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CHAPTER I: The layout 
 

EXAMPLE OF A TYPICAL LETTER 

 
MEGASOFT LTD 

46 HIGH STREET, WOLVERHAMPTON, WEST MIDLANDS(1) 
 
 HIGGINS AND BROWNS
 BROOKDALE 
 LANCASHIRE 
 
Ref: DG (3) September 25th, 1998 (2)
 
Dear Sir,(4) 
 
We would like to introduce ourselves as a manufacturer of software with machines 
currently used in your firm. 
 
We specialise particularly in spreadsheet packages. Our firm has established a reliable 
reputation in this field over the past years, all over Switzerland, and we feel that we 
should like to extend our activities to a more European market. 
(5) 
Please find enclosed a pamphlet giving details of our range of software products and 
services. Should you require any further information, we should be only too pleased to 
supply the necessary details. 
(5.g) 
Looking forward to working with your firm in the near future.(6) 
 
Yours faithfully (7)

David Graveney
David Graveney(8)
Sales manager

Encl.: pamphlet (9)

 
1. Sender's address: 
This is normally printed on the paper. On non-headed paper the address WITHOUT the name of the 
sender is typed out. 
 
2. Date: various possibilities 
In England In USA 
28th December, 1999 December 28, 1999 
¨1st  April, 1998 April 1, 1998 
28.12.1999 12/28/1999 
 
3. Reference: This is usually an internal reference for filing purposes. 
 
4. Salutation: This must agree with the address and closing: 
 
a) If you don't have a contact name: Dear Sir(s) Yours faithfully 
 Dear Madam (s) Yours truly 
b) If you know the name: Dear Mr Jones (men) Yours sincerely 
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 Dear Miss Jones (unmarried women) Yours truly 
 Dear Mrs Jones (married women) 
 Dear Ms Jones (married/unmarried women 
 
5. Body of the letter: Expressions to use 
This is the most important part of the letter, and may not contain all elements listed below. 
 
a) To make the first contact 
  We would like to introduce… 
  I am writing to / inform you/ apply for / request … 
 
b) To respond with a reference 
  With reference to …. 
 
c) To answer a letter 
  Thank you for… I thank you for your letter of 1 July… 
  We were pleased to …. 
 
d) To confirm a telephone call 
  Further to our telephone conversation 
 
e) For requesting 
  I would be grateful if… I would appreciate it if … 
  Could you please…. 
 
f) for making excuses 
  I regret that… I am sorry… 
  I am afraid that… I apologise for.. 
g) for enclosing documents 
  Please find attached… Please find enclosed… 
 
h) For confirming 
  I am pleased to confirm that… I confirm that… 
  This is to confirm that… 
 
6. Ending the letter: 
In English we use very simple and succinct formulas for ending a letter. 
 Looking forward to …… I look forward to… 
 I am sure that… I hope… 
 
7. The close formulae: 
This depends on the salutation (see salutation). We use no commas or points here. 
 
8. Signature: Here we need 3 items: 
The signature; the typed out name (it appears nowhere else!); and the title of the person in the 
company. 
If someone signs the letter on behalf of someone else the initials p.p. (per pro) should be used before 
the name to indicate this. 
 
9. Enclosure:  If there is an enclosure, we write the word : "Encl." On the bottom left hand corner 

with a short description of the object. 
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EXERCISE 1: QUIZ ABOUT LAYOUT/PRESENTATION OF A LETTER 
 
Try to answer by true or false about the LAYOUT/PRESENTATION of a letter. 
 
 
1. On unheaded paper you should always write your name above your address. 

 
2. "Ref" refers to the writer's filing system. 

 
3. In the UK, the date 2/4/99 means February 4th, 1999. 

 
4. You should always write the name and position of the person you are writing 

to above his/her company address. 
 

5. You use Dear Sir or Dear Madam when you know that the person you writing 
to is more senior to you. 
 

6. If you begin with Dear Sir, you end with Yours faithfully 
 

7. The initials p.p. indicate that the person signing the letter is doing so on 
behalf of someone else. 
 

8. It is unusual for the writer to put his/her company position at the end of the 
letter. 
 

9. In business letters, the date should appear as numbers separated by points 
(.) or oblique (/) 
 

10.The abbreviation Ms can refer both to a married or an unmarried woman. 
 

