional world. Encourage your

students to write emails using a word processor, then they can go back and change i¢ after they get
your comments. Soon they will build up 2 bank of emails they have written. Also encourage them t©
bring in any well-wrictens emails chey receive, so you can study them in class rogecher. From rime 10
rime also remind your students to look again at the ‘General tips’ on page 5.

Organising a writing task

The first choice that you have is students wtiting their emails in class ot for homework. If students
write in class you will be able to go round monitoring and helping. A word lirit or time limit will help
1o focus the activity. As you circulate, note down any points that you think would be of interest to
other studenes as well, and cover them in a short feedback slot with the whole class az the end.



When students finish writing they can hand in their work to you for marking, or work in pairs to
improve each other's work, or use their ideas to build up a ‘collecrive best version’ on the board. Ler's
lock at sach option in more detail:

1 Teacher marks che students’ work, You can give explicic correction by underlining and writing in
the correct form. Alternatively, you can give guided correction by underlining only, perhaps with a
hint in the margin, and asking students to try 1o correct their work themselves. The most
challenging form of correction is w not underline any words, but to write a comment in the margin
next to the appropriate line {e.g. ‘verb tense’, ‘preposition’, ‘word order’ or formaliry’). Srudents
chen work in pairs in the next class ro help each other to respond o your commenes. Don’t forger
to acknowledge good use of language in your feedback — 2 spacific comment in the margin (Good
use of this phrase), or a more general word of encouragement at the end (Very well uritien; A big
fmprrovement ).

2 Swudents work in pairs 1o correct and improve each other's work, Students learn a ot by cotrecring
errors in other students’ work, and it helps them w get into the habit of reviewing and editing. They
<an also [earn posicive things from another studenc’s text: fixed expressions, grammar, topic
vacabulary, scyle, other ways to organise ideas erc. Peer comecrion also helps change the clasroom
atmosphere from the quiet, heads-down writing task o someching more lively and communicative.
After students have worked rogecher to check and comect each other’s comments, leave time for
them co rewrite their emails individually before they hnally hand them in v you. A similar idea is
when studenes Anish cheir first individual writing, ask them to leave their emails on the desk in front
of them, ot stick them up on the boardfwalls. Then ask them to go round and read all che othet
ematls, looking at the structure, organisation of ideas, and noting down any good phrases that other
studlents used. Then they retum to their seats and make any changes thar they want to.

3 Collsccive best version on the board, This method is good in small classes where all the studencs
have been doing the same task and the contenc of their emals is similar. Go through the email
senitence by sentence. Each time begin by asking one or two students to suggest an idea, then the
whole class {including you) can comment on, reformuiace and improve these ideas. Build up an
agreed version bit by bit on the board. Of course, the final words will be different to what any one
student originally wrote.

Always consider the idea of repeating a task in a later lesson. The students will use the same
instructions and ean look briefly ac their previous, corrected version before they begin. Then chey write
the same email again. The impottance of repeated practice of this kind is often underesnmated by
reachers who think it mighe be bering for students. Students tend to recognise thar ir helps build
fluency in wriring. Repearing an email from a previous lesson is also a good *“filler’ activity for the end
of a lesson.

Finally, an email is something that someone sends to someone else. So lock for opportunities in class
for students o ‘send' emails to each other, and for the recipient to write a reply.



Formal or informal?

First, read the information about writing emails then match the informal phrases (I-15)
with the seutral/fformal phrases {a—o}.

Three differenc writing styles are often identified, although in real life che differanices are not so clear:

Formal This is the style of an old-fashioned leceer. Ideas are presented politely and carefully, and
there is much use of fixed expressions and long words. The language is impersonal.
Grammar and puncwation are important. This style is not common i emails, but ¥ou can
find it if the subject matter is serious {for example a complaint}.

Neurral/  This is the most common style in professionalfwork emails. The writer and rsader

Standard  are both busy, so the language is simple, clear and direcr. Sentences are short and there is
use of contracrions (I've for 1 have etc.). The language is more personial. However, the
style is not similar to speech ~ it is roo direct.

Informal  This is the mosc common style for emails berween friends. Sometimes the email can be
very shore o it could include personal news, funoy comments ecc. This is the style that is
clasest ro speech, so there are everyday words and conversational expressions. The reader
will alse be more toleranc of bad grammar ece.

Informal Neutral/Formal

1 Whar do you need? 4. a} Wirh regard to ... (or With reference 1o}

2 Thanks for the email of 12 Feh. _ b) | can assure you chac ...

3 Sorry, | can't make it. __ ¢} We note from our records that you have nor ...
4 I'msorry to tell youthae ... d} Please let us know your requirements.

5 Ipromise... e) 1 was wondering if vou could ...

& Couldyou...! ) We would like to remind you char ...

7 Youhaven't... ___ g} [ ook forward 1o meeting you nexr week.

8 Don'tforget ... h} Thank you for your email received |2 February.
9 lneedto... . i) [ am afraid | will not be able to artend.
10 ShallT..? _ i) Would you like me to ...7
11 Bur.../Also. . . {S0... k) | would be grareful if you could ...
12 Please could you ... 1) Please accept our apologies for ...
13 Pmsoryfor... . m} It is necessary for me to ...
14 Be... . n) We regret to advise vou thar ...

{5 See you nexc week. o} However ... { In addidion ... / Therefore ..

Note: with business emails you can mHix styles to some extent, bue don't mix styles at the two exeremes.
If in doubr, follow the style of the other person.



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'l} where appropriate.
Email 1
{ am afraid | wif nol be abfe to aftend the masting on Friday. As F will miss the meeting, f was wondering
you could send me a copy of the minutes? / will write to Anita as well, to inform her that | wifl not be (here.
Onca again, please accept my apologies for Ihis, and { cant assure you that f will be at the next meeting, il

Sorey. L cand moke 5 o Frid0fh e o

Email 2

Thank you for your email of 25 Janiary where you requested assistance on how to order on-ine. Jf is
. nacessary for me fo knaw your 3/ number before [ can deal with ihis. [ would be grafeful if you could also
i provide detalls of which version of Windows you are using,

Email 3
i With reference to your order number J§91 - we received it this morming, but you have nof fitled in the
sections on size end colour. Flease et us know your exact requirements. Thesa products are selling very
wall at the moment, and we regref fo adiise you that the medium size is tlemporarfly out of stock. However,
we are expacting more supplies in the near fulure. Would you fike me to email you when they amive? IH

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

Box A Box B
! 1 woiseamee 6 information 11 repair “a) ask f) facrs k) help (n)
2 due o 7 obtainfreceive 12 request ' i bY ask for g) fx {v) I job
Jenquire 8 oceupation 13 requirements  c} because of h} get m) more
4 further 9 possess 14 reserve i 1) book (v} i) give n) needs (n)
Sinform 10 provide 15 verify _,. - &} checkfprove i} have o) rell

1Lk2. .3 4. 5..6..7. 8910 _11._.12... 13 14..15

Nuote: longer words of Latin erigin sound more formal, and shorter words sound mure mformal.



Missing words and abbreviations

Read the information below. Then match the sentences (a-1} to their descriptions.

Missing out words is common in emails and informal speech. It happens where the people know each
other very well and the siruation is telaxed and friendly. The meaning is ¢lear from the context 50 the
full grammatical form is not necessary.

a) {That's a) good idea! @) Just read {the) email about relocation.

b} {Did you} get my last email? h) Your suggestion (is} good, but nesds clarification.
¢y (1} think your idea is graat. i) {Are you) corning with us on Friday?

d} (It} sounds like fun! i) (I} hope you're well.

¢} ([am) looking forward o seeing you. k) (It a) picy we missed you yesterday.

f} (111} speak to you lacer. I MNext week {would be} better chan this week.
1 The subject *” can be left out, especially with menral verbs like hope, chink ete. .2 /...

2 In a question, the subject ‘you' and the auxiliary can be lefeout. .../

3 The subject ‘I and the auxiliary (be, have, will) can be leftout. .. f. ..

4 The words ‘Thar' or ‘It' can be left our, often with a form of he’ as well. ... |

$ A form of ‘be’ can be left out on its own, . fo

6 The word ‘the’ can occasionally be left out. .....

Put the missing words back into the email below.

I} was a
JGreat evening, wasn il Really anjoyed the meal, and nice 1o see Mary and Roger again. Had a chance lo

spaak to Lucy yat? Don't warry if you haven't, will be seeing her tomorrow,

About next wesk — film you suggesied sounds great. Been taking to some cofleagues al work about it. Not
sure aboit the day, though. Tussday might be dificult. Perhaps Wednesday better? Let me know.

Going 1o my prarents at weekend — looking forward to it. They five in Chichester. Ever been there?
Sometime soon we need to talk about holiday plans for next summer. Things stil a bit uncertain al work,

| Might be possibie to take two weeks off in July, but can't be sure. Thre weeks impossible, A piiy.

Anyway, got 1o 9o now. Hope you'rs wedl, See you next wesk.

4]

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

1 ie fidest).. .. a) 1am going to give an example.
2 eg {exempli grena) . b) 1am going o explain what [ mean using different words.
3 NB (noca bene) ... ¢) 1am adding some information at rthe end chat | forgor.

4 PS {postscript) . d) I want you co give special attention to this nexe point,



D First, read the information about abbreviated forms. Then write out the emails in full.

In some emzils you can find very abbreviated forms. The wrizer wants to write very quickly and che
meaning is clear from the conrext. There are three techniques:

1 using a lecter to stand for a sound (¢’ = see)
2 making a short form of a common word 'yt = your)
3 writing the fist lecrers of a well-known phrase (*asap’ = as soon as possiblz).

Email 1

Subject: Yr order ref no KDE34
In relation to yr order rec'd today, we cannot supply the qfy’s you need at this moment, Pls confir asap if a
part-defivery wd be acceptable, with the rest to follow LER. Rgds, Stefan,

Subject: ... Your order reference number. KIDGA4.........

Email 2
Subject: Thx for yr msy
Re your msq left on my ans machine ~ yes, I'm free 4 lunch on Wed next wi, Biw, good news about yr
interview, Hy 2 work now. ClJ, Jane,

Subject:

Email 3
Subject: Options for Tech Help
We have a Tech Assistance section on our websile, with an extensive kist of FACS. Customers find this
‘ v convnl 2s it is avail 247, Otoh, if you nead to spk to sb in person, you can call during wkng hours.
Bw, Alan,




3 Key phrases

A Choose a subject line for ¢ach email. One of the subject fines in the box is not used.

e e e —————————y

+ Action Te CONGact Meeting 14/5 Re your advertisement

i Special Offer! Shipping confirmation Regarding your order '
Email 1
Re you last email, we are in the procass of aranging the masting scheduled for 14 May, but there are skl

a few datails | needfromyw‘m_maﬂ_lmmmokmwimmmodaimforyw—mwilyoumﬂwl
at your end? Aise, can you send us something about Lhe Barcelona project you were involved in last year?
ll It would be helpful lo have something 1o circulate before the meeling. Please send a copy of any relevant

j reports. Regards, Monica.

Email 2

i
! Sory fgr the delay in replying - I've been out of the country on business. Unfortunately, the items you
| ordered are not In stock, Dut we're expecting delivery by the end of the weak. [l gel back 1o you as soon as

they arrive. 1§ you need any more informstion, please feal free to contact me.

Email 3

LSITT37 Y PPt

\.uisa, I've emailed Michelle and Reberto about the changes to the contract. Shall | have a word with
Michelle 10 make sure she understands what's going an? You work with Roberto - can you talk to him?
Thanks for your help — + appreciata it

Email 4
Good news! Subscribers to our email newsletler can take advantage of fantastic price savings in our
January sale. I've attached a pdf file thal gives ful datails, or afternatively just click on the link below. You
can order over the web or by email — our cuslomer service staff are standing by. Looking forward ig haaring
from you soon.

Email 5

5 we recaived your order. e can confirm that the ilems were sent by

mail today. To track your arder, click on the Tink below H there's anyihing else, just l6t s know. Bast wishes,
Piame,

Nowe:

« Subject lines should be very short and very clear. They should tell the reader exactly what is
coming in the body of the email.
e The word ‘Re’ appears in two of the subject lines. It is shore tor ‘Regarding -




Compiete the rable by matching an underlined phrase in section A with a similar phrase
below.

Previous contact
With reference to your email sent (dare), ... 1. Re.gour. fast email ..o

Reason for email
We are writing to inform you thar ... Z ..

Good news
You will be pleased to hear that ... 3.
We are able to confirm that ... 4

Bad news/Apologising
I apologise for... 5
We regret to inform you that ...

Requests

['d be grateful if you could ... 7

| would appreciare ic if you could ... B o
Offering help

Would you like me ro ...7 e e
[f you wish, [ would be happy 1o ... 0 e
Promising action

I will contact you again. 11 ...

Attachments

Please find attached ... 12

Final comments

Thank you for your help. 13 ..

Do aot hesitate to contace us again 14

if you need any further information.

Closing
We are looking forward to .. I e
Yours f 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?



Opening and closing

Match the email beginnings (1-8) with the endings (2-h).

Beginnings . .. Endings _ ]

I 1 I am wm_mg wn:h regard 0 yout recent | | 2) Anyway, Lhanks again for inviting me, and

. email. We regret to inform you thar there i I'm ceally looking forward to it. Do you wanc

i are oo double tooms avaitable for the nights " me to bring anything?
you requirs. ... ' :

i
4 Thanks so much for the wonderful present. I b} You know you can count on me if you need !

1¢'s exactly the book that ] wanted — how did {  any support. 1} eall you at the weekend o \
you know? I'm veally looking forward t© I see how things are. i
rea.dmg it . .:

| 3 Parricia, Ive 1ust read yout emaul l'm 50 ¢) Should you need any further information !

| somy to hear about whar happened.

about toom availability, we will be happy to I
assist you.

| 4 Sorry, 1 can't make it to your birthday parry E d) I look forward 1o receiving this information |

| at Fishers restauranc, 2 I"m away on that day. ‘ gssoon as possible. !
!'5 | am mailing this via the ‘Contace Us' link . e) It really is great news, and ' sure :hat i's

on your website. I'd like w know 2 few more only the beginning of our work in the
i derails about the anti-virus software that’s _ French market.

i 1|$ted on ﬂ\e site.

6 1 am writing WIth reference to our order f) Plegse deal with this matter urgently. 1
number GH&7. The goods arrived this expect a reply from you by tomormow
moming, but you only sent 200 pieces moming ac the larest.
mstead of the 300 thar we otdered ........

7 " Yes! o) Great! I'd love to come to the parw ..... g} Thanks again for the gift, and give oy

regards €0 your: famlhr

8 I've just heard from Antonio about the Paris h} Anyway, sorry again that [ cant come, but
contract. [¥’s fantastic news - you worked have a great time. 1 hope we can meet up
really hard on this and you deserve the soon. What about going to see that new
SUCCess. .. Speilberg Alm?



Match the beginning and ending pairs in section A with the descriptions {1-8) below.

An email asking for information. Neutral style. | Sd.
An email giving information. Formal style. ..

An email accepting an invitarion. Informal style
An email refusing an invitation. {nformal style.
An email of congratularions. Neutral style.
An email of complaine. Formal seyle. ...

Ar email of thanks. Neueral sryle.

An email of sympathy. Informal seyle.

0 o= o o W b e

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

whether they are neutral or informal.

1 The computer network will be shur down for maintenance
at 5pm on Thusday.
2 Oh, yes - ['ll be back late tonight. Can you do the shopping
and buy something nice for dinner? Thx.
1 lock forward to receiving your advice on this matter.
Whar a surprise - how nice o hear from you!
Bye for now. See you soon.
[ hope that sverything is okay, buc do not hesitate to contace
me if you need any clarification.
Please find ateached my report, as promised in Friday's meeting.
P so happy for you! Write again soon and rell me how it’s going.
9 We are writing to advise you about some changes in our price list.
10 [f you'd like any more derails, just lec me know. I'm away
all next week but Andrea is deating with this in my absence.
11 Just a quick note to say [ really enjoyed last nighe.
12 Simon and | have been taiking about your boliday plans for nexe
August. [t looks like we won't be able to join you. I'm really sorry.

L+ ST I N ]

o =

Look back at the examples in section C. Find:

a) two written to someone unknown ot little known. 3/

b} four wricten to colleagues, perhaps st to several people. . f...f. f..

¢} five weirten to a friend. /.. [ |
d} one written ¢ a very close family member.

Beg/End

BegfEnd
Beg/End
Beg/End
Beg/End

Beg/End
Beg/End
Beg/End
Beg/End

Beg/End
Beg/End

et o

MNeurfInf

Neut/Inf
Neut/Inf
MNeut/Inf
Neut/lnf

Meut/Inf
NeutfInf
Neutflnf
Neurflnf

MNeut/Inf
Neut/Inf



S Giving news

A Decide whether the following would be used in a formal or informal email.

I Further to our phone eall, | now have the information you requested. formal { informal
2 Thanks for your email - it was ureat to hear from you again. formal { informat
3 I'msorry [ haven't written for ages, but I've been really busy. tormal { imformal
4 Wich reference to your last email, ! am writing to let you know ... tormal / inforemal

- Rewrite the sentences below with the correct word otder, beginning as shown,

1 I'm writing vur appointment € june on Teesday to confirm.
g P

2 Untortumately, T will make the meeting not be able w on 6 June Tuesday.
Unftorcunately, R e e
3 You has been aecepred your application will he pleased ro hear that.
4 We inform you repret to thae your application hos been not successful.
5 Bad afraid news 'm about nesxe weekend our trip.
6 You'll guess never happened what's!
You'll R
7 Here’s the project on an updare.
Heres ...

Look back at the sentences in section B. Find:

a) two written by o friend o another friend. . .

b} vwo written by o husiness persun to 1 colleague, about » meeting. f

¢} twa written by 1 Human Resourees manuger to a candidate fur a job, /

dY one written by 2 business pemon o o colleague, incroducing seneral informacion,

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

™ Further 1o our phone call earier today, I'm wrifing to @ that | will be ablelo |

[ the mesting next Monday as discussed. Looking to seeing you then, *

1 Wi 1o your last email, | am writing to ¥ you know what's happening ,
with the projecl. . things ars running a bit late. You can gel the whole picture from my

f report, which |ve & as a Word doc.



Match the verb forms in italics (a~f) with their uses (1-6) below.

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

b) I've got a new job! The hours aren't too bad - I strt at 9 and finish around 5.

c} T'we 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!

€) You won’t believe it! | was shopping in the city centre the other day and I saw Helga!
f) Do you fancy going out on Friday? I've been writing a report all week and I 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)

f» SV, S O TC R R

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.

........ at the
English Centre? Do you know, I've ® ___forgotten the name of our teachert Anyway, I'm pleased to hear
that you're 1. enjoying your job, and that your refationship with Carlos ® __ weli,

9..... at awine bar. | start work at six every evening, and ™ until midnight. I'm trying to save some

| last emailed you toa, but I've been really busy. @ the fast few months

visit. Please do - you know you're always welcome to stay at our house. e
|
1) A have heard B don't hear C did hear D haven’t heard
2) A before B ago C previous D since
3) A have been B did be C were D are
4) A still B yet C already D however
5) A vet B still C longer D soon
6) A is going B goes C went Dgo
7) Afor B already C while D since
8) A For B As C While D Since
9) Alwork B I had worked C I worked D I've been working
10) A I don't leave B I'm not leaving C I haven't left D I'm not going to leave
11) A already B still C yet D soon
12} A has been B had been C was Dis
13) A ralk B have talked C have been talking D was ralking

14) A mentions B mentioned C has mentioned D has been mentioning




B

™

information, action, help

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

! Ivejust'™ ... yoursadvertisement in Business Weekly for the seminar in Toulouse on
“The Intemet s A Marketing Tool # ... 6¢nd me detalis. Also, ..o YOU
send me a fist of holele in Toulouse? Thank you foryourt® ., and ! look forwand
B . [TOM YOU SOGD.

L ..., Nacmi Chandler.

... our seminer in Toulouse. You will find full

Thank you for your small recaived today ™.

detaiisinthe ®__ . ... . pdfdocument Allernatively, you can visit our website at
www auroconfarance.com where you can aiso make an on-ine booking.
Kyou®. ... ‘hore information, please don't ™. ... tocontact me.

Match the beginnings of the sentences {1-10) with the endings (a~).

1 Please gerback ome if ... a} your help on this
Information 2 I'd like to knowa ... b} you need any more informaticn
3 T'dappreciate ... ¢} licgle more about
4 . d) chere at the meeting
Action 5 lneedyoutobe ... e} you [o prepare a report
6 I'ditke . f) send it to you
7 Letme knowif ... g) 1show them round
Help & Ofcourse, P'dbe .. h) there’s anyching else
9 Can lask youto look ... i) after them
10 Shall ... j) 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

Horv Rotond, their salos drector? Have youmet N2 & ... ...

limes and | think he's someons we can work with. B
I, - -

Helen — | believe that you have had contact with EDF in the past. I'm going to their offices next Tuesday and
& ., them. In particuiar, can you tell me somelhing about

>EDFareqLﬂteabigcperaﬁun-l'veaﬂacredawﬂddocmmswehadcgmundstuﬁ,l'vemetHerﬂsewal

'i
|
| Thanks, Martin.
|

_J




Action,
Bob - the management committes are meeting on 14 Fab and thay're going to discuss last year's igures.

nextweek?lknowirs short mhoeAnd"' ....... L
case thera's any questions | can't answer. Thanks, Lara.

twa. I've made a note of the mesting in my diary and I'l be there,

“ for the meeling. Coid youdo it by the end of .