11.If you are writing to Mrs Anne Swanson, you open with Dear Madam. 
 

12.Short business letters are impolite 
 

13.Americans may begin their letters with gentlemen. 
 

14.The letters "Encl." mean that something has been sent with the letter. 
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EXERCISE 2: Complete this letter according to the prompt given in brackets: 
RAINBOW TRAINING INSTITUTE J. Fisher 
53 Bradburn Close The Personnel Manager 
Muswell Hill DJ Banking Corp. 
London N10 IPJ 54 Smithson Ave. 
 London E17 6TY 
 
 20th February 1999 
Re: International Sales Workshop 5 May 
 
Dear Ms Fisher 
 
__________________________ (explaining the reason for writing) about the above 
mentioned workshop. Unfortunately we have had to cancel it. However, we can include 
your staff in the July 8 workshop instead if this is convenient. 
 
___________________________(apologising) we were unable to inform you of this 
change earlier, and I hope you will be able to attend at this date. 
 
___________________________(requesting) you let me know as soon as possible the 
names of your staff who will be attending. 
 
____________________________(ending) your staff will find the workshop both useful 
and informative. 
 
Yours________________________(closing) 
 
T. Reading 
T Reading 
Training Manager 
 
EXERCISE 3  Complete this fax which is a reply to the above letter. 
DJ BANKING CORP. T. Reading 
54 Smithson Ave Training Manager 
London E17 6YT Rainbow Training Institute 
 LONDON 
  
 23rd February 1999 
Re:______________________ 
 
Dear_____________________ 
 
____________________________________ five members of our staff will be able to 
attend the July workshop. 
 
_____________________________________ the names and addresses of the five 
participants. 
___________________________________ you could send me 5 copies of the 
programme and maps showing the location of the Institute. 
 
____________________________________ meeting you on 8th July. 
 
Yours______________________ 
 J.Fisher 
 J. Fisher 
 Personnel Manager 
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CHAPTER II: enquiries and replies 
 
EXERCISE 1: LISTENING to phone calls: 
First read the letters below. Then listen to 3 telephone calls. As you listen, match the calls 
with the letters. 
 
Letter A (hand written notes): call number:_____? 
 

CONTAB 
Dear George 
Just a note following our call. Sorry I couldn't lay my hands 
on the address at the time. I've found it now: 
Hotel Celeste 
Sorrento 
5120 Italy 
Tel: (010) 3981 65 82 
See you soon and best wishes to the family 

 
Letter B: Call number:________? 

 HERITAGE Cie 
29th January 199--- 

Mr R James 
TF Consultancy 
29 Lower village Rd 
London SE17 2ST 
Reference: Financial Consultancy Contract 
 
Dear Mr James 
We would be grateful if you could send us a quotation for the above-mentioned contract. Details of the contract 
are attached. 
 
Since the work is due to start in December, we would appreciate a reply at your earliest convenience. 
 
Yours sincerely 
 
j. fISHER
 
J. Fisher 
Corporate Finance Manager 
 

HERITAGE FINANCE LIMITED 
22, The Close Hanworth Middleessex TW13 5TB 

Tel: 081 899 3642  Fax : 081 899 3644 

 
Letter C: Call number: ___________? 

16 Transom Way 
Cambridge CB2 5RM 

1 February 199- 
Ms C. Johnston 
Falton Designs 
11 The Narrows 
London E17 
 
Subject: Post of Office Manager 
 
Dear Ms Johnston 
Further to our telephone call this morning I am writing to inform you of my  
Availability for the above post. 
 
I am now free to take up the post from 1 April this year. 
 
I look forward to hearing from you. 

Yours sincerely 
�������������

Edward Bronson 
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EXERCISE 2: fill in the gaps 
When completed, this letter provides a model for a letter of enquiry 

 
a send  c forward  e Madam g attention i sell 
b together d Project  f based  h protecting j graphics k faithfully 
 
PHYSIOLOGICA 17 Princes Street Telephone 071 982 7111 
 London Telex 988153 
 EC1 7DQ Fax 071 982 7712 
 
  Our ref. AN/JB 
  Your ref: 
 

  1 July 19___ 
Discpro SA 
251, Rue des Ramonières 
F- 86256 POITIERS CEDEX 
France 
 
For the ____________(1) of the Sales Manager 
 
Dear Sir or _______________(2) 
 
We are a software company ____________(3) in London and are currently 
developing a Windows-based scientific _________________(4) package for use 
in universities and research laboratories. 
We are interested in _____________(5) the programs we __________(6) from 
Unauthorised copying and duplication. 
 