> Nl start the reporl right away, and inadayor|

Help

Alan - | know you're very busy at the moment, but | nesd some heip. | have 3 group of visitors from
Hungary coming on Wednesday afternoon after lunch. Unfortunately, | can't be back in the offica uniil about
3pm. . until | get back? I'd realty appreciate it,
Thanks, |sabalia.

> m

the bullding and intreduce them to Roger and Sue? [
i can do.

e

Find the informal/neutral phrases from the theee emails in section C that mean the same as

the more formal phrases below. Write your answers.

Information

Could you give me some information abour ... V Jd like ta knaw 4 fike mare. aboud.
1t T can be of any further assistance, please do 2

not hesitate to conract me.

Thank you in advance for your help in this macter. T
Action

It is very important for me that vou ... 4

Do you think you could ...7 5 .

Help

Would you like me to ...2

| would be very grateful for your help,
Would you mind ... (+ -ing)

Please contact me again if ... 9 .

Cerrainly. 10




7 Internal messages

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

Version 1

Subject: Visit of Mr Bianchi from Farara Textiles 1o our company temommow

Tomorrow we will have the pleasire to welcoma Mr Bianchi from Farrara Textiles as a visitor b our
company. His company intends lo place 2 large order with us, and we hope that this wil become a
long-term business relationship, It is Iherefore vary important o make a good impression, and ak the staff in
your department shouid know about his visit and be as helpful as possible. They should grest him by name,
answer any questions ha asks, axplain procedures etc. He will be kooking around the company from about
12.00, after his maeting with me. | would Iike to make sure that there is someone present in every section
over the hinch perfed. ini case he has any questions. Thank you for your cooparation in this matter.

Version 2

Subject: Visit tomormow

Mr Bianchi of Ferrara Textiles wil be kooking atound the company fomormaw, from about 12.00, It is
important to make a good impression. Plaase:

1 inform af staff in your department.

3 Amange lunch braaks o that there is aways someone available in your section.
Thank you for your cooperation,

KL

1
|
g 2 Remind them o great Mr Bianchi by name and take [ime (o answer his questions.

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

Note the following points about internal notes and messages:

» Separate pounts are used to refer ro information or acrion.

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

« The style is clear and direct; sentences are short and have a simple structure.

« The [anguage is neutral, not informal.

» If the memo refers to action, imperative verh forms are common {Inform .., Prepare ),
» Useful endings: Thank you for your cooperation. | Please coneact me if there are any problems.

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

A rypical strucrure for any piece of written communication, short message or longer report,

Situa:inni = | Problem or | =@ { Solution o | 2 !Clusing commentl

Objective Strategy




€ Rewrite the email. The maximum length is 80 words, including the subject line. Think

carefully about what information you need to include. Underline the key words to help vou.

Subjecr: ...

Subject: Training course in how to use spreadsheets

I hawe found soime interesting information abolit a computer raining course taking place in the Cily centre.
 thirk it would be useful for someone from our depariment to aftend as we are all 4 bit unceriain about how
to use Excal, although we know the basics of course. | have a copy of thelr leafiet, and the details are as
follows. The neme of the course ts ‘Spreadshests for Financie! Planning’, and the course dates are from

4 June to 8 June. The course runs every evening during that week, from 18.00 to 18.30. The cost is €750.
l'am free at that time and | would really like to go - | can help other people in the future. | know it's a bit
expansive, but da you think the company can pay for me? | can't afford 10 pay for it out of my own MOney.
Thank you very much.

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

T

I

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

As you may know, Mrs Rothe will be retiring at the end of the year. $he has made a great contribution fo
our company, and will be missed by all her cofleagues. She has besn with the company for fifteen years,
moving up fram Sales Assistant lo Saies Manager during that time. To show our appreciation, we would ke
to organise a small ksaving parly for Mrs Rothe, afler work on her final day. We will also present her with a
small gift. | have asked Claudia to organise the collection for the gilt, and she wil be coming rokne with a
large brown envelope if you want to make a contribulion — the amount you give is entirely your choice. The
leaving party will be after wark on 20 December, in the main confarence room. Everyone is welcome, and
wa hope that as many people as possibis wil come to say goodbye o Mrs Rolhe, [ look forward to seeing
you thera.

Subject: e

—




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

[v.3

-G

Please B0 my report. Hope it's useful.

A find areachunent ¢ find attached

B tmnd enclosed D see attached

Here is my repore. [f there are any problems, .......... me know.

A please lec C  please to lec

B make D juost let

This report bas jusc amived. I'm . it to you. Hope it's not too late.

A moving C replying

B farwarding D sending

I’ sending various forms for you to complete. Please ... special arention to AF200.

A give C make

B pay D rake

Please complete the attached forms, and retum them wme ... 3 June.

A by C  before

B until I w

&s agreed, I'm sending che pre-meeting notes. Ler me know if there’s anything else we can do
s before we meet.

A from our part C on our side

B from this end D on chis way

["m ateaching the Business Plan Review, Please ..., that several alterations in dates have been
mnade.

A look C note

B appoint D be aware

Please tind attached my report. . if there are any problems with deadlines ere.

A Get back with me C Get back to me

8 Gerinwuch D Make a touch

Mease fid areached my repore.

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

B Ler me huve any comments. D Make me have any comments.

Here is the iriaetary for Sei Lanka. Please . .. that | have included everything you want in it
A check C control

B gree D confirm



B There is one mistake in each of these sentences. Correct it

Here’s the report — hope you iike)({1z

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

I sending the report as an attachment.

I'm sorry you couldn’t open the document ~ | have arrach 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 recurn ic asap.

Sorry, | forgot send the attachment!

O @~ vk N =

[ attach my report like promised.

Pt
o

Here's a copy of Leslie’s report — what you think?
Thanks for sending me the report - [ let you know what [ think.

e
[ o TS

'm returning your original document with my comments inserted with red.

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

AnsSwers.

Email 1
Please (" ..........attached myreport. @ itsnottoo late. ® . me know if
you have any questions.

Email 2
(m @ ..., various forms for you to complete. Please pay special @ .. to the expenses
claim form. | need them back @ .. .. 16 February at the latest.

Email 3
M s agreed, I'm sending the pre-meeting notes. Let me know if there's anything
B wecando fromthis®  before we meet.

Email 4
Sorry, 10 fo send the attachmenti @ itis. Pleaseget® . tomelf
you can't apen it.

Email 5

f I o be grateful fyou® complete the attached form and return it asap. Please
® ... that!|have changed my email address.

1T LI

A BIT




Arranging a meeting

Look at the words and phrases in italics. La each case two are natural but ene is not. Cross
out the word or phrase that is not natural. The symbol ‘-’ means no word.

What time would be convenient forfba-eonventens/suic you!

Are you free sometimefanytimefone ime next week?

Could we meer oni—fae Thursday duringfonfin the afrernoon? Perhaps on/=far Ipm?

Yes, 1 think I shallfshouldiwould be able to make next Friday moming.

['ll emailfretwrn sofget back to you later today to confirm it.

I'm our of che office forfunslfall 2pm on that day. Anyrime after that could befisfwould be fine.
I'm afraid ['m busyloccupiedftied up all day next Tuesday.

Pardon me,fSorry.f1'm afraid | can't makefconmolfmanage ic on thar day.

Sorry, I've already got an arrangement/an appointment/a promise on that day.

What iffWhas abousfHow abont Wednesday insteadfin place offas an alernarive?

Would you mind/marerfobject if we put the meeting backfofffaway to the following week!
[ am very sorryfregret againfapologise again for any inconvenience caused.

13 1 look forward to seefsesing/speaking to you nexc week.

14 Give me a callfrelephonefring if you have any problems.

15 Give ty regerdsfbest wishesfeompliments to Herr Schrempp.

LT=T N T LT R R S

—_
b = O

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

| Giinter - we need to meet to discuss the budget for next year. Could we mest (™. ................... Friday
R the moming? Let me know if that would be 1 __._.................. for you. | hope
everyone in the Berin ofice is wall. Give my . to Kristina and Alex. H
Bw, Susanma.
Susanna, ['m #_ SR I - 111 £ R itnexl Fiday - I'm @ .
N davw . _7lshoudbet® H
i make a moming Meeting, otherwise anytime aftar 4pm M _ ]
'l Hope that's okay, Gintsr.

Ginter, yes - Monday moming is good for me foo. Shall we say 9.307 ook forward 10 /2 s
youthen, Givemea ™, .. ... Fyouhavetsd . problems.
Susanna.

EBT 1L




Match the beginnings and endings of the phrases below,

1 are westill okay .. a) fnalise arrangements roday.

2 can we reschedule for . b} for Tuesday?

3 Tl circulace ... ¢) has come up.

4 lneedw ... d) rhe agenda in the next few days.
5 let me know if you ... ¢) the following week?

6 something urgent ... f) want ro make any changes.

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

Charles-Heanri, 0 ... T Please get back to
me this moming if possible as @ .
Natalia.

Nl

Matalia, 'm somy to ask this at such short notice, buf & -
-7 Perhaps Wednesday 24th? | do apologise, but
_____________________________ .{ hope it won't inconverdence you teo much.

Chartes-Hensi

Ckay, let's make it Wednesday 24ih, #t s
Plazse & . |
Nataia, .

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 (Il do ...) and the present continuous (I'm doing ...) can both be used for tatking abour
the future, but there is a small difference:

« will is used for facrs and general belicfs.

+ present conTinuous is used for arrangements (with a time and a place).

As you know, you ™__"r&_acing.... go) to Brussels on Wednasday. I've spoken to Mr Cuvier's
secretary and the details of the Irip are now more o less planned. You®_____ . .. (caich) the
8.00 flight from Cily Airport, Someone ™ (ba) at e airport 1o 1ake you to the hoted -
youth {stay) at the Marriot for just one night At H.O0you ™ .. .. (mest}
Mr Cuvier at his office. 'msurehe® . . . .. {lake) you oul to lunch. After lunch you

L .. {notfdo} anything untd dpm, soyou® (have) time to go back to the
hote! if you want, The travel agency % .. (send) the tickets here by courier this afterncon,
SOIN ... [give) them o you as 500N 35 they arrive.

£
F
3
&
g
&
3
g
k-
S

L]
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10 invitations and directions

A Look at the phrases in italics in the three emails below. One phrase in ¢ach pair comes
from a company with a formal culture, the other phrase comes from a company with an
informal cultare. Underline all the phrases from the formal company.

Email 1

MDear MargHi Mavy

A m wiiting to invite youwWe woukd be very pleased if you could come to a meeting here an 14 May. i has
been arranged?'ve amanged 1t to bring together all our colleagues working i Central Europe “adn onder to
share sxpariences about working in this market. ®Your atfendance will be very welcomett'd be greaf fo see
you. -

The maeting will last all day and wil have an informal agenda — ®you won't need fo/f will not be necassary
to write: a report for it or make a presentation. PRefreshments wilf be provided There § be plenty ko et and
drink during the day.

ope to see you in Mayl/Your presence at the meeting wili be very useful. Please let me know if you ®wdl
be able {o affendican make R, "Masap/as s00m as possible.

Best regards, "\.jofhr Ssunders/Staphamie

4D

Email 2

U8Thaniks a lot for the invite/ Thank you for your kind invitaiion, 19 would be defighted fo altend?'d fove o
comé fo the meeting. WNF sounds (ke a groal ideaT am sure i will be very tisefil. Please let me know if
there's anything | can do to help from this and,

UIWGH & be okavWoudd it be possible to bring Martina Rutka as well? She's a new member of our team and
is very involved with the Central Europe market. "™ Thanks again/Thank you once more for your invitation,
and "7\ fook forwand fo seging youvsee you on 14 May.

(1]

Email 3

&1 Thanks a fot for the invite/Thank you far vour kind invitation. Unfortunately, | have anolher appointment on
that day. ""m very sorry that | will miss the meetingPlease accept my apologies.

In any case, send iy regards to everyone at the meeting, and please "ot me have a copy of any report
ansing from the discussion/amai me and lef me inow how i went.

1 hope Phwe can meet up soonfwe will have the opporiundy fo meet on anciher accasion i the near fulure.
EGood luck with the meeting! am sure that the meeting wilf be & great success,

—id D




B  Complete the phrases by writing one ward in each gap. Several answers may be possible,

1 We . . be very pleased if you ... come o & meeting here on 28 July.

2 ... at the meeting will be very .l hopeyoucan . .. ...
it

3 Pleass, (RIS if you can attend, ., .. $00m as possible,

4 Thank you for your . . invicacion. T would be | to attend. [ leck
forward to i o FOUL ORL l'he 28th.

L . l Wl“ not be able to come. I have another ... . on that day. Please
accepr my

6 | hops we wl.“ have the . I meet on another occasioninthe furure.

| am sure the meeting wlll be Agreat ... v+

€ Puc these sentences into the correct order.

a) Looking forward o meeting you next week.

b} Owr office is located close to the station - the best thing to do is catch a raxi.
c} Just to conbrm your visit o us on 16 Jan.

d) Best wishes, Arsuko.

e} When you artive, ask for me at receprion and { will come down and meet you,
) if you need to conract me, my mobile number is 07968 243983,

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

‘ Here are the directions for howto<® to my house — print out this email and bring & with you.
[t's not difficut toie |85 you're coming . train, Come out of the station and
L nght. Carry % ... downhe road # you come to a church called

St Paul's. You can't ™ it. Jusl after Ihe church tum left. Be careful - it's a very small street

and people often go ¥ ..... wilhout noticing it You'l see my house ™. ... the end of
the street —it's got a red door, Try and gethera i time for lunch. Youcan ™ L
me a call on your mobile if you get 2 .

After lunch there's a couple of things we could 14 L we can look around
Brighton, or we can lake my carand goforawalkinthe ™% . We don't need to decide

L —we'l just see how we're 00 _at the ime, s great that you're coming down

... forward to it. Give my best @

1o your family,

4]




Negotiating a project

Underline the correct word.

——
- G D el W R R~

—
o

CanfShall you give me some information about ...?

[ willfwould be grateful if you should/eowdd give me some information about ...
Do you think you wowldfcowdd send me more derails?

We necessary wineed to discuss this before we go any furcher.

How do you dhink we should/shatl deal with this?

I wilifwould appreciate your advice,

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

That canfcould be possible.
That shalifshould be possible.

That mightfwowld be possible — I need ro ask my line manager.

No preblem - that mightfwould be possible.

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

['m soery that we couldn'thuouldn't use your services this time.

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

|2} Lets calk nexr week and see how things are going, £} Would you be able 1o ...?
b} [ can see what you're saying, but ...
<} Can you give me some more informacion about ...? h) Whar aboue if we ...7

d} What do you think is the best way forward?
e} I'm sorry thar we couldn’t use your services this j? That’s fine.

g} Lam willing vo ... {if...)

i} The main thing for me is ...

time, but [ hope there will be ancther oppornnicy.

R =B B - R S

—
L=

Asking for information
Requests

Emphasising 2 main point
Asking for a supgestion
Making a suggestion
Negotiating: being firm
WNegatiating: being flexible
Negotiating: agreeing
Next steps

Closing

What are your usual charges (feesfrares) for ...0 (0.
Do you think you could ...7 ...

My main concem at this stage is ... ...

How do you think we should deal with this? ...
Why don't you .7 ...

[ understand what you're saying about ..., bur ... ...
We would be prepared to ... {if ...} ...

Olay, I'm happy with that for now. ...

T'll be in touch again scon with more details. ...

| look forward to working with you. ...



C  Complete the sequence of emails by using the phrases {1-10) in section B.
NB: Not the phrases in the box.

Dear Ms Bupuis

Your name was given 1o me by Dominique Clement at Toulouse Business Services, [ understand that you
recantly did some IT training for them on a freelance basis. We need some training along simiiar lines for
our staf, and | am in the process of locking at different oplions. | would be grateful if you coulkd give me the
Tollowing information:

m . this kind of work?

Are you avallable in early September?

Alsa, some of our older software needs upgrading o replacing before we have the raining, and Ihe original
supplier has gong out of buginess. @ i
| would appreciate your advice.

1 look forward to hearing from you soon.

Regards, Karl Finiay

Dear Karl, thank you for your email. | attach a pdf file with our current rates and a fist of recent clients.
Early Saptember looks fine at the moment - can you let me know the dales, times, number of participants

ete?

in relation fo your final paoint, & ]
someons o the Software and Services Exhibition in Lyon next month? A It of suppliers have stands there.
Best wishes, Crislina

Cristing, Thanks for the quick reply.

0] the cost, and we need
mdmnssmlsbeforewegoanymnherImedtohwmatwmllga(goodvalueformney
# e send me more detai's of

il your course prograrmme and your training methods?
I|  vou wanted some mare information from us. f'm afraid ) don't have the exact dalas etc. at the moment,
but ®

Karl, | attach a typical course programme for yoii fo have a look at, although at this stage it's difficult to be
too specific about your particular course.

i o et e giva you a discount of 10% on
me prices t quoted earlier, i you paid half the lotal amount in advance.

............... . valug for money, but our iraining
prog'amn'-es are compelilively priced and | can assure you that we have always had very good feedback.

L . ) think we need to
have a meeting to discuss the training oourse in more detail. I'm free rost momings — let me know when
would suil you best. In the meantime, {'m attaching a document that lists all the hardwars we cumently have
in The: ofice, and the new saftware we are going to install. Let me know if you need any mave information
before the meeting.

[ I  ¥ar




12 Checking uhderstanding

A Read the email exchange between Peter and Kate. In each gap there are twvo 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 Peter to Kare)

Kate, {'ve atiached the sales figures for Q3 as requesled,
You'll see that we're up 6%! Things are really taking off in Cantral Europe. ]
By lhe way, are you gaing to the confarence? 1

Email 2 (from Kace to Peter}
» Kate, 've attached lhe sales figures for (23, as requested.

Sorry, Peter, you forgot to sepd v . Gan you send it again?

> You'l see that we're up 6%! Things are really iaking off in Central Evrope.

Greatnews. Do® . o 6% increase for the quarter or for the whoie year?

> By the way, are you golng fo the conferance? T
w . ? The sales conference in Istanbul next month or the International ||
Plastics Convention in Slough?

Email 3 (from Perer to Kaee)

Sorry about that, Kate, Here it is again. Let . i you get i
| maant 6% for the quarted Head Offfce are very pleased. ]
What 40 you mean "Which conference?!l | was talking about #he sales conference of course, But are
i's in Istanbul?

Email 4 (from Kare to Peter)

Okay, 've got the attachment this time. But you'll never balieve it - | can't #
. 1Can you check that you've saved it properly?

Ithoughllheoonferencs was in Istanhul, butimay ™ . 'l check and

gel back @ - Anyway, | can'’t go this year - Cathy is going instead.

[]

4]

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

atwchment be  conference it know me mean Ope.n sure 0
the  which wrong you  you you

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

1 Tocopysomebody .. ... . .. anemail. (=tosend somebody a copy of an email)
2 Toget........... . somebody abour something. (= to contact somebody again}



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 forgot the send to attachment. you can again send it?

2 mean you to send this did? i don't wanc the attachment 1o open in case it’s a virus gor.

4 M check and get you back ro lacer roday.

5 you do mean which confarence?

6 idon'c chis point understand sorry. can you in a little detail moce explain it?

7 i'm sure not what mean you by this. you could clacify?

8 i thought on Thursday was the meeting, but | wrong may be.

9 sorry, my last amail forget. you're right. not Friday, it should Thursday be.

10 what was meant [ Gatwick, not Heathrow. the situation this <larifies i hope.

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

* I've written down: some thoughts aboul the Beta project—'s ¥ .. s aWord doc. I'm
circulating it to all Ine managers, @, me know what you think.

Fmairaid you® ... .. fosend the atlachment. Conyousendit™ . . %

> There's & nouple of things I'd fike you focus on. First is the timing.

™ oot sure what you mean ™ Timing’. The time before the project stars, or the time the
project will acttially take once iFs started?

= Then there's the question of marketing costs.

{ know Danied produced some delaifed figures on this some time ago. Have you® . with him?
> Finadly, feasibilty.

{ don't understand this i -GN YO XDl iR 2 Me MORRS 7

Cray, [ty lo gotthom™ o you by then, —
One last thing — | think you need to copy Lila ™ .. ... on your onigingl emafl, { may be
LT , bt ! think she’s now involved from the Latin America end.

[}




Verb forms

Match a form in the left-hand column with a meaning in the raiddle column and a
grammar sword in the right-hand column.

1 Sales increase every year 2) Completed actions in a completed past simple
\ period of vime. e ~ i

2 Sales are increasing at " b} Actions and situations repsaced past continuous
the moment. regularly over a long petiod of cime.

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

4 Sales have been increasing ) Temporary actions and situations presant
rapidly this year. in progress now. continuous

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

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

Nate: remember that some verbs are not normally used in a continuous form. These include verbs of
thinking {doubt, know, understand), the senses {see, appear), feelings (fike, weme, hope}, possession
{belong 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 mast often,
Some of the phrases can be used in more than one column.

I ago already alwaysfoften/never ac the moment currently ever every day I
i from vime to time  in the nineties just last week notyet now nowadays once a year
| over the last few months  recently so far this year these days  up to now yesterday

Present simple : Present continuous Present perfect | Past simple
{1 do) ; {1 am doing) . {1 have done} . {1 did}

|
I
|

Note: time phrases help to make the meaning clear and are usually associared with particular verb forms.



C  Cowmplete the email by putting the verb in brackets into cither the present simple (I do},
present continucus (I'm doing) or present perfect {I've done). The time phrases will help
you. Use contractions where appropriate.

‘ Every year around this time we it {interview) candidates for functions across the
[ company. This week I'®_ {pian) that process, 5o 1™ ... .o (NGO

an estimale of staffing needsfrunevery department. In past years we ¥
{aiwaysihe able to) recruit Ihe numbers asked for, but this year wil be different. At the moment we

L .. (operate) in 5 difcult market, and sales ®, . ()
[rrleen,\ that we MII have to reduce our
. (hope) i will only be temporary.

oonsndaraliy over me last year. Thig 7
staffing costs, athough (@

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

o {iustirecaive) an email from our subsidiary in Russia. They

- {give out} their
entire stock over the kast few months. They {have) a stand
at the Moscow Trade Fair lasl week and & (distributa) hundreds of
brochures. Now they © {want) us to send another 5,000 copies.
| {akeady/contact} Sales to see if they have any spare, but !
O et v e ot s (1TiRE) WE'N @R SONDE MOTR, Can you gel a quotation from the printers?

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

U witsabett Somytem {nolibe) in touch recanty. Hopa you're well, Guess whatt The

l ather day 1@ {meet) Kalia whila | i . .. {wait) at the bus stop. ]

I Remember her? That gir I'rum Russaa who . {beJ inour Englnsh class lasl year. i
amost®™ {nomwecogmse) her baeause she® . {wear)
sung?asses and she '“ . ..{dye} her hai pink! Anyway, she said that she

| B s e e ererrsn e {30 out} for a drink next Friday and she invited us, Do you want to coma? i

F Complete the email by putting the verb in brackets into the present perfect {I’ve done) or
the present perfect continuous (I"ve been deing). Use contractions where appropriate,

|| Areyouthere2 1
hecause |2
LI oo e, (OCMIE) L0 Gt fit,
Yes, raalyl | # start) yoga classes as
well. 190 {90} for 2 couple of weeks now and I'm really enjaying it.

B e s e e \YOUBVETTG) YOG Amywaty, gel In touch when you have a chance.



14 Comparisons

A Complete the words with the missing letters.

Comparatives and superlatives of adjectives

1 fast faster the fast gzd.. (one syllable adjectives)
2 big bigger the big... (ending in one shor vowel + consonant)
3 easy eas.... {ending -y}
4 expensive  moeefl.... .. the mostfl.......
expensive expensive {rwofthreeffour syllable adjectives)
5 goodfbad betterfw........ the bestfw_ (irregular adjectives)
6 far [{TE — the fur______ (irregular adjecrive)
Useful phrases
7 A is more expensive t..___. B.
8 Asalot/m more expensive than B.
9 Aisabitfali . more expensive than B.

10 Aiso.....ofourh .. selling models.
11 AcossZ0% m .. | S— B.

12 [t's colder and coldetfm,
13 The be. ... the quality,
14 ltwastheb_ . meal I'vee ..

15 Aldscheapcom..._.... tofin com............ with B.
16 A ls (almostfiwicefnot) ., . expensive

17 A is {exactdyfalmost/nearly/not) the s, a.
18 | don’t have as m........ friends as in England.
19 ldonthaveas m_ . . rime as | used to.

20 Bill is {exactyfjust/quitefnot) li.. . .. his brocher.

B Underline the correct words or phrases in the email.

Hi *fuka! I'm writing from an Intemet café in the village of Dingie on the wast coast of Ireland. | got a week's
hollday from work so | came over here for a short break, fm having a grest time. Its so differenl compared
Wfarfa England ~ even Hrainienrainyer if you can believe it

| flew to Dublin first, and | spent a couple of days there — not as Pmuchymany time as you really need
because there's 50 much 1o see. The people are some of the Winendliestfendlier I've Pnavarfever met.

1 found the Ish accent quite difficult al first, but I'm getting ®move and more/afways mare used to it. II's not
cheap here - prices In Dublin were about the same Mhandss London, but here on the coast they'rs Bmove
expensiveiexpensiver.

| amived here yesterday, and | can promise you, the west coast of reland is just ®as/so beautiful 25 they
say - it's so green. There's live music in the pubs st night, and the later i gets the *“¥mona/most people
come in. That's ail for now - ('m off to hear some music! Write scon. Justine,




C  Complete the email by writing one word in each gap.

Thark you for your email inquining about owr products.
e have thras optical pen scanners in our range, the 400C, B00C and 800C. A pen scanner is
.. fike.... ahand-held scanner, you scan in text from a page and download it Into your PC or PDA
later. The 800C s our® ... selling model, and has ™.,
including a translating dictionary. The 600C is similar .

to 2,000 pages for the 800C. The 400C is
cheaper M. . .the cther twe models, and doesn't have as @, .. MBMory of
functionaiity. It's a more basic model, but its ability to scan textis justthe & ... . You will find full
product and price details in the sttached document.

In your email you ask about our terms of payment for large orders, Clearly, the biuger your onder, the

L A discount we can give. Qur nomal minimum order is 500 units, but for a firsi-time customer
wewould acceptanonder smalt as 200 units, It would be better ta discuss all this in more
detail at a later date, but 'm sure you'll find our tams are very competitive in comparisonsa____
other suppliers. We'ra canfidani that these pens will sell very well in your market, and customer feedback on
the 800C is amongst the bestwe have .. . had,

If you hawe amy % ... questions, please do nat hesitate to contact me.

[~

vague language. Compiete the table with the phrases from the box.

When we write or speak it can sound strange to give a very exact figure. Instead we use

| alictle over 50%  almose 50%  ader-meorethenr50%  around 50%  far less chan 50%
: considerably more than 50%  much less than 50%  nearly 50%  slightly more than 50%

- roughly 50%

70% 1a) .4 {ot mare than 0% )
54% by L
48-52% by
46% 4b} ..
30% 1.

£ Compilete the words in each sentence with the missing letters.

B

W

This year’s sales were €5.5m — thav's a lLdf2_ . o.uver..... last years figure of €3.2m.

This year’s sales were €3 9m - thatsmu. . . ... 1 the........ last year's Agure of €5.2m.
This year's sales were €7.9m - thatsa, . o 50% up on last year’s figure,
This year's sales were €7.6m ~ that's n .y 50% up on last year's Aigure.

This year’s sales were €5.5m — thac’s sl. M Cee . laSE year's figure of €5.2m.

This year’s sales were £5.1m — char’s r. . the same . ... last year’s hgure.




Sentence structure

Read the information about sentence seructure.

A simple affirmative sentence in English rypically has the order Subject + Verb + Object. Each part
can be a phrase cather than a single word:

A Oby

] Thistepors | | will anglyse ] jfas:yaar'smgec,_}

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

l j mloalarggfarward—[ ’ toowmmg_' ' in Munich | ' next vgnth. r
Sub Adv {where) Adv (when}
Sals _.H_*H__J-““” .
| over 10% in Hu last yem' a::ebjem Ly
Adv {how} Adv {where) Adv {when)

Now rewrite the sentences (1-4) below with the correct word order. Start sentences with
a capital lerrer.

I me youmay remember. we business cards last week at the Trade Fair exchanged.

Read the information on making complex sentences.

You can make complex sentences by combining simple ones:

i ] i amm Sovry W0 say ] Ir' 1 can’t accept your invitation on this secasi ! e ‘I |
Sub V,, - : e casion L
| hope tomake | another mip 1 Paris when | have more dme laer dis your.
| ho ) | |
Vb Chr Adv {when)

» There are two main ¢lauses, joined by the linking word *but".
« The phrase I can’t ... occasion is a full clause, with a subject, verb, object and adverb.
» The phrase | have ... year is a full clause, with a subject, verb, object and adverbh.



Now rewrite sentences ( [+5) with the correct word order,

1 [am writing t let you know from Head Office in Munich [ am coming o visit next month

that your offices in Moscow.

2 This will be in Central Europe part of a visit 1o all oue subsidiaries ¢hac Iam making.

3 o consult with you 1 will take the opportunity  about our serategic plan  for Cenreal Europe,

which for some time we have heen working on.

4 ! would also like our production facilicy while [ am in Moscow o visit and if there is time,
as well some of the local suppliers.

Put the lines in the emails below into the correct order.

Email 1 Email 2

| am writing to chank you ..J, Thank you for taking the time to attend 1.

The meetings were very productive, and 4, Unfortunately, we have to inform you that
As well as the business side of things, 7. As we mentioned in the intesview, we had 3.
The next time that you are in Munich, /f While we were impressed with your interview, A,
Please give my regards .. ... We appreciate yout ingerest in 12

for your hospitalicy ... many applicants for this position ..

duning my recent trip to Paris. your application has not been successful. |

[ really appreciated che cime you cook . an interview with us last week. .. ...

| am sure that they lay the basis for . we did not feel

to show me Notre Dame, and working with us, .

to your colleagues in che Paris office, . that you have the necessary skills .

the wonderful mesl thar we had afrerwards. |, and we would Tike to take this opportunicy .

a good long-term business relationship. ... and experience for the position. ___

it will be my pleasure to return your kindness. .. and che standacd of candidares was very hugh.

it was a great pleasure to meet them all. [3 to wish you every success in the future. [



Common mistakes

Correct the mistake in each sentence.

—_
—_ 0 0 o=k G W R W R e

| 4
13
14
15

Tamweite with regard to your tecenc email. L am. writing .

Please send me your comments until Friday ar che larest.

I will be grateful if you could send me more informarion.
Please find attach my ceporr, as promised in Friday's meeting.
| hope we can to meet Up $000. ...

I laok forward o receiving this mformanon S0 $00N. 35 posslble
I’m sorry [ haven’s written for ages, buc [ been really busy.

[t will be more bester for me if we meet on Tuesday rather than Monday. .. .. o

Can we meec at 8 Feb ar 14.30 instead?
Somy, [ don't can help vou on this matter.

If you require any further informations, please do not hwtar.e 0 COMTACE (D€ e,

{ look forward to meet you next week. ...

[ am really appreciate your kindness during my stay in London.
At the meeting we will discuss the follow poines. ...

I'm afraid but we haven't received vour payment yer. | ...

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

LI Y I = T R L L

With referenj:eﬁour email sent & June, ...

Thank you sending me the catalogue I requested.
We are writing o inform thar ...

We are able confirm chac ...

1 apologise the delay.

1 would appreciare if you could ...

FPlease get back me if there’s anything else.

What time would convenienr for you?

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

I look forward to hearing you soon.

1've auached a copy the latest sales figures.

Thank you for the invitation visit your company.
With reference your enguiry, I've attached all the information you need.




Each paragraph in the emails below has three mistakes. Correct the mistakes.

Email 1

It was a pleasure io meet you in Budapest kst week and | would (ke to thank you for your interest in our
office products. You mentioned that you were goingK\risit Turkey soon, and when you do | like to myite you
to visit our factory cutside Istanbu. We would be very pleased to showing you round qur new factory and
modamn production facililies,

As you would befrig our guest, we would of course arrange for you to stay in a good hote! and take you
out o dinner. Please to let me inow when you have finalised your travel plans. | Inok forward to see you n
Turkey in the noar future.

Email 2

You will all be aware that we been interviewing candidates for the position of Marketing Diractor, | am now
pleased to inform that we have appointed an excelient candidate, Simone Verhart. Simone has worked In
marketing for over fifteen years and | am sure that she will be a valsable member of team.

1 wiukd ke to invite you a short kinchiime: reception in Confersnce Room 2 next Tuesday 5 Feb where
you will have chance lo meel Simone on an informal basis, Refrashmenis will be available. Please ket me
fmow if you can came so that | can lo estirmate numbers.

Email 3

| am write re ur order for 1,000 pleces of fooiwear, reference VIK893. The money was lransfer to your
account on 23 January and we yel haven't received the goods. You promised in your email of 15 Dec that
you woukd ship within 7 days of a fim order.

1 called your office this moming but the secrelary told that you were away uniil tomomow (Thursday).
Please call me at the moming and ket me know what is happening. We have customers waiting for these
piaces and the deday is causing us for to lose business.

Email 4
It has been brought to my attention that security in the building is net so good 25 it could be. As you may be i

awarz, ona of our sacretares had her bag stolen yesterday, In the light of this, | would like to remember you
{0 take care of your personsl possessions, particular at those times of the day when the building is not busy.
| am going to prepare @ raport on how security cowld be improved, and | could be grateful for any

suggestions that you have, Please email me with your ideas by the end of naxt week at the later. | also have !

a word with our securily staff in receplion to see if there are any procedures we can improve there,

L

|1
L

|
|
ol




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 c) twe commas.

A full stop () is used at the end of a senrence.

A comma (,} is used:

» like a brief pause in speech, ro make the sentence easier to read.

= o separate words in a list {except for the last two items where we use and).
» after many linking words that come at the beginning of a sentence {like Howaver).
Capital letters {alse called ‘upper case’ letters) are used:

¢ 10 begin a sentence.

o for names of people, places, svents and organisations.

+ for job titles.

+ for nationalities and languages.

+ for calendar informacion like days, months etc.

| cear antoine curi :

i i & the sales manager for genetech a smal biatechnology company based in cologne i attended your
[1|  presentaion at ihe eurctech conferanca in paris In noverber and we met briefly afterwards here is the
i||  information i said i wowd send including our latest annual report i hape it s of interest

il bestregards

: michael breiz

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

An aposteophe () is useds
= in shott forms to show thar one or more lecters have been left our
» before the possessive -s 1o show ownership or the relanonship between people

: ‘ hi jean — how are you? thanks for your email about mr williams. in fact im meeting fim on friday 16 march.
were maeting in his brussefs office and im a bit nervous about It bacause i dont spesk french very welll hes
‘ the marketing director of the company and reports directly o the ceo. its going to be an interesting meeting
Ii and i havent been to belgium bafore so im looking forward to it. anyway ill be in touch when | get back. |



€ Review the rules for colons and semi-colons. Then rewrite the email, putting in a) capital
lecters, b) apostrophes, ¢} two commas, d} one colon and &) two semi-colons.

A colon (2} is used o introduce items in a lisc.
A semi-colon (;) is used co separate long items in a list, particularly if there are commas inside some
items. It is also used to join two sentences wirh a related meaning (chis is rare).

Angela — have you read johns report yet? i think its main conclusions are comsct, this s basically what hes
saying sales are flat and have been so for months theres no new products in the pipeline despite our large
| r&d budget and our share prica is at its lowest point since last november. i hope the board take it seriousty.

0 How good is your spelling? If you have a spell-checker that works with email then it is not
really a problem, but many people don’t. Underline the spelling mistakes in the email and
write the cotrection below. There ate 30 incorrect words.

i Hi Tim! Thanks for your emal wich | recieved some fime ago. Sormy | havn't replyed befors now, but 've

[|| been realy busy. Actualy, it's good news - 've got a job! [ went for loads of interviews and finaly | was

i sucessful - I'm working for a small indipendent recard company. The job ks very intresting — | help to

; organise tours for the groups, make arangements for there accomodation in the cityes where they play,

| things like that. I've been doing it since the begining of Februry, and its grate — completly difrent to my oid

i job working in a restarant! It's a good oportumity for me. Hopefuly, if the peopel in the company like me, i'l

get more responsabiities and fmere mony, Then | coud even hink about visitiing you in ingland! Anyway,

i keep in tauch, and | look foward 10 seeing you soon.

1. .which 7. o 13 it .. 25
2 L4 20
S5, 21
16 L22.
17 o 23

..... 18 v 24




A customer-supplier sequence

Match the words (1-5} with the definitions (a—e).

1 acomplaint . a) a request to send goods

2 aninvoice ... b} a request for general information

3 aquodrion . c) a request for payment

4 aninguiry ... d) somerhing you say ot write when you are not sausfied

5 anorder ... e} a document giving detailed informarion abour the cost of something
Find:

6 three documents above sent by the customer to the supplier .. f...[ ..

7 two documents above sent by the supplier to the customer ___/_....

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

I acomplaint  information  enivguiey  an invoice {with the goods)
] anorder  the problem 2 quotation  the quotation

The customer... The supplier.--
f ¥
Lmakes ... gLy T 2 SRS e s ¢ e
F TBQUESES o ¢ e 1 s -~
TR 4 iVEs e o
5 makes .. -
T 6 SRS e ot et
7 mMAKeS o s e
T B 50LVES e s s s

Below you will see eight emails between a supplier of ornamental plants and a hotel
manager. Put them into the correct order. Section B will help you.

{a} Thank you for your email received today. We supply ang maintain large, omamenial plants for hotel H

Hi
lgbbies and company recepiion areas. We have been in business for mone than ten years and have
some of the city's biggest hotsls among our chents. Please see the attached document for morg delails
of our products and prices. K you need any more information, please lel me know.
{b} | saw your advertisement in a recent copy of Hotsl and Catering Monthly. | am interesied in your Plant Il =l
Solutions service for hotel obbies. Please send more details. d
! {e) Your visit to our hotel last Tuesday was very useful, and } now have the agreement of my fine manager

10 o anead with the contract. 1 am attaching our order as a Waord file. Please acknowledge receipt of
this email and give us a delivery date. |




i {d) Further to your lest emall, | am happy to provide you with Ihé information you need:

; On an ordar far twelve plants we coukd not give any discount, We belisve our prices are very
| ocompatitive and offer axcellent value for money.

Our tenms of payment are one month's charges in advance.

Yes, it would be useful to come to the site. s next Tuesday moming at 10am convenient for you?lcan —j
| usé lhe opporunity to clarify any cther questions that you might have,

{s) 1 am wiiting atout a visit by one of your maintenance staif earfier taday. He left a lot of water on the
: carpals where e had waiered the plants. This was not the high standard of sarvice that we have come
i {o expect from you in the past.

I Thanks for your prompt repiy. | am interasted in obtaining four farge planis for our lobby (varisty

i ‘Grandifolia’} and a further eight for the restaurani area {varisty ‘Graciosa’). Would you give a discount
on an ondsr of this size? Also, can you state your terms of payment as | could not find these on the

| document you attached? One final thing — do you need to coma to the ste 1o see if there is sufficient ||
light? OQur address is balow. |

{g) We are very sorry to hear that the service you received from our company was nok up o the usual T
standard, Unfortunately, a lot of our regular maintenance staff have been il recently and we had to
employ temporary workers. We appreciate the time you have taken lo bring this matter ko qur atiention,

‘ and as wa value our good customer refations, we ara willing to give you one week's free maitenancs. |

i apologise again for any inconveniencs caused.

=4

Htis now 28 days since you accepted delivery of aur planis. We attach an Invoice for naxt month's
charges. Piease: pay this asap. Thank you.

T

Email order: [ | & 2o 3, 4 5 e BT 8

Find a word or phrase from the emails which mean:

10 provide people with something that they need. (email B SHELLY o
words or pictures that try w persuade people to buy a product. (email b) .,

to tefl someone in writing that you have received something. (email ¢} . .

2 good relationship between quality (or quancicy) and price. (emaild) .. . . .
a levet of quality, skill or abilicy. (email &)

the conditions in an agreement or tegal document. (email £ . .
prepated. (emailg) . . ...
the amount of money you have to pay for somerhing. {emailh) _ .

L = R



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 gor the contact.

Something abour your company, and why you are writing.

Orher specificfunusual questions.

1

2

3 General request for informarion.

4

5 Close, perhaps including a reference to future business.

Thanks, referring to the dace.

Say what you are attaching,

Highlighr one or two key points.

Answer any specific gquestions.

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

Reply

L R

2) We are a distributor of kitchen products in Hungary. We are interested in ... .. Jaguitg..2..
b) 1 am attaching our cumrent catalogue and price list as a pdf file.
c) 1 look forward o an early reply, and am sure that there is a market for your

products here in Hungary.. ™~
d} Could you also provide decails of your delivery times, and whether there is

any minimum order.
e} Thank you for your email of 4 June inquiring about our preducrs.

) You will note chat our line of MagicMix food processors is on special offer.

g} Please send us information about your product range, including a price lisc.

h} We mer last Thuesday on your scand at the Munich Trade Faic

i1 If you need any further information, please do not hesitate to contact me.

71 We dispacch the goods within 24 hours of a firm order, and for first-time
customers our minitum order is €5 000,

B Put paragraphs (a—e) in the emails below in the correct order. Section A will help you.

[a) We are a Turkizh company sxpording to the EL, and need a firm of lawyers in France to represent us on

| some legal matters. I

[b} In particular, we would ke to know your experience in dealing with disputes betwaen cempanies |
involved in importexporl.

[&) 1 am emailing you off your website, which | found through Google.

[d} An early reply would be greatly appreciated.

{e) We would be gratefid for some infiormation about the: legal services thal your firm offers.

Paragraph order: 1 2 3 4 5



(a} We feel sure that we will be abla to represant your interests here in France. May | suggest that | cail you
al your conveniancs 1o discuss the matter further? Please let ma know when would be & convenlent
time. 1 look forward fo hearing from you s00n.

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

fe) You will also note that we have rapresented several Turddsh companies, including one of Turkey's major
tenctiia exporters. Naturally, our experience in this field includes resabving contractual disputes,

{dl You will see that we give a lisl of our recent clients, and that the list includes many wel-known company
names.

{e} 1 am atiaching a document that gives full datails of the range of service we offer.

ki

Paragraph orde: 6 ... 7 ... |- T S 10 ...