Could you please ___________(7) us more technical information about your 
RSP-11 software protection system ____________(8) with your current brochure 
and price list? 
 
We look ______________(9) to hearing from you. 
Yours ________________(10). 
 
Jane Shillingford
 
Jane Shillingford 
_____________(11) Director 
 
 
 
 
 
 
Note for your information: 
The content of a letter of enquiry depends on how well you know the person. If you are 
writing for the 1st time, you should start your letter by giving information about your own 
company, before stating your reason for writing and making your request. 
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EXERCISE 3: 
 
 
In each of the following sentences, choose the correct word to fill the gap. 
 
 
1. I would be _____________ if you could send me details of your PS/2 range. 
 a. thankful b. please c. content d. grateful 
 
2.  You were _____________ to us by our associates. 
 a. advised b. suggest c. recommended d. informed 
 
3. We were given your ______________ by the Chamber of Commerce. 
 a. identity b. company c. name d. placing 
 
4. Thank you for your letter ___________19 June. 
 a. in b. on c. of d. from 
 
5. Please ____________enclosed our current catalogue and price list. 
 a. find b. look c. receive d. examine 
 
6. We would appreciate ______________ you could send us further information 

on your range of non-impact printers. 
a. it that b. this c. when d. it if 

 
7.  I would be grateful if you could arrange for your Technical Director ________ 

on me. 
a. will call b. is calling c. to call d. calls 

 
8. We look forward ______________ from you. 

a. hear b. to hear c. hearing d. to hearing 
 
9. We would be grateful ______________ an early reply. 

a. to b. of c. for d. with 
 
10. Should you require anything further at this time, please do not 

_____________ to contact me. 
a. void b. hesitate c. delay d. prevent 
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EXERCISE 4: 
Match each section of the letter of enquiry with the appropriate gap on the blank below: 
 
 
 A________________________ 
 
  
 B________________________ 
 
 
 C________________________ 
 
 
D___________________ 
 
 
E___________________ 
 
 
F_________________________________________________________ 
 
 
G_________________________________________________________ 
 
 
H______________________________ 
 
 
 
I_____________________ 
 
J_____________________ 
 
 
 
1.  We are currently using 15 Procom  6. Mr. J. Barnard 
 211 Premier PCs in our mail-order  Corporate Sales Department 
 department. We have been pleased  Procom Ltd 
 with their performance, but now  58 Edison Street 
 require machines that will run faster.  Robin's Lane Industrial Estate 
   Canterbury 
2. M H Jansen  Ken CT19 3TE 
 Publicity Manager 
  7. Yours sincerely 
3. I look forward to hearing from you 
  8. 12 May 19_____ 
4. Could you please let me know 

Whether it is possible to upgrade the 9.  The Red Box 
 PCs to Pentium III and what the likely cost  54 Streamside Road 

 Would be?  Cardiff CF1 1JW 
 
5. Dear Mr Barnard 10. Our Ref: CUG/PL 
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EXERCISE 5: Write this letter of enquiry 
 
 
You are Mr Barnard. Reply to the letter of enquiry in Ex.3. 
 
Paragraph 1:  Refer to the customer's letter. Say you are happy that the PCs 

have given satisfaction. 
 
Paragraph 2: Explain that the Procom 211 Premiers cannot be upgraded 

because that particular model has been discontinued. Say you 
 Are enclosing the latest catalogue and draw attention to the 
 Procom 400 PC which be ideal for the customer's needs. 

Suggest that the customer calls you soon to arrange a time 
and date when a representative can visit the customer to give 
a demonstration of the PC. 

 
Paragraph 3: Conclude the letter appropriately 
 
 
 
 
 
 
 
 
EXERCISE 6 
 
 
Follow the instructions on the memo below. Write out the letter of enquiry in 
full, including names, addresses, etc…. 
 
 
 
Mark Walton is the Senior Programmer of Infologic, Morley House, 18-22 Wolves Rd, 
London SW1 7ND. 
 