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

|accepn|'quotation apologisefinconvenience assurefprompr  seesshedfdelay correcrfamend
discountfrepear  dispatched/fitm first-time/pre-payment notefrecords  processedferack
cemporarily/stock  wouldfgrateful

T Please rerurn the a#4ached. form asap so that your order can be processed without any

delay_.
2 We be . ... if you could supply bank references.
3 Quroormal eerms for,, ., . .. customersare 30%
4 [ have spoken to my line manager, and we are pleased o offer a small .. on this
occasion in the hope thatitwill lead o . ... orders.
5 The goods will be v 3 days from receipt of a .
6 We oo you that your order will have cur ..., ., . attention,
T We ... your . Please ship ac the fiest available opporwunicy.
8 Your order has been . You can shipping details on our
website.
9 We . fromaour ... thar paymentr of invoice 5718 is still
outstanding.
10 Weare. cwouraf o of chis item, but we expect new supplies
shortly.
11 We for any e, which may have been caused.
12 The . vavn e informarion is given below. Please . vyour cecords

accordingly.



20 Discussing and agreeing terms

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

1 discount ... a} the conditions of a sales contract

2 credic ... b) cthe cost of delivery

3 delivery time ... ¢} the smallest number of irems chat can be supplied

4 terms of payment ... d) =z reduction in price

5 minirum order ... ) how long the goods will take ro arrive

6 guaranteefwarrancy ... f) the correct way of doing something

7 transpore costs .. g} an asrangement o buy goods and pay for them later
8 procedure .., h) a promise to repair a product or replace it

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

2 cancelfconfirm/make/placefreceive
10 accept/increase/make/rejectfwithdraw ...
11 keep tofmake/negotiatefreachisign ..
12 acceptfagree onfindfreach/suggest

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

Email 1
Dear Ms Newman .
Thank you for sending your current catalogue and price ™ifst last week, We are Interestad in

purchasing 5,000 @y, ofpmductrefTGB?mdNDUofproductrefKBOﬂ However, there are

unecrmmmgswewnuldllketodmfg,rbeforegungmeadwlrhaﬁrmmn .

| 1 Do you give any * g
2 Would you be ®pr . T Qur normal

_.ofpaymenlares{)daysaﬂerdslwery, mdwecanofcoursesuppdyahank

?

3 We &an find no menuon of dall\rety times in your gocumentation. We need these items by lhe end of

October at the "fa_
Kwecan™r . an agreement on these matters, we are sure that we can do more business
with you in the future. We are a®@w -k company that has been in the market
for over twenty years.
Wa fook forward 10 hearing from you soon.
Pavel Witkiawicz

(T3]




Email 2

i Dear Mr Witkiewicz

Thank you for your emai of 2 August inquiring about & possibke order for our products ref nos. TGET and
KB00. | will go Ihrough your questions in order,

1 it ... . todiscounts, we would be fhappy to ket you have a discount of 5% on an order of

... 10 your request for credit, unfortunately, we are not able to offer 50 days credit to

e . customers. Howsver, | am sure we can find an acceplable

- In view of your repulalion in the market, our eredit ey
department will agree on 30 days, with no pre-payment necessary. Qur nomal !‘“pm ___________________________ _isho
check alf bank guaranlees, so we wil be requiring 9y details if you decide to go shead
with you order.

3 Youw final question is about defivery limes. We can supply the items you require directly from
gt .. + and the guods will leave our warshouse: within 3 working days of a firm order.

Please also note Ihat wa have recently improved the functionality of our website, and il is now pussible to

@ipf an order on-fine. Atematively, you can print out the attached order form. Just

4. ... Tt i1 @Nd reten it Lo us by mail.

I have arranged for a member of our customer services ¢ 1o give you a call later in the

week. They will be able to 24d with any furthar points.

Thank you for your interast in our products.

Sylvia Newman

I

Underline the correct prepositions in each sentence.

Thank you forfabout your interest in our products.

We arve incerested infto purchasing 5,000 unics.

Do you give discounts tofon an order of this size?

We will be happy to deal tfwith any further questions.

Is it pussible o buy the goods onfwith credic?

We need these items undilfby the end of October at the latest.

We need o reach agreerment onffor chis macter as soon as possible,

We have 20 items onfin order from you.

Thank you for your email about a possible order bryifor our products.

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

We offer a discount offby 5%,

With regard to your request forfof 60 days credir, unfortunately we are not able to do this.
13 There are one or two things tw clarify before going sheadfin front with an order.
14 Our company has been onfin the marker for over forty years.

15 This product has been anfin the markes for over a year,

L6 We are prepared tw compromise atfover the question of transport coses.

17 We can supply the items you require directly offfrom stock.

18 The goods will ieave our warehouse withinfundl 3 working days of a firm order.

—_——
[ Y- R - N T T N
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Asking for payment

Make complete sentences by using one phrase from each column, The first one has been

done for you.

1 | wish to draw an overdue payment 1o continue.

2 There is \ be allowed to my rwo previous ermails.
3 We are concerned that your attention / o recover the money.

4 This sicoarion cannot the marter has not yet oL YOUL ACCOUD,

5 We must urge you to take youE cooperation received your attention.

6 We have still not but 1o rake legal action the outstanding sum.

7 We shall have no aiternative received payment for in resolving this matter.

8 We would appreciate immediate action o settle your account.

Note: overdue and ousstanding both mean: ‘not yer paid’; 1o serde means 'to pay the meoney you owe'.

Read the emails below. Which email is the:

first veminder ... second reminder ... third reminder .. final demand ...

Email 1

Following my emails of [DATE/S] | must inform you that we have still not received payment for the
outstanding sum of €4,500. Unless we recsive payment within seven days we shall have no aftsmative but
{0 1ake legal action to recover the money.

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

Email 2

1 wish to draw your atlention to my previous emails of [DATES] aboul the overdue payment on your
account. We are very concemed that the matter has nat yet received your attention.

Clearty, this siualion cannot be alowed to continue, and we must urge you bo fake immediate action to
seife your account,

Email 3

According o our records, the sum of €4,500 is st outstanding an your account.
We trust that our sarvice was to your satisfaction, and we would appreciate your cooperation in resohing
this matter as soon a3 possibie.

Email 4

On [DATES] | wrete to you regarding your company’s unpaid account, amounting to €4.500.
May we please remind you that this amourt is siill outstanding, We would be grateful to receive a bank
transfer In full setlement without further defay.

i CIC S i




C  Tick {v) the most polite form, a} or b).

1a} This invoice should be paid immediately, ..
b) You raust pay this invoice immediarely. .
2a) You have not paid invoice JK387.
b) We note from our records thar invoice JK387 has not been paid. ...
3a) This ourstanding balance is now overdue. ___
b} Your curstanding balance is now overdue. .. .,
4a} Please send a bank transfer to clear this amount. __
b} Please sand a bank transfer 1o clear this amount. [f you have already dealr with this matter, then
please disregard this email.

Nore: the first reminder should be polite 2nd impersonal — don't assume your customer has no
inrention of paying.

Complete the emails with the phrases from the box.

E concerning 2 payment  forward the payment  further delay  have still not received
| now two months overdue  shall have no alremative  shouid have been cleared
| the ourstanding sum  to setrle your account

First reminder

‘ We are wriling to you it of £12,600 for nvoice number KJETE which is

[l now overdue. A copy of the invoice is attached.

i This 1 " by the and of last month. Please send a bank transfer [

i = . Or an explanation of why the balance is still outstanding. If you

‘ have already dealt with this matter, pleasa disregard this email.

Second reminder
With reference to my email of 21 March, | must inform you that we ... ............._....ooooooovororer |
payment to clear the balance on your account, | am sure you are aware that fate payments create problems |
for us. Ya would appreciate payment of 9 without &

H you have any quanes on |his matter, please do not hesitate to contact me. Thank you for your
cooperation.

Final demand
I wrate to yous on 21 March and 7 Apel regarding the balance of €12,600 on your account. | atlach copies
of both emails. This sumis @ . Wa are very concemed thal the matter
has not yet received your attenlion, Please ® withinn seven days.
If wee do not receive payment from you, we @ but to Lake legal action

<]b]

to recaver the full amount,
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Describing business trends

Review the language of trends.

L

Comelete che pairs of oppostres with the words from the box.

a) wgoupfw ..ga....d;zwn 2) toincrease [0 . o i_b:&own fall

by rorise fto. £) ogrow/tw . | bestable  get worse !
¢} to improve fro . g wbeupfto, | decrease  ge-dewm |
d} o reach a peak f o h to fuceace fto ... |shrink hit a low |
Complete these irregular verb forms.

go-weftf —g.. .. fse—ro__..-~fi.. EOW-gL_.. Bl fall - fe.....-fa... .

Complere the sentences with one of chese words: gradually, sharphy, significanty, shighly, slowly, steadily.

a) Sales increased .,.,,ﬁfxzm.(g__ (not fast}  dY Sales increased . .............. (slowly over a long time)
b) Sales increased . ... ... {suddenly) e} Salesincreased . . . {noticeably)
) Sales increased ... . .....(alitde) B} Sales increased ... {gradually and regulariy}

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

to improve gradually < agrad.. ... impro, ... o growslowly = sl ... gL

Complete the sentences with one of these words: by, by, for, from, in, of, since, to.

a} Sales increased ... .. . 3%. (after a verb)

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

¢) There wasa 3% increase _ __ sales. (after 2 nown and before the wopic}

d) Sales increased ... 15,000 17,500 — so they increased ... 2,500.

¢] Sales have been increasing . ........ January {point in time) / ... . six months {period of Gme).

Ungderline the correct words in the email.

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

Al the start of the quarter sales staod Minder $25 million. Then they Brose/ised over the thres months
o/t $27.6 milion - an increase Wby/of around 12%.

It's even batter if you look at the year-on-year quaniiies/igures. Last year sales increased hywith only
5% over the same quarter.

The Irend is alst qood for the rest of this year. We're looking at Msfead/stesdily ®growing/growth going
forward.

Congralutations are due o everyone. However, there is a downside. Market share is not growing as fast as
sales. In fact, its baen more of less stable Wfarsince the last few years Matwith around 18%. in a
i"rapidirapidly growing markel aur compefitors have benefited as much a3 us, and in the future we must
%y watchAvaich this very closely,

| look forward to hearing your comiments. Regards, Mark




C  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.

]

-are likelyro  could couldnot 1 expect  [doubt Fresure  may noc
llight mighr ot won't probably  probably won't  won't
v ! X

]:_)eﬁnite Sales will definitely increase. Sales defmitely (2) .. increase.
(1) . L. suve.. thatsales will incesase. | I'm certain that sales won't increase.

Probable ' (3) vt cvrereens o thaC sales will increase. | Sales (4) e v, IDCTEASE,
that sales will increase.

Sales (5) ... __._increase. {6)
Possible | Sales (7} Sales {8) ... increase.
Sales (9) ... Sales (10) ... .. increase.

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

11 We expect/would like a) 1o increase sales next year.
12 We expectiwould like/hopefintead/planfwant b) sales will increase next year.
13 We expect/chink/hope/believefimagine/predictforecast c) sales to increase nexr year,

Note: we can usually use wil o going to ro make predictions and there 1s very lirle difference.
However, if there is scrong evidence in the present sicuation then going 0 is more common.

I think salos will probably mcrease next year.  {it's my general belief)
1 think sales are going to increase next vear. (| am looking at some figures right now)

D Underlige the correct words or phrases in the email.

Petra - thanks for your comments on the second quarter results. You asked me for iy thoughts about the
longer term, so here thay are;

Sakes are Mpossitie/likely 10 end this year Pwith/af about $34m, | think that profits Mo icrease/wil increasse
at an even faster rate, dus o our racent cosi-cutting measures,

Next year the situation is a lot more Fluncertain/unifely. This is because of the genaral economic climate in
which we are operating. inflation Mwil prebabiyprobably will start to rise, and | think the Central Bank is
planning Minterest rates io raisedo raisa inferest rafes as a resull, That's bad news for us, Our dabt
repayments to the bank are Mikellikely lo go up Bconsiderabconsiderable,

Unemployment is also o increassfincreasing. Eventually this (imight be/might have a impact on
consumer sentiment, afhough the rate of increase is quite slow and we Mprobably wor Bwon't probably be
in such a bad situation as during the last recession,

We can discuss this tomorrow In more detail, | have to feave naw — { didn't bring my umbralla and il looks
like 1124t willit's going to rain! Mark.

4D
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Cause, effect, contrast

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

jas  because due  fiom  in of of therefore to :oi

Cause = Effect
1 O new marketing campaign should lead ... .../ result oo | create a big increase in sales.
2 Mexe month we will start a new marketing campaign. 50,/ ...t { Becawse of this, | ... .. @

result, we should see a big increase in sales.

Effect & Cause

3 The big increase in sales last monch vesulbed L fwasaresde ... {was because

o fwasdue our new marketing camgaign.

. to our new matkering campaign.

Note: "We saw a big increase in sales last month because we had a new matketing campaign.’ (NOT
bocase—pbwetad .}

Note: using sofsuch o express cause

so + adjective (+ that): Cur campaign was so successful {that) we ...
such + noun (+ thatk Our campaign wes stech g success {that) we ...
such + adjective + noun (+ thar): It was such g successful compaipn (that) we ...

Underline the correct words or phrases in the email.

Peira, I've had Mso/such 2 busy week, but finally T've had 2 chanos to talk to Marketing and look at the

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

. Themarketasamoleisgmwing.andmasaresuwwcauseofwehavebweﬁiadalongwﬂha{lwother
compelitors.

il - However, this fact alone cannot expiain why sales are growing ®isa/such st If you 1ok at the figures

you'l see that much of the increase is Hidue tofresult from the success of just two products, Viva and

Avanti, We had a big advertising campaign for Viva before Christmas, which Srgsulted tofled fo the peak

In sales in December. Avanii on the other hand has been seliing well throughout the year, probably

Whecause offbecavse it already has 2 good repulation in the market.

| + Wae musl make Sure that our new lines are aqually successhl, MSo/As a resull of, somenne needs 10
prepare a detailed marketing plan and circulate it lo sveryone. Jim should probably deal with this
hacause offbecavse his work on Viva and Avanti. 't suggest it to him.

Hope this is heipful, Mark.

[ ]

A




C Coraplete the words in each sentence with the missing letters.

1 Sales increased, thou gfl falth _ _ _ _ marker share remained the sarme.

2 Sales increased, where _ _ fwhi _ _ macket share remained the same.

3 Marker share remained che same insp _ _ _ offdes _ _ _ _ the increase in sales.

4 Ins____ offDe_ ____ the increase in sales, marker share remained the same.

5 Inspiteofthefa__ th_ _ sales increased, market share remained the same.

6 Sales increased. How _ __ _,MNe___ _____ $8/E _ _ n so, market share remained the same.
7 Ewenth_ __ _ market shace cernained the same, saies increased.

8 E___ if ir means reducing prices, we must try to increase market shaye.

Note:

+ Compare althoughfthough with whereas/while. The first two have a strong sense of surprise; the last
two simply compare two facts and emphasise the difference between them.

* In spite offdespite + noun phrase, BUT in spite of the face thar + subject + verh.
« However{Nevertheless are more formal, Bven so is less formal.

» We can use even with disugh and if t make a stronger contrast.

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

1) ASo

2) A have slow
3 A for

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

8) A wend

9} A will

10) A sceadily rise
11} & be due o
12} A asaresult
13} A create
14) A despite

l Japan and icrea over Ihe next faw quarters, ®
I
I
|

B Even if

B have slowly
B with

B perhaps

B improve

B nevertheless
B equal

B forecasting
B will to

B rise steadily
B result of

B whereas

B lead

B whereas

Hiroshi - hare's the sumemary of the market report for East Asia Ihat | promisad you.

right now sales lhere are @

C Despite

C are slow

Chy

C possible

C improvemenc
Cso

C flar

C pravision
Cis going

C rising steadily
C be resulted from
C even if
Cresult o

Cso

* In relation to the long term, we are opfimistic. Our #__ is thal economic growth in the whole region ™. ]
begin to 1 from the stad of next year. This will ™___ labow markel and other structural reforms,
which in our opinion will lake place 03 __ there are Some changes i the government, This growth wil
f1___ many new opportunities, . we will face increasing competition from US and other companies.

D However

D are siowly
Don

D likely

D growing

D as a cesult of
D level

D farecast

D i is possible
D will tise steadily
D because of
D despice

D improve

D even though




24 Complaints

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

iapprecial:e{teplaced attentionfproblem  complainfquality  connecrionfettitude

ide[iveredhlrgentlv dissatisfacrion/received  entidedfreplacement marren’mconuemence
i purchasedfstandard  refundffurther  cermsitreatment unlessfcancel

1
2

=i gnoun

o0

10

11

12

| am writing in ... with the negative ... of 2 member of your staff.

I hope that you will deal wich ehis promptly as it is causing me constderable

The squipment [ ordered has still not beenv ... ., despite my phone call ta you last
week to say that it is needed

Although vou adverrise yourself as a l:op-quallty brand, the product | . R - |
beiow the ..o | expectad.

i am writing to draw your , -3 SN in your cuscomer services section.,
Twould ... itifthe faulty goods could be . .. ... 25 s00m as possible.

about the ... I received

1 wish to complain in the strongest possible ..

from a member of your staff.

1 believe chaclam . . 10 an immediace .,

[ am writing to express my strong ... wuh Lhe goods [ <e e . this moming.
.. [ receive the goods bv the end of this week, | will have no choice but o

C o POy OTeT

lam writingeo ... ...3aboutthe ... of a produce | purchased on-line from

your websire.
linsisconatall ... .. ., otherwise ] will be forced o take the matter ...

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

1
2
3
4
5
6
7

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

You only sent 7 DVDs, in spiteof b} but there were anly T in the box.

Even though I paid for § DVDs, ... ¢) However, there were only 7 in the box

I paid for 8§ DVDs. . d) so [ am refusing o pay your invoice.

| paid for 8 DVDs, .. e} Therefore, [ am refusing o pay your invoice.
Firsely, che quantity of DVDs was incorcecr. f) of the 8 thar | ordered.

You have stll not resolved the problem g} the fact thac | paid for 8.

with the DVDs. __ . ) In addition, two of the covers were Jamaged.

You have srill not resolved the problem
with the DVDs, .



C Complete each phrase with one word. Some letters have been given to help you.

I to write in cosrt20éa n with sch. 6 1o be below che expecred e, . d

2 toneedsth. wr . ..¥ 7 o complain in the strongest possible e

3 wrake thematterfu . ¢ B toexpressscrongdis.. ... . ion with sth.
4 todemandafullre . d 9 o demand an immediate vepl..... . &

5 todrewsbsar..... .. nrosth 10 to cause sb. considerable e, .

D Linking words and phrases are used in complaints to explain your case clearly and
carefully. Complete the tabte with the words/phrases from the box.

'Aboveall Asaresalc Even though  Finally  Firstly Fusthermore  However ]_
[n addition Inconclusion Infacc Inparticular In reality  In spite of the face that
Nevertheless  Taking sverything into considerarion.  Therefors

Adding another poing (like and): 1. Furthatmare.,
Listing points:

Making a contrast {like but):
Making a conerast {like although):
Giving the consequence {like s0):
Giving the most important example:
Saying whart the real sicuation is:

A
/
A
i
I
/
/

W -1 W ok W e

[neroducing the final paragraph:

* Which two phrases are NOT followed immediately by a comma, and can come in the
middle of a sentence as well as ac the beginning?
!

E Underline the most appropriate words or phrases in the email.

i { am wriing to complain aboul Ihe poor service we have recaived from your company. MEirstty/ Thersfors, ] b
the goods you sent were not the ones that we ordered. Our order dated 18 September clearly slated that we
' wanted 1,000 t-shirts. i panticufar/However, we orly received 800, WiNevertheless/Furihermore, we asked
i ¥au lo print our company bogo in the top left comer of the shirts and you have printed it in the centre.

| To make malters warsa, your staff ware very unhelpful when | called. “Even though/Above af, no-one 1ok
responsibllity to sort out the probdem - | was simply passed from persan to person. ®ia factin addition, after
30 minutes | gave up in frustration and ended the call.

The whole matter was treated by your staff as though it was complelely unimportant, ®ir spite of the fact
thatharefore we have been your customers for more than five yess. i parkicularAs & result, we are

' considaring stopping all future business with your company, -
Y| ™Taking sverything inte consideratiot reality, we must insist on an immediate replacement order, lo reach _‘.]
| here within 14 working days, at no cost ta otrselves, i:"
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Apologies

Email

1 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

/11
2112
313
414
5/15
6/16
7
818
919
10/20

emails.

for | on-behotfud

unprofessional conduct / unfortunate behaviour

Please accept my sincere apologies for f I'm really sorry for

You can be sure that / You bave my assurance char

sort out the problem / resolve the matrer to your sarisfaction

'l We will

To compensate for the inconvenience caused / As a friendly gesture
about what happened { regarding the incident

If you have any further queries [ If there’s anything else

please call f do not hesitate 1o contact me

Email 1: formal

I am weiting  on._behalf. of Promotional Products in relation to your recent complaint. | was very
cancerned to leam about the problems you experienced and the

L]

Once again, | hope you will accept my apologies for the inconvenience caused. | very much hope you will
continue 1o 1se our services in the future. * oo et e e 11 00 :

.......................... of our sakes staff, & everything that
happened, and thank you for bringing it io my atienfion, @ i
{will . B
® send replacement items immedrately, at our expense, and | will personally make

sure that the order is cormmect, we wil also send you

a credit note fo be used against any items In cur catalogue. | have already spoken to the sales staff

involved ¥ andt wa ara making sure that in the future

all customer complaints are dealt with in a polite and helpful manner,

..., Gy direct line given below.

=)

Email 2: informal

Laura, 'm writing o' fi2. .. all our family to say thank you very much for letting us stay af your
seaside house at the weekend, we really enjoved it. By now you have probably heard from your neighbours
about the 12, ..., of miy teenaga son Harry and his friends when

they came back from the pub late on Saturday night, “’}
all

my son (Y
Once again, | am reaﬂy sorry L

the noise they made, and for the damage lheycaused 10 your neighbour’s garden. “‘“
.. wil do everything possible 1o 19

contact your neighbours directly and offer to pay for any damage. ...

_Il also send them them some flawers and a box of chocolates. 1vea|readyspokento

and he promises it wor't happen again,

— I't be at home at the weekend. 1




B Match the beginnings of the sentences {1-10) with the endings (a=j).

R - R - SR R O P X I

[
L=

Please accepr my a) a replacement immediately.

We're having a wemporary problem b} and get back to you comormow.

We're doing everything we can to €} as a gesture of goodwill.

Can yoy leave it d) for any inconvenience chis has caused.
"t look into the maccer urgently e} hesitate to contacr me.

I'll send you ... f} resolve the issuefsorr it out.

We are sending you a small gifc g) sincere apologies.

[ can assure you that ___, h) this will not happen again.

[ apologise again .__. i} wich me for a day or two!

If you have any furrther queties, do not ___ j) with our software.

Now check the answers, then cover the right hand column and try to remember the endings.

C  Cross out the one word or phrase in italics in each sentence that is not natural.

LU R
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[ am abssluseiyfextremetyfreallyfvery sorry for what has happened.

Thank you for bringing chis issuefmareriolfmacterfproblem 1o my arention.

We can assure you that the ariiclesfgooedsfizems/wares were disparched on rime.

We were sorry to hear that the product was d gedidefecnivelfawdeyfout of work when you received it.
This was due to an aversight when we processed your ovdetfa seike in owr factoryfan inflammation in
our warehouse/circimstances beyond owr conerol.

L am trying o sort it oudfsorr out itfsore the problem outfsort our the problem as a matter of urgency.
Please return the faulty goods, and we will refund youfrepair themfreplace chemfrestore them
immediately, '

We appreciae thar this has caused you considerable inconvenience, but we cannor accept any
breach in the contractidisadvanragefiabilicyresponsibifiey on our part.

D Rewrite the sentences below with the correct word order.

1 Thank you very much this matter for bringing o my attention,

2 I'was very expetienced to learn the problems abour you concetned.

3 Twill look the matter into and get back you ro within the few next days.

4 Once again, accept our apologies please caused for the inconvenience.
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Report structure and key phrases

Match the different sections of a report (1-5) with their definitions {a—¢).

1
2
3
4
3

Incroduction ..
Background ..
Findings ..
Conclusion ..
Recommendations ..

a) The *bady of the report: a presentation of arguments and evidence,

b) The subject of the report, who asked for it, why it has been written,

c} Practical suggestions for action, often written as a list or buller poines.
d) The context: whar has happened up to now and the general situarion.
e} A judgment or decision based on the discussion in the ‘body’.

Note: & report may not have all these sections, and in an email a ‘section’ may simply be a single

sentende.

Match the beginnings of the sentences {1-12} with the endings (a—1}.

—
= O D oo N R W R e

12

As requested ar the Board meering ... a) on the Rigures senr o me by different departmencs.
The purpose of the reportis ... b) where cost-cutting measures are necessary.

The report is based | ¢} in table 1, demand has been falling.

| have divided the report ... d) 1o suggest ways to reduce costs.

As can be seen ., e} ineo thres sections.

Thus has led to a situation ... ) of 18 April, here is my reporr.

As mentioned . g} the full reporr and lec me have your comments.
I suggest that the company ... h} are as follows:

My specific recommendations | ... i) o contact me if you have any questions.

Please have a look at i) should be able o cut costs significantly.

Your comments will be circulated k} above, sales are going down.

Please feel free ... I} in nme for the next meeting.

The order of sentences 1-12 follows {more or [ess) the order in which they would be
used. Write the sentence numbers after these section headings:

[neroduction/Background: . .. ... ...

Findings: .. ... .. ..
Conclusion/Fecomme

ndacions: ... ..

Closing comments: ... . . .



Complete the email with the phrases from the box.

| above asfollows  based on the ﬁg;r_es can beseen  divided the report ) :
' identify opportunities  Isuggest that  investigate the possibilicy  led to 4 situation
letme have  make reductions  see section 4. purpose of the report  shows char

Subject: Cost-cutting measures

As requested at the Board meeting of 18 Apr, here is my report, The full raport is attached as a Word
docurment, but | have witen a brief summary below.

Introduction

The

o mho three sections: backgomd' findings and recommendations,
Backaround
Aste i table 1 in the attached document, demand for our products has

been fakiing over the fast year, and sales and profits are both down, Thishas®
... .. where cost-culting measures are necessary,

Thera are three main areas where cost reductions are possible:
+ The marketing budgef is very high. As mentioned ® - . sales are going
! down, but we are st spending large sums on magazine advaﬂ!smg and slreet poster& This is not
: justified.
* Production costs are also high. Tatle 2 in the report ™ . raw material

casts have gone up by 12% over the fast year. We mustﬁnd a way tc bnng lhese down
* We may also have to dismiss a small number of administrative staff, which will be very unpapular,

B s st s s ... OF 1 Tull report for suggestions on how fo proceed.
Recommendafions
! In conclusion, ™ mecurrpmyshouldbeabletowloos&smﬁcanﬂyhy
|| the end of the year. My speafic raoommendabons argm
1 Marketing Dept to % .. .in the adveri! *g budgatof 10% or 15%.
2 Production Deptio " .. ..o Of using diferent suppliers to bring down
: matenals costs.
Hl 3 Head Offce to 09 ... for culting 2 Fmited number of jobs, in case the
: situation delericrates.
ii Please have a look at the full report and 1 your commants by 2 June al

the itest. These will then be circulated to all departmental managers in time for the meefing on 16 June.
Please leal free to contact me if you have any questions.

m(EIE)




27 Linking words and relative clauses

A Firsy, read the information about linking words and phrases. Then read through the email
and underline 18 linking wordsfphrases in it, not including ‘and’, ‘but’ and ‘ot’.

Linking words and phrases join one idea ro another. They help the reader to understand the strucoure

of your argarnent. There are two types:

+ Words in the middle of 2 sentence that join two clauses: and, but, because, so erc.

« Words/phrases at che beginning of a sentence: However, Therefore, In relation to erc. These are often
followed by a comma.

Subject: Arrangements for sales confarence -
Marcia — marty thanks for sending the details of the 185 participants coming to our sales conferance in
November. Here is my repert on the arrangements thal will be necessary.

1 Accommodation

In previous years we have used the Belmont Hotel, [n general, we have atways had good feedback from
delegates on the Belmont. However, |t ks quile far from the confierence centre, and in addition they have
incraased their prices recently. As a result, | am going 1o get an altemative: quote from the York Hotel this
year.

2 Confarence Canlre

I retation to numbers, the hall seats 200 psople, so there shouldn't be any problem. Neveriheless, i we
get a ot of laie bookings wa may naed a bigger hall. | wil mondtor the situation closely. Obviously, if people
| bk sfter the deadline we may have to writs back and say we are full.

i On anolher point, wa need fo maka sure that the amplification system is working properly, as lasl year
several delegates complained that the sound was too low at the back of the hall.

3 Spoakers

Both oulside speakers are confirmed. In particular, the weil-known auther Sandra Srelt has agreed 1o give

a falk on ‘Motivation', and I'm sure it will be very well received.

4 Fooqg and drink

Last year this was a problem. Firstly, we had a lot of complaints about the focd. Secondly, thers wes some
confusion among delegates about whether they should stay in the conference cenire for lunch or go cutside,
In fact, if delegales do wanl to go oulside and get some fresh air it is not a problem. So this year | am going
to get quotes from catering companies for iwo oplions, that is to say one for coffee breaks and snacks only,
and the othar for lunch as well. Alternatively, we could just use the café in the conference centre and not
empioy an outside firm, bui | don't think that will crezte a good impression.

| think thal’s all. Let me knew if there's snything else, especially if you suddenty gel a lot of late bookings.
Bruno

10




Complete the table with the words from the boxes.

Alernatively eg. Fealy Forinstance Instead of Moreover  Nevertheless
On another point ~ On the orher hand  On the whole  Seeendly  Usually

Showing a sequence: Firsdy U Secondly. .. 2 FEinally......
Talking generally: In general 3. 4
Making a contrast: Hoswever 5 &
Adding another point: In addition 7 8
Giving an example: For exampile 9 10
Giving an alternative: Either ...or ... 11 12

Above all  Acmally Asamatteroffact  For this reason  ie. o particular
Obviously Ofcourse  Regarding Thatiswosay Therefore  With reference o

Saying what the real situation is:  Fn fact 14

Saying something is obvious: Clearly 16

Giving the most important point:  Especially 18 .. [
Rephrasing in z different way: In other words 20 .

Giving a resulefeonsequence: As a resule 22 .

Introducing a new ropic: In relarion o 24

MNuores von i bnd more praceec s licking wonds incanie 23, 24 and 30

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 reporc. It describes options for our long-term strategy. (that)

The report thai the. Baard .issued describes. aotions. for.aue. long-leem _stoategy.
2 The Board issued a veport. Lt describes options for our long-term strategy. (which}

The Board . isstied 4. repart which. describes. aptions. for cur long-term. steategy.
3 We interviewed three candidares. They were all very good. (who}

We interviewed .
4 We inrerviewed three candldal‘es They were all very good. (that)

The three .
5 Marketmg Wan to postpone the pmduct laum:h l feel thls isa rmstake {which}

Marketing want .
6 We might need 1o dISI'mSS some workers, These workers are listed below. {who)

The workers _. .
7 One ream's results were parucularly good Thls team should be given a bonus (whose)

The ream .
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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

I

| Subject: My ideas following last Friday's mesling

: in the attached Word documanl you'd find my thoughts about the markefing plan that we discussed in fast
Friday's meeling, and in particular my response to Jenny's points abouf needing a new type of packacing to
appaal bo a younger age group. | think she raised some imponiant issues, and so I'm circulating these ideas
b averyona who was prasent at the meeling. Please insert your comments in the gtfached document and
email it back 1o me a3 s00n as possinle,

Vetsiom 2

Subject: Ideas for packaging
We need a new type of packaging - as we al agreed in the last meeting. My ideas are in the attached ™
document. Comments please asap.

Match the descriptions {1-6) below by underlining the most appropriate version, 1 or 2.

The email is drecr and brief.  Version /2
The email is friendly and shows more respect to the reader.  Version 1f2
The action required is very clear.  Version ({2

1

z

3

4 The exact actien required is oot so clear.  Version [/2

5 Unless the reader knows the writer well, the email could sound a bit aggressive.  Version 1f2
6

There may be two much in the email to write in a busy working day.  Version (/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 may need to change their form.

Subject: Confirmation of our meefing as discussed by phone
I I'm writing regarding our phone call earfier this morming. It was a very useful discussion and 1.am much
i clearer now about your ohjedwes N the end of me call you sugqested a ime and place for our next
i t i £long at 2.00 pm on Tth February, | believe you wil
; f be staying at the hotel al Lmt lime. § sald thal 1 woubd amal you 1o confirm the meeting. Wail, for me the

lime and place is very good — | am free all afternonn, [ took forward 1o seeing vou there at thal time and |

|
|
|
i
|
hope that in the evening you can be my guest for dinner at a good restaurani in Barcedona, !

Subjecr:




C  Cross our 20 words which are not necessary in this email.

J Many thanks for your email which | received yestarday. Tuesday at 10.20 is fine for me as ny 9am meeting
will be finished by then. Can you send me the latest sales figures before the meefing? | foak forward to
I seaing you there,

D Cross out 20 words which are not necessary in this email.

]
I
a visit to Hungary. Plaase direct all questions that you have I Helga in my absence.

E  Underline the key words then rewrite the email. The maximum length is 60 words,

including the subject line.

Many tharks for getting in touch last week and sending me al the information about market changes in the
Ballic States. It was really useful, particulary the graphs about expacted demand for consumer products
aver the next five years. I'va forwarded your email to our representative in Estonia, Kristz Kivel. She has
Juist taken over from Doris Kareva, who | think you met in Stutigart. Would you be interested in giving a
presentation al our Head Gifioe on the whole poltical and ecanomic background in the region? 'm sure the
Board would be interested as we may be making some large investments there in the near fullre,

‘ Subject: Your info ré markat develapments in Ihe Baltic States
[

Subjects o

am writing to all my colleagues 1o let you know tat | will be away from my office from 14-21 Mavember on ||

F  Undedline the key words then rewrite the email. The maximum length is 60 words,
including the subject line.

|||  Subiect Thank you for your help at the conference in London
Thank you so much for all your help during the conference an ihe future of the airine industry that |
altended in London fast week. Your help was really appreciated as | had never been to the UK before and
evenything was very new to me! The conference was really interesting. OF course, while | was there | akso
had the great pleasura to meet your UK sales leam. They are a wonderful group of people and | would lie
You o give my best regards o alt of them, As you know, there are plans to bring some of the UK staff over
tere to Dubad at the end of the year to ses how we nm the Dubai office. | look forward to seeing you then.

Subjece:




29 Being indirect and polite

A The short phrases in the table below use standard/neutral language. Complete the table
with the polite/diplomatic phrases from the box.

| Geuld-yeu-pmH'r Do you need any help with Is icall rightif | [ was wondering if you could
I wonder if ] could Perhaps we should Why dont we  Would you like me w
1

Requests (asking somebody else)

Can/Could you ... 1...Could. gon_pessibly..| !
Permission (for yourself)

Can/Could [ ... ? 2 ot i
Offering help

Can I/Shall 1 ... ? 3. . !
Suggesticus

What about {+ -ing)/Shall we ...7 4 . ok !

B  Here are mote ways to make your language polite/diplomatic. Complete the words in each
sentence with the missing letters.

There wiil be a delay. = 1 mafrgid there willbeasm _ . _ delay.
There is a problem. = 2 lrse ___ wehaveasl . ___ problem.

1 disagree. = 3 Ich __ _ there m_ _ be an issue here.

We can’t do that. < 4 Tobeho _ __ ., I'mnots _ _ _ we can do thar,
That gives us very little time. = 5 Act_ ____ ,that does _° _ giveusm _ _ _ nime.
1t will be better to ask Heidi. = 6 Wou . . _'_ it be better to ask Heidi?

That will be very expensive, = 7 Tharmi. _ . bequ._ __. expensive.

That will be very expensive = 8 Tharwon' _ bech ___.

C  Rewrite each sentence with the words in brackets to make them more polite and diplomatic.

Can we meet again next week? {wonderfcould} ...

You've made a mistake on the invoice. {therefseems) . .
The quality is low. (ROt vETY} e oo

Shall | speak to Mr Baker? (would you like] . .
Your estimare for the cost is too low. (mightfa bith . o
We should wair. (wouldntfberter ideal . . . i e

It's a bad idea. {homest/['m not surefgood) ... ...

Let's cancel che project. (perhapsfshould think about) ..

o =3 oW e b o




D Read the situation. Then complete the words in each reply with the missing letters.

Somebody sends you an email: I've just had a greac idea! We coudd have o team meeting every Monday
moming at Sam o plan the week's work. Yoo want to disagree:

I ltsounds. likea good idea, but 'm not sure it would wotk in Pta...........

2 lcansee whatyou'resa_ vhuewh . a.. . the traffic on Menday momings?
3 Wo...... . somepeople find chata i .. early?

4 Tobeho ..., Pmnots___ . that would be conv....... for everybody.

5 but I can see one or cwo problems with chat.

6 . You think SQam wo.__, . beb. !

1 know what you m_
[t a good idea, but d

-3

Lock back at sentences {1-6) and find:

a) four examples of Yes, bur ...

b} a normal question to show doubr
c) o negative questions to show doybt i o,

d) an incroductory phrase to prepare the reader for disagreement

E  Make the emails below more polite or diplomatic by changing the words in italics. Use
techniques from sections A-C,

Luisa, thanks for your email about the new brachure and the attached file with the quote from the printors.
Wt is Pivery expensive. Misn't if a better idea iy contact soma other printing firms and get some akemative
Quotes? After all, “we have bean very unhappy with the quality of their wark on the last few jobs. What do J

r you think? :

L fL seems. .0 think irs 3.

Frank - soiry we didn't have a chance 1o tak yesterday. Actually, | have 9 favour to ask, ®f wonder if you | ||
can have a word with Sandra in Human Resources about when the pasiton of Sales Director is going to be | |
&lvertisad. Tit's dalicate for me, as I'm sure you understand, because there i a chance “f witf be one of :“
the: candidales. Thanks, | it

8. .

wilh you. The prices yois suggest thkrg Mpgg high for the market. Dont you think a lower price (2w ragult

i Steven, thanks for sending the suggestions on how (6 price our new range of actessories. ®f dont agree
| in higher sales and therefore higher profits? Let me know what you think Ir

10 .. . e e e iz
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Being friendly

There are many words and phrases that you can use ac the beginning of a sentence to

sound friendly. Complete the table with the words or phrases from the box below.

.Anyway  Apparently Basically Bytheway Frankly Infact Luckidy Ofcourse |

You heard someching, but are not sure: It seems thas

Somerhing is rrue, but surprising: Acually

Somerhing is obvious or already known: Obviotisly 3.

Bad /gocd forune: Unforumately 4.

Saying what you really chink: To be honest 5.,
Going back to a ropic: WellfSo 6
Changing the topic: AnywayfSo 7.
Summarising with the most important poine: Anyway 8

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, 'm just Sack from india—had a fantastic ime. @ it's probably one of the best

opan for a few more minutes so | couid finish emailing. &, 38“\'33561!"9-"'93"3’
anjoyed myseff. | went b Agra to see the Taj Mzhal, andlalsowenlmmamazhgwidifefeswecaled
Sariska.t® » | did have the usual stomach probiems at the beginning of the trip, but
mlhngtoobad ® » have you heard the news about Anoushka? ®
shesjuslmetagu-,rshsrealhrersandmeyregamngmarriednextwaHnsnamelsWaner Shesorly
knwn hirn for a month. Sara says she met him at a party last week bul he didn't seem very friendly.

o . | always thought Anoushka rushed into things too quickly. What do you think? Don't
youmnkshesab:tyoungtngeinmed"" eevemeermnennenns en + 15 DR Q8CHSION & 1het £nd of tha day.
That's all fer now. Hape to hear from you soon. Byel

holidays 've ever had. Did you get the email | sent from Delhi? | didn’t have much time to write because it
was lale and the owner of the intamet café wanted to cose up for the night, & , he kept it

D]

Note:

+ The words in the gaps make the email sound friendly. Try reading it withour these words — i scill

makes sense, but it is too direct.

+ The words in the gags can help to make the email easier to follow. They show the structure of the

text, how the writer is going w continue.
* The words in the gaps are followed by 2 comma in writing. This is like pausing in speech.




C  Read che email below twice. The second sime you read it, miss out all the words
underlined. What is the difference?

Hi Patiil Thanks for your emal, Your new job sounds really great - [ know that you've wanted fo work as a

graphic designer for ages and ages. and now its finally happened! Al il I

| wall in the job. Well, what about my news? | amived in Prague about a month ago, it was quite dificult at

i|| it Of coursa I couldnt speak the language, and finding 4 place to live wasn't easy. Then my friend Belen
] and | found 2 lovely kitle fiat in the old part of town, fts guite small, but its full of character and we love .
I

I
i

|
|

Fm working as a wailress in 4 cocklail bar, It's okay - | don'l sypoose 1N do it for long, but if's a way to sam
50me money, _rmgm._mats__fqmmlhopeyou‘rewell and gvemyregardstoyourfamlly — especially
& wag 1 g 3 &t your house. All the best, Florencia.

—— =

your mother,

Check your answer in the Answer key at the back of the book.

D Rewrite the email with the words and phrases from the box to make it more friendly. Some
of the words and phrases like reaily, to be honest and First can 20 in several places. You
may also need to change the punctuation in places.

{ Firse, teally  abit  hundredsof  afew lines  all day long 1o be honest i
| as you probably know,  Oh well, that's life!  the nexc chingis  she told me last month i
{ Anyway, that’s all for now  bur writing o you has helped  because ['m sure you'll have great fun |
. Things have been a bit difficul recencly.  but [ think it's best for both of us !

Stefan, just 1o et you know that | can't join you next weskend. I'm somy, but I've alreacly arranged to go to I :
i

Paris. I'nt staying with Bermard in his fiat, and | really nead a break. 've broken Lp with Rosanna. We've

bean having & lot of arguments recently, and she’s going to move fo Hambury, it's a pity. Then, my job. | :‘

!
!
J have a lol of respensibilities in the office and it's quite stressful, We have customers who call and | naver

get a break. I'm somry if | sound depressed, Hope to see you soon. Al the best, Wilhelm. : |




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.

ive got a bit of 2 problem. and 1'd reafly fike your advice. You kmow I'm doing that secratarial course. Wi,
it's really boring and | hate it. I've aiready paid for the course and it runs il he end of June. #Do you have
II any ideas about what | should do? ™Plaass emai me, or give me & call when you gat the chancs.