 
 Memorandum       
 
To  Laura Hayward   Date 27March 19__ 
From  Mark Walton   Ref 
 
 
  Please send a letter to ASD Computer Products who advertised 
  In the March 23 edition of "Info Globe". Say where you saw the 
  Advertisement and ask them for their catalogue. 
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EXERCISE 7 : Complete these letters of enquiry (letter a-i) 
 
Letter a : 
 
Choose suitable words from this list to complete the letter. 
Particularly shown  delivery  Yours faithfully  let me know 
Interested earliest  Dear Sir  catalogue  date 
 
 
____________, 
 
I'm particularly ______________ in the printer ASTI 501T shown in your __________. 
 
Could you please ___________ your ___________ delivery ____________ for three of 
these. 
 
     Yours faithfully 
     P.Stephens 
 
 
 
Letter b.  
 
Choose suitable words from this list to complete the letter. 
Particularly shown  delivery   Yours faithfully  let me know 
Interested earliest  with reference to  catalogue  date 
 
Dear Sirs, 
 
_________________ your catalogue, I'm very __________ in your sound cards, particularly 
in the one __________ on page 19 of your ____________________, with compatible Sound 
Blaster performance. 
 
What is your ____________  _______________ date ? 
 
     _______________ 
     H. Peace (Mrs.) 
 
 
Letter c. 
Complete with a suitable word from the list:  
Payment  advertisement  model  conditions order 
Deliver  ordered   receipt  delivery  within 
 
Dear Sirs, 
 
I was interested in your ______________ in today's "Telegraph". 
If we ___________ 2 iMacs,__________ 519RR in red,  could you _____________ them to 
our offices _____ 30 days? 
 
If so, could you please let us know your ____________ of payment. 
 
       Yours faithfully 
       F. Reed (Mrs.) 
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Letter d. 
Complete using a suitable word from the list 
Advertisement interested send  catalogue as soon as possible latest 
Order  range  price list 
 
Dear Sirs, 
I am particularly _______________ in your ___________ of zip drives. 
Could you please _______________ me your ____________ catalogue, and a  
_____________. 
 
       Yours faithfully 
       L. Swindon (Miss) 
 
Letter e: complete with suitable words 
 
____________, 
I saw your ________ in the "Tribune" this morning, and was very _________________ in 
your software applications for CAD. 
 
Have you got a _______________ ? If so, could you _________ me one with a __________ 
as soon as possible. 
 
       Yours faithfully 
       L. Moran (Mrs.) 
 
Letter  f. 
 
Dear Sir, 
Thank you___________ your catalogues and _____________. I am particularly 
______________ in the flat screens, PANEL 76, ____________ on page 7 of your  
______________. 
 
Could you please ______________ your earliest ________________. 
    
       __________________ 
       B. Nichols 
 
Letter g 
Write a letter from the following notes. 
 
interested page 19,catalogue four cordless keyboards   price? 
 
 
Letter h 
Write a letter from the following notes. 
 
Thank you catalogue +price list interested VGA screens, catalogue, page 12: £ 742 
price list only: £642  which correct price ?    P. McKee (signature) 
 
 
 
Letter  i 
 
Write a letter to PC Profit in Sierre. Use today's date. Thank for their catalogue. You are interested in laser 
printers. Ask if there is a discount for 100 printers, and for delivery dates. End the letter appropriately. 
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CHAPTER III: quotations and orders 
 
In reply to an enquiry the potential customer usually receives a quotation. This will 
contain the price for the requested good or service. But it will also give some information on: 
- the possible discounts 
- the cost of transport or insurance (see annexe) 
- the terms of payment (see annexe) 
- the time it will take to deliver 
The next step is for the customer to place his order.  
 
 
EXERCISE 1: QUOTATION  This first letter when completed is an example of a quotation. 
 
Read it and choose the best word from the options in brackets. 
 
Dear Mr Gianelli 
 
Thank you for your fax of 18 May, in which you request a quotation for 5 EMC180 flat-bed scanners. 
We can offer a gross price of $3,425.00 - unit price: £ 685.-- c.i.f. Genoa. This includes a (batch, quantity, 
multiple) discount of 10%. 
 