! Sandra

i Hi Sandra

| ) £'m sorry you're having such & hard time at the moment, but % | think you shoud finish the course as

| you've only gol a few months fo go. You could concentrate on increasing your typing spaed ~ that's atways
: useful,

Teby

i Toby - no, | really hate Ihe course and | don't think | can last il Ihe end of June. #Whal should | do?
Sandra

L1

_ Well, Mwhat about going to a careers advice centre then? Or doing something really different, like travelling
i abroad for a year. #1That way, you could be thinking abaut what you really want 1o do with your life. ®/ think
| it's better thar just giving up the course and daing nothing.

) o} hape v helped a bit,

! Toby

Great idea, Toby! Thanks. I'm off to the travel agent's right now.
Sandra

kI

a) | would really appreciate it if you could wnite back or telephaone me o discuss this matcer further, ac
your convenience, 3

b} I chink it oughe be a good idea o ...

¢} 1 was wondering if you had any ideas about ...

d) Have you thoughr of ... (+ -ing}

e} 'd hike your advice about a problem | have.

) 1 hope | have heen of some help.

g} lchink this option would be preferable to ... {+ -ing)

h} [ was sarry to hear aboue your current difficuleies.

i) This would mean thar .. |

iV Whar would you advise me w do?

* In general, do you think phrases a}j} are more formal or move informal than those in
the emails?



Each phrase below has two words the wrong way round. Correct the mistakes [this flike}

Asking for advice

Opening: 1 T've gor a bic of a problem, and maybe can you help.

Asking for advice: 2 1 was wondering if you had any ideas abour what should [ do.
Closing: 3 Please write and lec know me what you think.

Giving advice

Cpening: 4 I'm sorry vou'te having 2 such hard time at the moment.

Giving advice: 5 Ithink mighe it be a good idea to Anish the course.

Resuit: 6 This would mean thar could you think about whar to do next.
Cptions: 7 I think this oprion would preferable be to just giving up the course.
Clesing: 8 Thope have { been of some help.

Match the beginnings of the sentences {1-14} with the endings {(a—k).

Making a suggestion
% 1think we should .. a) go o an [ralian restaurant for your hirthday.
2 {suggest . b) go o an ltalian restavrane for your birthday?
3 Shallwe {a question)
4 [ think we ought . ¢} 1o go o an Iralian restaurant for your birthday,
5 Perhaps we could | ... d) going o an [calian restaurant for your birthday.
6 How abour ___ 2) going t an Iralian restaucant for your birchday?
7 Whydon'cwe . (a questiom}
8 Lets .

Accepting/Rejecting a suggestion
@ Itsa. . . £} work really well.

10 [rmightbe . %) see one or two problems.

11 { think your 1dea would h} great idea!

12 Pmnotso .. i} chink it would work in practice.

13 [t spunds like a good idea, bur | don'c ..., i) warth mrying.

14 It sounds like a goed idea, buc [ can ..., k) sure aboue your idea.

Complete the sentences by writing one word in each gap.

... we meet ap for lunch one day nexe wesk tovalk .. . . !

I Iwas. v L ifyou .. . . give me some advice.

2 Please email me whenyou . .. ... . achance [dveally .. ¢

3 | cthink you . e e . tmiishi the course. Ies . ... . ... than just giving up.

4 What ... going to a carcers centre as well? [t .. beagood idea.
3

f

I'm not sure your idea widl ... . . . . butics definitely . .. .. ... . teyiog
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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 available for inferview in Naples any weekday
afternoon, and you can email

; {b) as 2 Ward document. You will notice that | have supervised children on a range of sports and cutural
i aciivities as well as dealing

{¢) Dear SirfMadam /' With reference to your advertisement on the JobFinders.com website, | am
interesled in appiying

{d} es1 enjoy working with young psople. | have a lot of energy and enttusiasm and am also responsible
and reliable. | have attached my OV

H {€¢) First Certificate grade A, | would be gratefulif you would consider my applicaion. You wil see ‘ “ l
” {) the travel industry. During the last few summer holidays | have ‘ I“
|| e forthe postaf tourkeader for Halan scho studerts. | m 26 years okt and am currently studying | H |
f H {h) me or telephone me on the number below, | took forward L6 hearing o you soon, Yours Taithfully ‘ H |

! H i} for a diploma in Tourism at Naples University. Afier that | hoge to folliow a career in ‘ ” |

” i} in the job of tour leader, taking students lo London. I fes! that | would be wellsuiled for this job ‘ H'

: I k) to do something more varied and challenging, and for this reason | am interested ’ H'

|| with transport amangements and tickets You wit aiso notce that my English is good and ! have ‘ ”|

: ‘ {m} from my attached CV that two people can be contacted as references, one is a university professor and 1
the other is from

” {n} worked a5 a youth leader in Italy, and | enjoyed the work very much. Maxt summer | would like ] Hl

Log.. 3 F 3. 6. T 8. . 9

0 12, 5. 4.




The email in section A on the previous page is one long paragraph. Show where new

paragraphs could begin by writing a /f symbol in the text. The structure below will help

you.
1 Greeting
2 Reason for writing

7
8

For example: where (and when) you saw the advertisement and which job you are interesred in.
Your backeround and experience

For example: your age (optional); present job andfor studies; your qualifications (or if you are a
seudent what you hope to do in the future); a description of your recent work experience.

The job

For example: mention the skills and personal qualities that make you suitable for chis job.

Refer o vou CV

Ask the reader to look at your CV/Resume, and focus on one or mwo key points.

Final comments

For example: say that you hope your application witl be considered; say who will give you 2
reference; say when you are available for interview; say how you can be conracted.
Suandard final senrence

Formal ending

C Complete the sentences with one of these words: as, at, for, from, in, of, on, to.

1

MDD el how o W ba

el
[ =]

With reference . . ... your advertisement ........... the JobFinders.com website, | am interested
............... applying ... the post of tour leader.

[ have attached my CV | . a Word document.

| am available interview . . Maples.

I'm wotking ... a sales represencative at the moment.

You can email me or telephone me . ... the number given ____. my CV.

[look forwatd ... ..., heanng ... . you soon.

| have a good knowledge ... business adminiseracion. | studied i . university.
I'm unemployed . .. .. che moment. I've been out ... work since the summer.

I'm studying .. .. . adegree ... Enviroomencal Studies.

[ hope to follow a carser . . . the legal profession.

I have been working ... Telekom for one yaar,

l'atrach my CV . requested.
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Basics

Name

Previous contact

Reason for writing

Giving information

Attachments

Asking for information

Requests

Promising action
Ofering help

Final comments

Close

Forma}/Meutral Informal

Drear Mrfivirss Dupuis HifHello Mary

Deear Mary Mary, ... {or no name ar all)
Thank you for your smail of ... Thanks for your email.

Further to your last email, ... R your email, ...

| apologise for ot geeing in Sotty | haven't written for apes,

contact with you before now.

bur I"ve been really busy.

| am wricing in connection with .., Just a shore note abour ...
| arn wricing wich regard o ... 1'm writing abour ...

In reply o your email, here are ... Here’s the ... you wanted.
Your name was given to me by ... ! got your name from ...
We would like 1o point out that ... Please note thae ..

1"t writing to let you dmow that ... Just a note o say ...

We are able w confiern thac ...

We can confiem dhar ..

| am delighted to eell you thac ... Giood news!
We ragret o mborm you that ... Unfortunately, ...
Please find arzached my report. I’ve amtached ...

I'm sending you ... as a pdf file.

Here is che ... you wanted.

Could you give me some information abouc ...

I would like w know ..

I'm inresesred in receivingffinding our ...

Can you tell me a litcle more abour ...

['d like co know ...
Flease send me .

'd be grateful if you could ...

Please could vou ...

[ wonder if you could ... Could you .7

D you think | could have .7 Can | have ...}

Thank you in advance for your help in this matcer.  1'd appreciate your help on this.
Twilt ... ...

"l investigare the marter. Il back ingo it

[ will comtaer your agam shorly, I'll get back to you soon.

Would you like me o0 ...2
If you wish, 1 would be happy 1o ...

Let me know whether you would like me to ...

Do you want me to .7
Shall 1 ...7
Let me know if you'd ke me to ...

Thank you for your help.

Do not hesirare o coneact us again if you

require any furcher informarion.

Pleasa feel free 10 contact me if you have

any questions. My direct line is ...

Thanks again for ...

Let me know if you need anything
else.

Just give me a call if you bave
any questions. by number is ...

L am lpoking forward 1o ... (+ -ing)
Give my regards to ..

Best wishes

Resards

Looking forwasd eo ... [+ -ing)
Best wishes to ...

Speak rofSee you soon,

Bye [for now AL the best




Negotiating a project

Asking for information  What are your wual charges {feesfrates} for ...{
Can you give me some more information about ...}

Requests Do your chink your could ...}
Would you be able o ...

Emphasising a main point My mam concern ar this stage is ...
The main thing for me i ..

Asking for a suggestion  How do you chink we should deal wich this?
What da you think is the best way forward?

Maling a suggestion Why don't you ...7 -
What abouc if we .7

Negotiating: being firm | underseand whar you're saying aboue ... (bug )
[ can see what you're saying, but ...

Negotiating: being flexible We would be prepared 1o ... (if ...}
| am willing 1o ... (if ...}

Megotiating: agrasing Okay, I'm happy with chat for now.
Thar’s fine,

Next steps F'll be in touch again soon with more detzils.
Ler’s talic nexe week and see how things are going.

Closing I ook forward 10 working with you.
' sorry that we couldn't use your secvices chis tims, but 1 hope there will be anocher
QppoTunicy.

Checking understanding

Technical problems Did you ger my fase message sent on .7
Sorry, you forgot to attach che file. Can you send it again?
[ got your email, bur [ can't open the atachment.
Did you mean 1o send chis? | don't want w open it in case it’s £or & virus.

Asking for clavification  I'm not sure what you mean by ... 7 Could you clarify?
Which ... do you mean?
[ don't understand this poine. Can you explam in a litzle more derail?
Are you sure abour char?

Giving clarification Sorry, what | meant was ..., net ..
[ thoughe ..., but | may be wrong,
1l check and ger back to you.
The correct information is given below. Please amend your records accordingly.
Somy, forget my last email. You're right.

Close [ hope this clarifies the sivnation.
Get back to me if there’s anything else.




Arrangements

Meetings

Reason for writing
Sugpesting timefplace

Saying when you aref
are not free

Confieming

Changing arrangements

Close

Invitations

[nviting

Pregare

Accepting

Refusing

Formal/Neutral

Informal

T'en writing to acrange 4 time for our meeting.
What time would be convenient for you?

Just a guick nore 1o acrange a time
o meer. When would suic you?

Could we meet on {day) in (the morming etc.)

at (kime)!

How about {day) ac {rime)?

Are you free sometime next week!

T would be able to attend the meeting on
Thursday moming.

1'm out of the office unsil 2pm.

Any time after thar would be fine.

I'm afraid ! can't manage next Monday.

", free Thursday am.

| won't be around unel after lunch.
Any time sfter char is okay.

Sorry, can't make it next Monday.

I'd like ro confrm ...
That's fine. | will callfemail you romaorrow
to confirm the decails.

Thursday is good for me.

That should be okay. I'll gec back

2 you if there’s a problem.

This is 2o ler you know that | will not be able
to atend che meering nexc Thumsday.

| wander if we could move icre .2

| apodogise for any inconvenisnce caused.

Re our meeting next week, I'm
aftaid [ can'c make Thursday.

How aboor ... inscead!

Sorry for the inconveruence.

| look forward ro meeting you in Brussels,
Let te know if you tieed 10 change
the arrangemenis.

See you in Brussels.

Give me a call if anything chanpes.

We would be very pleased if you could come o ...

T waould like to invite you to ... actend our ...

Please ler me know if you will be able w artend,

F'm writing t invite you to ...
Would you like to come 1o .8

Pleass let me know if you can make it

Before the mesting it would be uzeful i

you could prepare ..
[t would be helpful if you could bring ...

Please prepare .., before che meeting.

Please bring to the meeding ...

Thank vou for your kind invitation.

Thea date you suggese is fine.

| would be delighted o attend the
meeting. 1 am sure it will be very useful.

Tharks 2 lot for the invication.

The date’s fine for me,

I'd love o come oo the meenng. lo

sounds like a grear idea

Thank you for your kind invitation.

Unfornately, | have another appointment
on thac day. Please accept my apologies.

| hope we will have the opportunicy 10 meet
on anather uecasion in the near fucure. | am
sire thar the meering will be a great sucesss,

Tharks a lot for your kind invitation.
Unforrutiarely, [ have something else
in my schadule on that day.

[ hope we can et up soon, Sl

luek with the meering!




Writing styles

Formal/Informal

Example pheases

Formal/Neutral

loformal

Thank you for yout email received 12 Feb,

With regardireference o ...

1 would be graceful if you could ..

We regret 1o advise vou thar ...

Please accepe our apologies for ...

[ was wendering if you could ...

We note that you have nor ...

We would like o remind you tha ..

[t is necessary for me o ..

It is possible that | will .

Would you like me to .

However, ... fIn addltmn, ... { Therefore, ..

IF you require any fucther informarion, please
da not hesitats to contact me.

Fook Forward to meeting you nexe week.

Themks far che email.
Re ...

Please coutd you ...
I'm sory w cell you thar ...
I’ sorey for ...
Could you ...7

Tou haven't ...

Don't forger thar ...
Tneed ..

| mighe ...

Shall [ ...}

Bur, ... f Also, ... { Sq, ...

If you'd like mote details. let me know.

Ses you nexe week,

Larin / A afdus n\ienquuefmformﬁnformatmn
origin obtainfoccupation/pe forovidefrep
requesra’requlrementsfvenﬁr

Direct/Indirect

Reguests

Asking for peemission
Offering help

Making a suggestion

Sofrening a strong
COMMLMENL

hetpfbecause offask/tel)ffaces
erfjobfhave/pveffi
usk forfneedsfcheck (prove)

Drirect

Indirect: police/diplomatic

Can you . !
Please could you ..

Comld you ,..?
L was wondening if you coold ...

Canl_.; Is ix all sighe if 7.2

Could {2 T wonder it T onuld .7
Canlt..? Would you like me .}
Shall [ Do you need any help wick, .2
Whar about __. (+ -ing)? Why don't we .t

Shall we ...f Perhaps we should ¢

There is a problem.
Thac will be very expensive.

W van't do chat.

Tha gives us very lieele time.
[t will be berer ter sk Heidi.
1 Jisigree.

I'm atraid there is a small problem.

It seems thers is a slighe problem.

That might be quite expensive.

Won't thae be a bie expensive?

I'm nut sure we ¢an Jo thar,

Aetually, that doesn' give us muoch time,
Wouldr't it be bereer to ask Hetdi?

T can see what you're saying, but ...
Daon' yuour think dhar .7

Tis be honese, [ think it might be bereer 1o ...




Commercial

Regquest for information (customer)

Saving how you got the conract

Giving reason for writing

General requests

Specific requests

Close

We mert lasr Thursday on your stand ar the Munich Trade Fair,
| am emailing you off your website, which | found chrough Goagle.

F

We are a fprovider of ... . We are wnteresred in .

We are a Turkish comp‘anv exportmg 1o the EU and we need .

We would be graveful for some informarion abour ...
Please send us information about your product range and prices.

L particular, we would like o know ..
Please serid full derails of your prices, discouns, rerms of paymvent and delivery times.,
Could you also say whether dhere is any minimum ocder.

An early reply would be greatly appreciated.
1 look forward 1o an early reply, and am sure chat dhers is 2 markes for your producrs
here in Hungary.

Giving information {supplier)

Thanks

Giving factual information

Saying what you are attaching

Highlighting one or two
key points

A ing specific questi

Close

Thank you for your email of 4 June inguiring about ...

We can quote you a price of ... CIF/FOB lstanbul.

We can deliver by ... {date) { wuchun ... (petiod of time)
The goods will be shipped 3 days from teceipe of a irm order,
We can offer a discount of ... on orders over ... .

We require payment by bank transferflecter of credit.

Qur normal procedure is to ...

Our normal terme For fiese-time cuseomers are .

We con supply the items you require directly from stock.

| am areaching a document thac gives full details of ...
| am arraching eur currene cacalogue and price st ss 2 pdf file.

You will see that ...
You will noce chat our Line of .. is on special offar.

You will also noce that ... . Our experience m this field includes ...

We dispatch the goods within 24 bwours of & firm order, and for fiest-tune customers
our minimum geder is €1,000.

[ am afrard chat model is no longer available. However, ...

We feel sure thac ... . May L sugpest thac [ call you at your convenience o discuss
che matrer further!

If you need anvy fucther informarion. please do not heslrate to contace me. My direct
line is ...




Following up a call {supplier)

Open

Summarising key points

Giving additional information

Saying you will call back

Close

Thank you for taking che time on the telephone this moming to explain ... .

| underseand that you are looking for ... and I am confident thar we can find 2 pood
solution for pout needs.

[ have attached some information about our company, including ...
| have artached a list of some of our clienes, which you will sez inchde ...

As agreed, 1l give you a cail during the last weel: of Seprembes,
[ have made a not to call you again after you've had a chance o ...
Perhaps then it would be a good idea to meer 1o discuss ...

In the meantime, if you would like to discuss any other points, plezse don't hesitate
mw give me a call oo my direec line ... .

Asking for better terms {(customer)

Cpen

Discussing terms

Close

Thank you for sending ... . We are tneerested in ... . However, there ate one or two
chings we would like to clarify befoce going ahead.

Do you give any discount on aa order of this size?
Would you be prepared 1o let us have the goods on credit?
We need these items by ... at the larest.

If we can reach an agreement on these acters we are sure that we can do more
business with you in the fuare.
We lock forward to hearing from you soon.

Replying and agreeing terms (supplier)

Open

Saving yes

Locking for » compromise

Final detatls

Close

Thank you for your email of ... inquiring about a pussible order for ... .

In relazion to ..., we would be happy to let you have ..
[ have spoken to my line manager, and we are able to ... on this cccasion.

With regard 10 ..., unforoanately we are noc able to ... . Howevear, | am sure we can
find an acceptable compromise.
We are prepared o accepr ...

We would be grateful if you could supply bank references.

Please recurn the attached form asap so that your order can be processed withour any
delay.

Please note thar we have recently improved the huncrionality of our websice, md it
is now possible to place an order on-line. Altematively, you can pring out the
attached order form and retuen it 1o us by mail,

| have arranged for 2 membet of our customer services team o give you a call larer
in the week. They will be able to deal wich any further poins.

We hope you find our quotation satisfactory and look forward to receiving your
vrder. We assure you thac It will have our prompr atcention.

If You need any further informarion, do noc hesicate eo contact us.




Making an order (customer)

Open

Close

Thark you for your recent 2mail, and we accept your guotation. Cur complered
order foim 15 attached, and we give full bank decails below.

Please acknowledge receipt of this order.

Confirming an order (supplier)}

Cpen

Close

Your order has heen received.

We can confirm chat your goods have been shipped.

You can track shipping details on our website.

Due ro exceprional demand thess items are remporarily our of stock. We hope 1o be
able w0 ship vour oeder within ... days and will keep you fully informed. We
apologise for any inconvenience dhis may cause.

We are confident thar the goods will meet your sxpectations. Should chere be any
questions, please do oot hesieate ro conecr me, eicher by email or phone.

Asking for payment (supplier)

Firsc repinder ~ open

First reminder — action

Second/Third reminder —
open

Sacond/Third reminder -
action

Final demand — open

Final demand - acrion

We are writing coniceming a payrene of €12,600 for invoice number Kj678 which is
raw averdue. A copy of the invoice is atcached.
According to our records, the sum of €4,500 is still outstanding on your account.

Please send a bank cansfer o settle the account, or an explanation of why the
balance is still outstanding. If you have already deale with this maceer, plesse
disregard this email.

We would appreciate your cooperation in resolving this matter ¢ soun as pussible.

Cr {daee} | wrore so you regarding your company’s unpaid account, amounting w
£4,500. Miay we please remind you thar this amoun is still outstanding.

[ wish 10 draw your attention to my previous emails of {dates) about the overdoe
payment on your account. We are very concerned char the marteer has not yet
received your auention.

We need a bank rransfer in full settlement wichout furcher delay.

Clearly, chis sivuarion cannor be allowed to contitwe, and we must ask yoo to take
immediaze acrion o sectle your account.

If you have arty queties on tdus matter, please do not hesizate o contact me. Thank
you For your cooperation.

Following my emails of {dates) | must inform you thar we have scill not received
payment for the outstanding sum of €4,500,

| wroe to you on (dates) regarding the balance of £12,600 on yoor aceount. T actach
copies of both emails. This sum is now two menehs overdue. We are very
concemed that the matter has not yer received your actention.

Unless we receive payment within seven days, we shall have na altermative but tw
take legal action tw recover the money.
In the meantime, your existing credir facilities have been susperded.




Complaints and apologies

Comgplaining (customer)

Open

Complainc

Request for action

Close

Apologising {supplier)
Open

Apologising
Derying responsibility

Promising action

Compensation

Clase

I am wtiting ...

+-o i connection with my order F36%0 whick armived this mGming.

--- to cotnplain abour the qualicy of 2 product | bought from your websize.

-+ ko complain about the poor service we recsived from YUUT COMpany.

-t draw your actencion to the negative actinude of some people in your customer services
section,

Cur order dated 16 Sepeember clearly seared chac we wanred 1,000 items, hawever you ...

The goods were faulty/damaged/in poor condition.

There sezms 1o be an scror in the invoicsfa mismderstanding.

The equipment [ ordered has still not been deliveted, despite my phone cail to you last week to
say thar it is needed urgencly.

The produce | received was well below che standacd | expacted.

To make marters worse, when | called VOUT COMPAny yous staff ...

Please replace the faulty goods as spon as prossible.
We must msist oo an immediace ceplacement/full refund,
Unless { recerve the goods by the end of this week. | will have no choice but to cancel my order,

I hope that you will deal with this matger promptly a5 it is causing me considerable
iiconvenience.

Lam writing i relacion to ¥our recent complaine.

! was very concerned to leamn abour . .. Please accepr my sincere apologies.
1 would like to apologise for the inconvenience you have suffered,

We appreciate thar this has caused you considerable inconveruence, bur we cannor WCCepr any
responsibility in this mateer.

Can you leave i with me? I'll bock ino che marcee and gee baek o you tomomow.
| have looked into the matter and ...

! have spoken to the staff involved, and | .

We will send replacement items/give you 1 refund immediateky.

I can assure you that this will noc happen again.,

We're having a temporary prablem with ... . We'ee doing ¢veryching we can to sor it wut.,

To compensate for che inconvenience, we would like ro offer you ...

Thank yuu for bringing this mager to my actention. Please accept my assurance tha it will noc
happen again.

Once again, Lhope you will aceepe my apologies for the inconvenience caused,

I vety much hope you will continue w0 use our services in the future.

1€ you have any further queries. please Jo nor hesitate m cOnECt me on y direce line | |




Personal

Being friendly
You heard something, but are not sure It seemns that ... Apparently, ...
Something is true, but surprising Actally . Trfaer,
Something is obvious or already known Chviowsly, ...  OFf course, ...
Goodfbad fortune Unfortunacely, ... Luckily, ..
Saying what vou really think To be honest, ... Frankly, ...
Going back to a sopic Well, ... So,... Anyway ...
Changing the topic Anyway, ... So,... Bycheway, ...
Sunmartsitg with the most important point Anyway, ... Besically, ...
Asking for advice
FormalMeutral Informal
Open I'd like your adwice zbout 2 problem | have, I*ve got a bic of a problem.
Asking for advice [ was wondering if you bad any ideas abour ...? Do you have any ideas abouc ...}
What would you advise me to do? What shoukd | do?
Close Please write back when you have the time Please email me when you ger the
arud lex ee know what you think. change.
Giving advice
FormalMeuteal Lnformal

COpen
Giving advice

Resule

Options
Cloge

Suggestions

Making a suggestion

Accepeing

[ was sorry to hear abourt your current difficulties.

I'm sorey you're having such a hard
time at the moment,

| think it might be a good idea 1o ...
Have you chought of ... {+ -ing)?

1 think you should ...
Whar aboue ... {+ -mgh?

This would mean char ...

Thar way, ...

[ think chis option would be preferabie
0 ... [+ -ing)

I thunk it’s becter than ... (+ -ig)

| hope 1 have been of some help.

1 hope I"ve helped a bit,

[ think we showldf] suggest dhac wef Bet's ot ...
Shall wefParhaps we could/Why don't we goto .7

1 suggest/How about going to ..!

H

Ie’s a grear dea!
| chink your idez would work, really well.
It might be worth wying,




Rejecting

Special situations

Thanks
Good luck
Congratulations

Best wishes

Bad news

Job application
Gresting (formal)
Reason for writing

Your background
and experience
The job itself

Refering o your TV

Final comments

Close

I'm nor so sure about vour iden.
te sounds like a good idea, bue L don't think 1t would work in practice.
Le sounds fike 1 good idea, kot T can see one or two problems.

Just a quick rote to say many chanks for ..
| really appreciate everything char you have done.

Good luck with ...
[ would itke to take this opportunisy o wish you every success in the future.

Many congratulations on your promotionfnew job.
{ was delighred to hear the news abou ...
Well done!

Please give my best wishesfregards to ...

[ was 50 sorry 1o hear about ..
[ was really sorry to hear you're not well. ... Hope you feel berrer soon.
If there’s anything | can do to help, iec me know.

Dear Sit/Madam

With refe
postof ..

on the ... website, [ am interested in applying for che

£ To your adverti

L am 26 years old and am currently stucying for a degree in ... 3t ... University.
For the last two monthsfyears | have been working asa ... af .., -

[ am incerested in this job because ...
T feel thar I would be well-susted for this job as 1 enjoyfhave a lot of experience in ... .

I have actached my CV a5 a Wond ducument. You will notice that 1 ... as well as . Yo will
also nocice that ... .

[ would be graceful if vou would consider my application.

You will see from my CV dhat two people can be contacred as references, one is ... and the
other s from ...

[am available for inverview it .../by phone any weekday afrernvon, and you can emad me or
telephooe e v dhe pumber below.

Flook forward to heating from vou soon,
Yiwars Faichdully




Reports

Report structure

Introduction f Background
Findings
Signposts
Conclusion / Rex dati

Closing coraments

Linking words

Sequence

Talking generally
Conitrast

Adding another poing
Examples
Alrernatives

Real {surprising) situation
Something is obvious
Most important point
Rephrasing
Result/consequence
Mew topic

Careful, balanced style
Giving both sides of an argument
Making a statemenc less peneral
Making a statement less certain

Malking a comparison less stroag

Concluding

As requested ar dhe Board meecing of 18 Apnl hem iS THY repott.

The Eporr Wt"ula.uawu ﬂldel'ﬁ"?s-x ibe , efraview
The report is based on, .

| have divided the report invo chree sections,

"['h= i IC J 1 J -= 0 shﬁw th.a.t

I appears I:hat Thls has led o a situation where
The g-aph}'tableshows that ...

As can be seen in table Vseetion 2ffiguce 3, ...
As mentioned above, ...f..., see below.
. and 1 will discuss this in more detail belowfin section 3.2.

T {(would like to) suggestirecommend thar ...
My specific recommendacions are as follows.

Please have a look at the report and let me have your coraments.
Please feal free 1o contact me if you have any questions.

Fiesely, ... Secondly, ... Finally, ...

[n general, ... Usually, ... On che whole, ...
Hawever, ... Mevertheless, ... On the other hand, ...
[o addition, ... Moreover, ... On ancther poine, ..
For example, ... For instance, ... eg.

Either ... or ... Alwemacvely, ... Inscead of ...

In facr, ... Acrwally, ... As 2 macer of facr, ...
Clearly, ... Obviously, ... ©F course, ...

Especially, ... Aboveall, ... In garticular, ..

In other words, ... Thacis ro sy, ... Le.

Asaresule, .. Therefore, ... For this reason, ...
Inrelation to ... Regarding ... With reference o ...

In gencral ..., however ... On the whole .., bur ...

Many/Some ... UsualtyTypicallwOften ..

It is possiblefprobable that ...t seemsfappears thar ... - tencks w be .
substantiallyfeonsiderably/much { + comparative adjective}

TTVE aﬁ]a.:l\'*:}
marginallyfstighrly {+ comparative adjective}

On balance, ...
Taking all the sbove poine ineg consideration, | ..




Answer key

Introduction

1 Formal or informal?

A

1d 2h 3i 4n 5b 6¢ 7¢ 8f %m 10j 1te
12k 131 14a 15g

B

Email 1

Sorer, | con’s mghe it on Fridzy. As [ll miss the meeting, could
you serid me a copy of the minures? 1) wrire to Anira as
well, e 2ll her {thac) T won'e be there. Once again, ['m sormy
for chis, and | promise {thar} ['ll be ar the next meeting.
Emai 2

Thanks for the email of 25 lan where you asked for belp on
how ta order on-line. | need 50 know your afe nuraber
before ! can deal wich this. Please could vou alsa provide
details of which version of Windows you'rs using.

Email 3

Be your oeder tumber 1891 — we received i chis morning,
burt you hgven's filled in the seetions on size and colour,
What exgeriv do voy peed? These produces are selling very
well ar the momene, and P somy vo oell yon chiar the
medlur stz is rerapararily our of stock. Byt we're expecting
more supplies goon. Shall | email you when they arrive?

C

1k 1¢ Ja 4m 50 6f Th Bl 9) i llg
12b 13n 14d 15

2 Missing words and abbreviations

A

le,j Zboy 3ef 4a,dk Shil &g

B

1t was a great evening wasn't ic! 1 zeally enjoyed the meal,
and ic was nice o se= Mary and Roger again, Have you had
a chance o speak to Lucy yee! Don't worry if you haven®, |
will ba seeing her tomorrow,

Abour nexr week - the film you suggested sounds greae. ['ve
been talking to some colleagues ar work aboa (v 'm not
sure abour the day, though, Tuesday mighe be difficult.
Perhaps Wednesday would be better? Ler me know.

['m gowng to my parenis ax (he weekend ~ I'm looking
forward to It They live in Chichester. Have you sver been
there?

Sometime soon we need ro talk about holiday plans for neat
summer, Things are still a bit uncettain ac my work, [t
mighe be possible to take two weeks off in July, bae | can't
b sure. Thres weeks woyld be impossible, L2 o pity.
Anyway, ['ve got 10 go now. L hope you're well, [l see you
nexc week.

C

1 2a 3d 4e

D

Email 1

Subject: Your ovnder reference number KDA54

In relation to your order received goday, we cannot supply
the quancities you need ac this momenr, Please confirm a5
3000 as possible if a part-delivery would be acceprable, with
the rest to follow larer. Regards, Seefan

Email 2
Subjece: Thanks for your messags
Regarding your lefi on my ing machine -

m: I'm free for lunch on Wednesday nexe week. By the
way, good news about your interview, Have towork now.
See you, Jane.

Email 3

Subysce Options for Technical Help

We have a Technical Assisrance secrion on, cut wabsits,
with an list of Feequenthy Asked $h

Customers find chis very convenlent as it & available

24 hours perfa day, 7 days a week. On the ocher hand, if you
nized o speak o somebody in petsan, you can call during
wocking hours. Best wishes, Alan.

3 Key phrases

A

Ermail 1 Meeting 14/5

Email 2 Regarding your order

Email 3 Acrion re coneract

Email 4 Special Offer!

Email 5 Shipping confitmarion

B
1 Re your tass email
2 Just a shoer note e ler yau know chat ...
3 Good news!
4 We can confiem thar ...
5 Somyfor ...
6 Unforunacely, ...
7T Please ... { Can you ...}
8 Can you ... f Please .7
9 Do you wang me ¢ .0
10 Shalll...7
11 I'll ger back w you.
12 l've avmched ...
13 Thanks for your help.
14 If chere's anyrhing else, just et us know.
15 Looking forward to ...
L& Regards / Best wishes
*  more formal



Basics

4 Opening and closing

A

e 2g 3b 4h 3d 6f 7a Be
B

1-5d 2-l¢ 3Ta 44h S5-fe 6-6f 7-lg 8-b
[

1 BegfNeur T BegMeur
2 Endfinf 8 Endflnf

3 EndfTdew 9 BegMNew
4 Begflnf 10 End/MNeur
5 EndfInf 11 Begflnf

6 Endfeut 12 Begflnf
D

Al WILAT I

5 Giving news
A

1 forrmal

8

1 I'm writing ro confimm our appointment on Taesday § June.

2 Untorrunarely, L will not be able o make dhe meering on
Tuesday ¢ June.

3 You will be pleased to hear thar your application has
been accapred.

4 We regrer to inform you that your application has not
heen successhul.

5 Bad cews I'm ufeaiad aboue our teip next weakend, { Bad
news abour our tip oext weekend, 'm afraid.

& You'll never guess what's happened!

T Heres an updare on the project,

453 11,12 b2

2 informal 3 informal 4 formal

C

a6 BL2I ai4 &7

1

L Further S reference

2 confirmisay & lux

3 makefarremd 7 Unforturaeely
4 torwand 8 arcached

£

Lh 23 3d 4¢ 5c 6f

F

Lix 2B 3C 3C 5B A TD 8A 90 10A

s 12T 130 148

6 {nformation, action, heip
A

1 seenfremnd

3 Plewse

3 CanfCmld

4 rrowblefooperationfhelp
5 hewing

& RepandsfYours

7 abourfregarding

8 auached

9 require/nesdfwant
10 hesicacs
B
1k 2c
C

I I'd like eo know a liezle more about

2 d appreciate your hetp on dhis

3 Please ger back to me if you need any more information

4 I'd like you w prepare a report

5 [ need you to be thers at the mesung

& Fllsend it 10 you

7 Can [ ask you o look afrer chem

8 Of course, 1'd be pleased o help

9 Shall I show chem cound

10 Let me know if there’s anyching ¢lse

D

1 Pd like o know a lade more abowt ..
2 Please get back to me if you need any more information.
Y ['d appreciate yout help on this.

4 [needyouto ...
5 1'd like you ro ... {Could you ...}
& Shalll ...}
7 T'd really appeeciace ir.
8 Cann [ask youeo .0
9 Let me know if ...

10 Of course.

7 Internal messages
A

Vemsion | is nak appropriate for an intemal company
communication. Ie is roo fong, and it is not clear whar
action the reader should take. Vemson 2 s better because it
is easy 10 wnderstand and has a clear serucrure.

B

Sieuarion: Mr Bianchi of Ferrara Texeiles will be looking

around the company tomoerow, from aboue 12,00,

Chjective: It is impottant o make a good impression.

Seravegy: Please:

I Inform all staff in your departmenc.

1 Remind them o greet Mr Biamehi by name and rake
vime o answer his questions.

3 Awange lunch breaks s thae thete is always somenne
available in your section.

Closimg comment: Thank yon or your cooperation.

<

Medel ansier:

Subjece tmining course

| hizve found some information abone 3 computer trining

course. | chink 1t would be useful for someone from sur

department to steend, The decails are a3 follows:

Course: Spreadsheets for Financial Planning

Tharcs: 4 June = 4 June

3a 4f 5d 6e Th Bj 9i l0g



Times: 18.00 - 19.30 every evening

Cost: £75Q

[ am free and would like ea go, Would it be possible far dhe
company (o pay!

Thank you.

D

odel answer:

Subject: Mrs Roche’s retirement

As you may know, Mrs Rothe will be reciting ar the end of
the yeae She has been with che company for 15 years.

We would like to otganise a leaving parry for her, and
present her with a small gift. Claudia will bs coming round
if you want ta make a contriburion,

The party will be after work on 20 December, in the main
cunfersrice raom. Everyone is welcome,

g Attachments
A
i B, C {'enclosed’ is the word wsed when someching is
inside an envelope, but some people seill use it for email)
24D

(=001 - -RC R N T R
FrEOPrE®

Um0 ne s

-

B
1 hope you like i
2 rerurn chem g me
3 ['m sending
4 { have grracked
5 you'll be ghle o
6 carefully
7 | wingl be grareful
8 forgoe o send
9 35 promised
10 whar do you think
11 Pl lex you krow
12 in red
C
Email 1
lhnd 2 Hope 3 Lex
Email 2
4 sendingfatcaching 5 senoon 6 by
Email 3
7 Az Belsfmore Feml
Email 4
10 forget
Email 5
13 would

LL Here 12 hack

t4could 15 note

9 Arranging a meeting
A

L be convenien:

2 one time

3 avonoon

4 shall

5 rerwm tw

& for, could be

7 oecupied

§ Pardon me, conrrol
9 a promise

10 What if, in place of
13 matcer, away

12 regrer again

13} see

14 telephone

15 cotnpliments

]

1 onfoext/- 8 How/Whac
21n 9 instead

3 convenientfgnodfokay 10 able

4 regards 11 would

S afraidfeorry 12 seltgfmeedng
6 make/manage 13 callfring

T awaybusy 14 any

C

1b 2e 3d 4a 5f 6c¢

D

L are we soll okay for Tuesday?

2 | need to finalise arangements woday.

3 con we teschedule for the following week?

4 something vrgent has come up.

5 Ill circulate che agenda in che nexe few days.
6 lec me know if you want e make any changes.

E

1 ‘'te gomg 6 "Il ke

2 ‘re carching 7 't not doinglazen’t doing
3 wllbe B8 'll have

4 't seaying 9 are sending (will send}

5 “re meering 10 Ul give

10 Invitations and directions

A
Formal company
Email 1
1 Dwar Mary
2 We wouyld be very pleased if you could come
3 [r has been arranged
4 iny order to
3 Your arerrlance will be very welcome,
6 1wl noc be necessary o
7 Refreshmens will be provided
8 Your presence ar the meeting wall be very useful,
@ will be able to sivend,



10 as soon as possible.
11 Jobm Saurders

Email 2

12 Thank you for your kind invication.

13 1 would be deligheed w0 acend

14 | arn sure ic will be very useful.

15 Would i be possible

16 Thank you ence mare for your invitation
17 | lock forward to secing you

Eonail 3

18 Thank you for your kind invitation.

19 Pleass accept my apologies.

20 fer me have a copy of any repor arising from the
discussion.

21 we will have the opporuniry to meer on another
occasion in the near furure.

22 | am surs that the mesring will be a gréat success.

Tnfoemal company
Email L
1 Hi Mary
2 I'tn writing o invire you
3 I've arranged it
4t
5 Ie'd be grear o ses you.
& you won't need w
7 There'll be plenty to eat and drink
8 Hope 1o sze you in May!
9 can make i,
1 asap.
11 Stephanie
Email 2
12 Thanks a loe for the invice,
13 I'd fove to come w
L4 It sounds like a great idea.
15 Wil ae ke okay
16 Thanks again.
L7 see you

Email 3

18 Thanks a ot for the invice,

19 I'm very soeey that T will miss the meeting.
20 email me and let me know how it wenr,
21 we can meet up 5000,

22 Good luck with the meeting!

B

1 would, could

2 presencefatiendance, usefulfwelcome, make
3 let. know, s

4 hind, delightedipleased, seeingfmeering

3 Unformnarely. appointmentfmesringfcommirmen,

apologies
6 vppottunityfchance, near, success.

C
Le 2b 3e 4f 5a 6d

L gerfeoms 11 give

2 find 12 losc

3 by 13 do

4 twm 14 Either

& on 15 councryfcouncryside/park
6 unil 16 yet

7 miss 17 feeling

8 pastby 18 stay

9 ar 19 tooking

10 in 20 wishes/regards
11 Negotiating a project

A

L Can & could

Z would, could 9 should

3 could [0 mighe

4 need to 11 would

5 should 12 need o have
& would I3 would

7 would 14 couldn't

B

e 2f 3 4d 5h &b 7g &) 9a I0e
C

1 Whar are your usual chargesfrates for

2 How do you thitk we should deal with chis?
3 Why don't you

4 Wy main concemn at this stage is

5 D you ehink you coubd

G Il be in rouch sgain sovn with more Jerails,
7 We would be prepared to

& [ undersrand whart you're saying abour

9 Oleay, I'm happy wich thar for now.
10 [ look forwan] to working with you.

12 Checking understanding

A

1 the attachment

2 you thean

3 Which conference/une

4 me know

5 you surefcertain

6 open it

7 be wrong

B to you

8

1 inon

2 hack o

c

1 Soery, you forgor to send the attachment, Can you send

it agamn?



2 Did you mean o send this! | don'c want wo open the
attachment in case ic's gor & virus.
3 Are you sure abour thar? | choughr the conference was
w Istanbul.
4 'l check and ger back to you lacer enday.
5 Which confernce do you mean?
§ Sorry, 1 don’t undetstand this poine. Can you sxplam it
in a little more detail?
7 I'm nok sure what you mean by this. Could you clarify?
8 | choughe the meeting was on Thursday, bur | may be
WG,
9 Sorry, forger my lnst email. You'rs nghr. It should be
Thursday, nor Friday.
10 What ! meant was Gacwick, not Heathrow. | hope this
clarifies che sirvarion.
D
1 awached
2 Lex

7 pointterm/word
8§ detail

3 forgex 9 levest

4 again 10 back

5 by 11 in

6 checked I3 wrong

Language focus
13 Verb forms

b}  present smple

4} present continuaus

f}  present perfect

o} present perfect contmuous
a)  pastsimple

el past continuous

- IR R R Ml )

Present simple

alwaysfcfren/never; every day; from time (o Cime: now,
nowadays, once a yean these days

Presenr continuons

ar the momene; currently; now; nowadays; these days
Present perfect

already: alwaysfoften/never: ever; just; not yer; over che fast
few months; recently; so far this year; up to qow

Past simple

ago; alwaysfoften/never; every day; from time o time; i the
nineties: last week: yesterday

C

I mierview

2 'm planning

3 mexl

4 "we always heen able o

5 're operabmg

& have fallen

7 means

8 hope

D

1 've juse received 5 diseribueed

Z need 6 want

3 've given out T ve already contacted
4 had 8 think

E

1 haven't been 5 didn'c recognise

2 et 6 was wearing

3 was wailing T has dyed

4 was B was going our

F

1 've been phoning 5 've been dieting

1 've been wanting 6 “ve started

3 Have you foumd 7 've been going

4 've decided 8 Have you ever done

14 Comparisons
A
1 the fastest
2 the biggesc
3 easiar, the easiest
4 less, the leasc
5 wotse, the worst
& furcher, the furthese
7 dhan
8 ruch
9 alittle
10 wne of our bese
11 more than
12 mare and more
13 berter, the more
14 the best, ever
15 compared tofin comparison wich
16 a3 expensive as

17 the same a8

18 as many

19 & much

20 like

B

110 6 more and more
2 rainier T oas

3 much § more expensive
4 frierdliest 9 as

5 ever 10 more

C

| bike 8 much

Z best 9 same

3 the 10 more

4 w i1 as

5 less 12 wathfin

6 compared 13 ever

7 than 14 moceffurther



1}

1) @ doc mare than 50%

1b} considerably more than 50%
2a) a lictle over 50%

b} slighely mors than 50%
Ja} around 50%

3b) raughly 50%

4a) almosc 50%

4b} nearly 50%

3a) far less chan 50%

5b) much less than S0%

£

L Lt over 4 pearly

2 oouch less than 5 shightly more than
3 around 6 roughly che same as
15 Sentence structure

A

I You may remember me. We exchanged business cards at
the Trade Faic last week,

2 Our advertising campeign is going well. We should
eonsider exrending it unil June.

3 lam writing to ask about avaitabilicy of cooems in July, [
need a single room for 3 nights.

4 [am gomg to my parents nexe weckend. [ haven't seen
them for 2 long time.

B

Tam writing from Head Office in Munich to let you
know that | am coming re visic yout offices in Moscow
next month.

This will he pare of a visit that | am making to all our
subsidiaties in Ceneral Europe,

1 will eaks che opportunity 1o consult with you about our
seranegic plan for Ceneral Europe, which we have been
wircking on for some time.

Twiouid also fike to visic our production facility whils |
wrm in duscow, and i1 there is vime, some of the Jocal
suppliers as well.

[ will contace you again as soon as | know the exac dates
when | can travel.

C

Email 1

I an writing o chank you for your haspicalicy during my
fecent frip to Paris. The meetings were very producrive, and
1 am sure that they lay the basis tor a good long-rerm
business relativnship.

As well 55 the business side of things, 1 really appreciaeed
the time you took ro show me Noers Dame, and the
wonderful meal that we had afterwards. The nexe time thar
your are n Muoich ic will be my pleasure oo retum your
kimndness,

[l give my regands v pour collespues in the Paris oifice,
I was g grent plensire oo meet rhemn all.

[

w

=

w

Email 2

Thank you for taking the time to awend an incerview with
us fast week. Unfortunately, we have ro inform you thar
your application has not been suecessful,

As we mentioned in the interview, we bad many applicants
for this position and the srandard of candidares wes very
high. While we were impressed with your interview, we did
uot feel thar you have the necessary skills and experience
for the posicion,

We appreciare your interest in working with us, and we
would like 10 take this opporcunity to wish you every
success in the futuee,

16 Common mistakes

A
L ! am writng
2 arwit by Friday
3 Fwilbe T would be
4 sureeh attached
5 ewPeea-meer Can meer
6 se-wrwpeas 55 spon 28
7 Hoeen |'ve been
8 emowe-bester better/much better
9 sedFebon § Feb
10 dwrérscan-bety can't help
B infoemmeions informarion
12 so-miut ko meeting
13 Fwmermably | ceally
14 ehe—follow the following
15 Ferrofraid-stwe I'm afraid (that} we

B
I reference g your @ you would like
2 you for sending 10 chink [ stop

11 meet you gr the
12 hearing from you
13 a copy of the

3 inform yqy chae
4 able g confirm
5 apologise for the

6 appreciate iy if 14 invitanon tg visic
7 get back [g me 15 ceference g your
8 would be convenient

C

Email L, fiest paragraph

somgvinit going i visit [ Hileere [ would like 10 / sorshensing
wau [0 show you

Email 1, second paragraph

wonthd-heing would be | Plassetertes Please ler { soseuypon
o seeing you

Eemail 2, first pacagraph

webmen-intermenimg we have been incerviewing { s
wformechut b infonm you that | membessi-team member
of the team

Email 2, second pasagraph

Hstbeprrhete iDL You T o shiort | hrres-eleese have |
chance f shmreestimase can eorimae



Email 3, frst paragraph

fwerewriee [ am writing | wee-trenster was ronsderred | e
verbecns we still haven't fwe haven’t recerved the
puods yer)

Email 3, second paragraph

e aid {1old me) { wt-the—raerreims in the moming f foee
fowe 1o Jose

Email 4, first paragraph

Prostgergrmdmy not 35 good 85 | retermbwesan remind you |
paceiewbar parncularly {In parcicular)

Email 4, second paragraph

Leould-basmenhad | would be grareful [ weshetreer ac che

latast f oboe 'l 2iso

17 Punctuation and spelling

A

Dear Antome Curiel

1 am rhe Sales Manager for Genetech, a small
biotechnology company based in Cologne. | atrended your
presentation at the Eurotech conference in Paris in
Nowvember and we met briefly afterwards. Here is the
information | said | would send, including our latest anowal
report, [ hope it is of interest,

Best regards

Michael Bree:

B

Hi Jean = how are you! Thanks for your email abou

e Williams, In facr. I'm mseting him on Friday

16 March. We're meering in his Brussels office and ['m 2 bt
nervous about it hecause | don't speak French very well!
He's che Markering Direceor of the company, and reports
directly to the CEC. It going to be an interesting meeting,
and { haven't heen ra Belgiam before, 5o I'm locking
forwand ro ir. Anyway, Ull be in couch when | get back.

C

Angela - have you read John's repore yer? [ think ws mam
conclusions are comect. This is basically whar he's saying:
sades are flar, and have been 3o for months; chere's no new
products in the pipeline, despite onr targe R& D budget; and
our share price is at its lowest point since last November. |
hope the Board rake it senously.

D

L which 13 accommodarion
1 recenved 14 cites

3 haven't 15 beginning
4 replied 16 Febrary

5 really 17 its

6 Actually 18 great

7 finally 18 complecshy
§ successful 20 different

9 inlzpendent Z1 restaurant
10 interesting 22 vpportunity
11 arangemenes 23 Hopefully
12 theur 24 people

25 responaibilicles 28 visiting

26 money 29 England

27 could 30 forward
Commercial

18 A customer—supplier sequence
A

1d 2c 3e 4b S5a

61/4/5 113

8

1 an inguiry $ an order

2 informarion 6 an mvoice {with the goods)
3 aquetation 7 a complaine
4 the quoration § the problem
C

Ib 2a 3fF 4d 5S¢ 6h 7+ 8g
D

L subpy 5 seandard
2 adverrisement 6 terms

3 acknowledge receipr of 7 willing

4 value for money & charges
19 Inquiries and orders

A

a Inquery 2 i Reply 3

b) Reply £ ¢ lnquiry 3

) Incgiry 5 b inquiry L

d) Inguiry 4 il Reply 5

el Reply L il Reply 4

B

le 2o Je 4h Sd
6h Te Bd 9¢ 0=

C
1 amached, defay 7 accept, quoration
2 would, graceful 8 processed, track

9 note, records

10 temporanily, swock

11 apologise, inconvenience
12 comect, amend

3 fiest-time, pre-payment
4 Jdiscount, repeat

% dispacched. frm

£ assure, prompr

20 Discussing and agreeing terms
A

td 2g 3e 4a 5¢ 6h 7h Bf
Sannrler 10 an offer 11 anagreement 12 a compromise

B
Enmail 1

L K 7 credic

2 umts 8 rerms

3 under 9 pramntes
4 Jiseounts 10 laeest

5 size 11 reach

& prepared 12 well-known



Email 2

L3 refarion 19 fullffurdher
14 regardfreference 20 stock
L5 hrse-ricne 21 place
16 compromise z2 filt

17 conmral 23 rearn
18 procedure 24 deal

C

1 for 10w

2in 11 of

¥ on 12 for

4 with 13 ahead

5 on 14 in

6 by 15 on

7 on 16 over

§ on 17 from

9 for 18 within

21 Asking for payment
A

1 T wdsh o draw pour attengon o my e previous emails.

2 There is an overdue payment On yoUr aCCOUNE.

3 We are concemed that the matier has not yet received

FOUL ALEENCON.
This sicuation cannot be allowed ro continue.

LLINY

AcCcCoUnt.

=

Sum.,

«

recover the money,

-]

magrer.
8
Firsr reminder: email 3
Second reminder: email 4
Thrd reminder: email 2
Firval dernand: email 1
C
1a 2b 3a 4b
o
1 cuncerning 2 paymant
2 should have been cleared
3 10 sertle your account
4 hawve srill nor received
5 the ourstanding sum
& further Jelay
7 now o monchs averdue
8 turward the payment
@ shall have no aleemmanye

We must urge you to take immediare acnon oo sertle your
We have sull not received payment for the outstanding
‘We shall have no alemative but to take legal action to

We would appraciate your cooperaton in resolving chis

22 Describing business trends
A
1 al go down e} decrease
by fall £ shrink
¢} get worse g be down
db hiea low h} be stable
2 po-went-pone
ThR-TOse—isen
Erow-grew-grown
fallfall-fallen
3 a) sloudy
b} sharply
¢} slightly
) gradually
e} significantly
f sreadily
a gradual improvement, slow growth
a) by
b} of
€} in
i fram, to, by
&) since, for
B
1 a 5 fgures 9 fer
2 rose 6 by 10 ac
Jw 7 seeady 11 rapidly
4 of 8 growth 12 warch
C

[

i I'm sure

Z won't

3 §expect

4 probably won't

5 are likely o

6 | doubt

7 could

8 may por {might not}
9 might

10 might nae (may toth
{MNOT wused: won't probably, could noc}
e 1Za 13b
D

L dikely

Zar

3 will merease

4 uncercain

5 will probably

6 1O raise inrerest raes
T likely w

& comsiderably

9 increasing

10 might have

11 probably won't

12 it's going w0 rain



23 Cause, effect, contrast
A

1 o in

2 cherefore, as

3 from, of, of, to

4 because, due

B

1 such 5 led oo

2 as a resulc 6 because
350 7 So

4 due w B because of

C

1 dowgh, although 5 fact chat

2 whereas, while & However, Nevertheless, Even
3 spire, despite 7 though

4 spits, Despite 8 Even

b

1D 2B 3C 4D S5C 6A 7C 8D 9A I10B
114 12¢ 124 14D

Problems

24 Complaints

A

£ connection, attitude
2 matter, inconvenisnce
3 delivered, urgendy

4 purchased, standard
5 atrention, problem

7 terms, rreatment

B enritled, replacement
9 dissatisfacrion, received
10 undess, concel

LL complain, quatity

6 appreciare, replaced 12 refund, further
B

1f Zg %a 4¢ 5b 6h Te Bd

C

T crmnection 6 standard

2 urgencly 7 terms

3 Further 8 dissarisfacrion

4 refund 9 replacement

5 atrention 10 inconvenience

]

Frerthermars, In addition

Finally, Firsely

Howaver, Neverrheles

Even though, In spire of the face that

As a eesule, Therefore

Above all, lo particular

In fact, I realicy

[n conclusion, Taking everything inte consideration
Even though, In spite of the fact thac

Firstly
Hapwever
Furchermore
Above 5[l

B I e TR T Y [« T T Sy Y

5 Infact

6 in spice of the face char

7 Asarelc

8 Taking everything inte consideration

25 Apologles
A
Email 1
1 on behalf of
2 unprofessional conduce
3 Please accept my sincers apologies for
4 You have my assurance that
5 resolve the marer to your sadlsfaction
6 We will
7 To comp for the i
8 regarding che incidenc
@ If you have any furcher queries
10 do not hesitac o contact me

caused

Email 2
11 fx
12 unfartunare behaviour
13 I'm really sorry for
14 You can be sure that
15 sore out the problem
15 1'l
t7 Asa friendly pesture
18 abour whar happened
19 [f theres anyching else
10 please call
B
lg 2j
C

1 abuiely

2 sterint

3 weres

4 oeafwerk

5 apind i N

L ]

T teseapesiver

8 distdvaringe
o
I Thank you very much for bringing this marcer e my

attencion.

2 { was very concerned ro learn abour the problems you
experienced.
| will look inwo che marrer sud ger back to you within the
rext few days.
4 Omnce again, please accept our apologies for the
inconvenience caused.
Huving louked into chis macrer in decail, [ regret chace |
can be of nw further assistance.

3f 40 5b 6a 7c 8h 9d We

[

wn



Reports

26 Report structure and key phrases

A
lb 2d 3a 4e 5S¢

B
Lf 2d 3a 4¢ 5: 6b 7k 8; %h 1:0g 111
izi
IncroductinniBackgroumd: 1, 2, 3. 4
Findings: 5. 6, 7
Conelusion/Pecommendations: §, ¢
Closing comments: 10, 11, 12
C

1 purpose of the repots

2 hased on che figures

3 divided the report

4 can be seen

5 led o a sirvation

6 above

7 shows that

§ Se= section 4.2

9 1 suggese thar

18 as follows

11 make reductions

12 investigace the possibilicy

13 identily opportunities

14 lex me have

27 Linking words and relative clauses
A
1 In general, However, in addition, 4 a result,
2 In relacion w, so, Mevertheless, Ghvusly, O another
puing, as,
3 o particulan,
4 Firsthy, Secondly, [o fact, So, thae is to sy, Alternatively,
especinlly
B
1 Secondty, Finaliy
2 Om the whole, Usually
3 Mevertheless, On dhe other hand
4 Moreover, On anuther poing
§ e For instance
6 Aleermarively, [nstead of
7 Acwally, As a macter of fr
& Chwivwsly, OF course
9 Above oli, In particular
10 i, Tha is e say
Ll For this reason, Theretore
12 Regarding, With reference to
C
1 The cepore dhar the Boand tsseed deserifes opeions fror e
lomg-ieTm strategy.
2 The Beand issteed o repere which deseribes opriims for var
hmg-term stragegy,

3 We meerviewed three candidares who were all very gl

4 The chree candidates that we mterviewed were all very
goad.

5 Mackering want o postpone the produce launch, which
I feel is a mistake.

6 The wockers who we mught tesd o dismiss are listed
below.

7T The wam whose resulrs were particulacly good should be
gren a honws.

Direct/Indirect

28 Bejng direct and brief
A

1 ‘“ersion 2 4 Vemsion 1
2 Version 1 5 Version 2
3 Version | & Version 1
B

Tl mser:

Subject: Meering 7 Feb

B our phone call, the meeting place you suggested s Aine —
{obby of the Intercontinental Horel in Barcelona, 2.00 on
7 Feb. Look forward o seeing you theve. Please be oy guest
for dinner in che evening.

C

hany thanks for your email wheeh--mesivedyasarday.
Tuesday ar 10.30 is fine for me sere-Sammvesnawitbbe
frrviches-bythes. Can you send me the latts( saies ﬁgurts
hefore the ing? Hoek-fereont i

D

+ o eH-mr-entieng ) 4 e [ will
b away fmrn oy office from |4-7I Nuvember ot
Hempary. Please direct all questions shivepwohwwe to Helz
n my absence,

E

Model angeoer:

Subject: Baitic Staces

Thanks for sending me the info about the Balvic Swakes — it
was really useful, Pve forvarded your email to our
representative i Estonia, Krista Kilver, Would you be
imterested in giving a presentation wt Head Otfice on che
political and economic background in the region? I'm sure
the Board would be inceresced.

F

Mesdel answer:

Subjeee: Thank you for your help

Thank you for all your help Juritg the conterence in
London last wesk. It was really appreciured. Please give my
beest regands eor all your UK sales team — o wag a greae
pleasure w meet them. § louk forward 1o seeing you in
Cauhai ax the =od uf the year,




29 Being indirect and polite

week!

There seems o be 3 mistake on che invoice,
The quality is tor very bugh.

WWould you like me to speak w Mo Daker!

Wouldn's it be a better idea oo wait!
To be honesc, P noe sure it's 3 good idea,

sounds, pracrice
saymg, whar abuwe
Wouldn'e, lictie
honest, sure, convenient
mean
don't, would, better
Al 2,56 M2 chd dd
E
L i seerrisf] think it
2 quieefa hitfa lidlefracher
3 Wouldn't it be
4 we haven't been very happy
5 a1 smail favour
6 [ was wondering if you could
7 It's u bit delicare
§ | mightimay be
9 {To be honese] I'm no sure (thac) | agree
10 seemyseems to befmighe be
13 quitefa bitfa lieclefroo

Sl W e 00 O R W R

12 would

Personal

30 Being friendly

A

U Apparenty 5 Frankly

2 in faer & Anyway

3 Of couese 7 By the way
4 Luckily g Busicully

A

| Could vou possibly | | was wondering 1f you could

2 s icall dghe if 1 | wonder i 1 eould

3 D you need aoy help with f %ould you like me o
4 Perbaps we shoold { Why do'c we

B

1 afraid, small 5 Actually, dossn'c, much

2 seems, slight 6 Wouldn't

3 chink, may 7 might. quiee

4 haonest, sure 8 won', cheap

L

| 1 wonder (was wondering]} if we could meet again oext

Your esrimate fot the cost might be a bit low:

Perhaps we should think sbout cancelling the project:

B

I Acwallyfln faceTa be honest

2 Luchkaly

3 AnywayWelliSo

4 Unfortunacely

5 Py the wayAmyway/So/Well

& Apparentlyflt seems thag Well

7 To be honest/Frankiy/Actually

8 AnywayBasicallWOFf course/Obviously/Well

C

The email makes sense wichout the words undeclined, but it
is ot vary friendly. The extra words give a lirtle more detail
and inrerest, and they show your feelings and youe
personalicy.

D

Modal answer:

Stefan, just g fiew lings w ler you know dhat 1 can't join you
neser weekend. I'm ggally sorry because 'm suze vou'll have
erezs fum, but Pee aleeady armanged to go wo Paris. I'm
staying with Bernacd in his far, and go be honest | really
need a break. Thines have been a bis difficuir recenly. Firs,
I'va broken up with Rosanna, a5 vou probably know. We've
heen having a lot of arguments recently, and she rold we
last month she 15 going o move to Hamburg. Le's a picy, but
Lshink s's best for both of us. Then, the exc thing is my
job. 1 have & Lot of responsibiliries in the office and ir's quire
stressful. We have hundreds of evstomers whe call all day
1oag and | never ger a break. Ol well, thats life! 'm sorry it
i sound a bir Jepresssd, bur writing co vou has helped.
Anysay, thay's all for now. Hope o see you soon. All the
best, Withelm.

31 Advice and suggestions
A
03 W5 92 A7 & D0 ¥ W4 D8 PE

v 1o peneral phrases a)-j) are more formal, alhough some
examples like b} and J) huve a similar level of formatity.

3

1y an 5 it might

2 | should 6 you could

3 me know 7 be preferable
4 sucha B Lhave

s

la 24 3b 4¢ 5ab Ge 7h Ba
oh 19y 11f 12k 131 14g

2

t wondering, could

2 gerfhovs, appreciate

3 should, berrer

4 abuur, mightfouldfwould

5 hall, about

& woark, worth



* 32 Job application
A

le 2g 31 4f Sa 6k 7j 8d 9b 10| Ile
12m 32 J4h
B
Diear SisfMadam
With reference to your sdvertisement on the
JobFinders.com website, I sm incerested in applying for the
post of tour leader for ftalian school smdents. i
tar 26 years old and am currenly studying tor a dipioma in
Tourism at Naples Universicy, After tha | hope to follow 2
career in the trave! fndusery. During the last few summer
holidays | have wocked as a youth Jeader in laly, and |
enjoyed the work very much, Nexr summer 1 would like ro
do somerhing mote varied and challenging, and for this
reasen [ am interested in the job of wour leader, taking
students to London, ff
[fex! thar T would be well-suived for this job 25 | anjoy
working with young pecpie. | have 2 joc of energy and
enthusiasm and am also responsible and reliable. i
I have attached my CV as a Word document, Yo will
fotice thar | have supervised children on a wangs of spores
and cultural activities as well as dealing with cranspote
arrangemenes and tickets. You will also nocice char my
English it good and [ have First Cerrificare grade &, ff
[ wouid be graceful if you would consider my application.
You will sex from ey artached CV that wo prople can be
contacred as references, one 1 a unjversity professor and the
other is from the summer programime where [ worked lasc
vear. | am availzble for incerview in Maples any weekday
afteencon, and you can email me or telephore me on the
number below, jf
1 loak forwand o heaning Fom you soon. ff
Youes Fachfully
C

L w0, on, in, for

2

3 for in

4 as

5 on, in

6 to, from

T of, 0t

8 ar, of

@ for. n
0 in
L for
12 as



English

Email English wiil help
you to write effective
and convincing emails,
whether for work,
study or other
puTtposes.

Language practice

Based on hundreds of real emails, Email English
deals systematically with key language for
constructing effective and convincing emails in
English.

~ Basics, including opening and clasing
emails, giving information, making requests,
arranging mestings and checking
understanding.

- Specific situations, such as negatiating,
asking for payment and deaiing with o
supplier or customer,

- Skills such as describing business
trends, relating cause and effact and
reporting.

~ QGeneral grammar problems, for instance,
sentence structure, verb forms,
comparison, punctuation...

Communication styles: formal and informai,
direct and indirect, ways of seeming more
friendty.

In addition to clear presentations of language,
Email English contains a wealth of practice
activities, all of which can be used for seif
study or with a teacher in class.

Phrass nan:

The Email English phrase bank provides over
500 key expressions for structuring emails
effectively. These are organised by topic and
purpose, reflecting the syllabus of the baok.
The phrase bank is invaluable both as a study
resource and as a handy reference when
writing real enails.

ISBM 1-0085.01254.7

- Ui

o oof
Look it U 997814087012842
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