Payment may be (done, made, spent) by irrevocable letter of credit or by banker's draft. On all (starting, initial, 
prime) orders we usually require payment (on, by, of) delivery, and for all subsequent orders we (make, let, 
allow) a 30-day credit period. Please let us know how you would like to arrange payment. 
 
We have the items in stock and can (persuade, assure, console) you that your order will be dealt with promptly. 
Please allow six weeks for delivery. 
 
We look forward to hearing from you again soon. 
 
Yours sincerely. 
P.J: Wilson
P.J: Wilson, Sales Manager 
 
 
EXERCISE 2: ORDER:  The following accompanies the order for the quotation above. 
 
There are 8 mistakes in this letter (grammar, style, word order, vocabulary, spelling, etc.) 
Can you find and correct them? 
 
Dear Mr Wilson 
 
Thank you for you letter of 19 May. Please found enclosed our order no. 88694 for 5 EMC180 Scanners. 
 
We would like confirming that payment for this initial order will make by banker's draft on delivery. We will 
take advantage of the 30-day credit period for any subsequent orders. 
 
We would appreciate it you could arrange for the scanners to be shipped as soon as possible. 
 
I look forward to hear from you in shorts. 
 
Yours faithfully. 
S. Gianelli
S. Gianelli, Chief Buyer 
 



 
LETTER WRITING script document  page 14/23 
Beatrice Gay 23 

EXERCISE 3: ORDER: 
 
 
Due to a malfunctioning word processor, the following 2 letters have been mixed up. One is from 
Sesame Systems providing a quotation for a further order of software plugs. The other is from 
Physiologica to confirm the order. Match each missing section with the appropriate gap on the blank 
letters of the next page. 
 
 
1. We would like to place an initial order with you for 500 RSP 11 W plugs and enclose your 

official order form. We normally make payments by banker's draft. Could you please 
confirm that this is acceptable to you? 
 

2. Further to your letter of 1 July and your meeting with Mr Gérard in London on 18 July, I 
am pleased to be able to give you a quotation for the software protection plugs you 
discussed. 
 

3. P Varenne, Sales Manager 
 

4. Thank you for your letter of 23 July. 
 

5. We hope that this highly competitive price will meet your approval, and I look forward to 
receiving your order. 
 

6. Dear  Mr Varenne 
 

7. Anne Newson 
Project Director 
Enc. 
 

8. Mr P Varenne 
Discpro SA 
251, rue des Ramonières 
F- 86256 POITIERS CEDEX 
 

9. I would like to point out that delivery before the end of November, as agreed with Mr 
Gérard, is a firm condition of this order as we hope to have the program ready for sale by 
then. 
 

10. Dear Ms Newson 
 

11. Ms Anne Newson 
Project Director 
Physiologica 
17 Princes Street 
London EC1 7DQ 
 

12. We would be able to supply 500 RSP 11W at a unit cost of £17.86, including 
transportation costs. On any additional orders, we would be able to offer a 20% discount 
on the unit price. 
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251, Rue des Ramonières  F- 86256 POITIERS CEDEX 

DISCPRO SA Tel (33) 99681031 
 Télécopie (33) 102163 
 
 Ref. PV/KH 
 23 July 19__ 
 
a___________________ 
____________________ 
____________________ 
 
b___________________ 
 
c__________________________________________________________________________
___________________________________________________________________________
_______________ 
 
d__________________________________________________________________________
_____________________________________________________________________ 
 
e__________________________________________________________________________
_______________ 
 
Yours sincerely 
f_________________ 
 

PHYSIOLOGICA 17 Princes St. Tel 071 982 7111 

 London Telex 988153 
 EC1700 Fax 071 982 7712 
 
 27 July 19__ 
g___________________ 
____________________ 
____________________ 
 
h___________________ 
 
i__________________________________________________________________________ 
 
j___________________________________________________________________________
__________________________________________________________________________ 
 
k________________________________________________________________________ 
 
I look forward to hearing from you. 
Yours sincerely 
l_________________ 
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EXERCISE 4:  
 
When writing formal letters, we often precede questions which ask questions with phrases like 
Could you please let us know…. and  Kindly inform us… 
 
 

Change the questions below to suit the content of a letter: 
 
Example:  
Are you interested in this offer? 
Please let us know whether you are interested in this offer.  
 
 
 
1. How would you like us to pay? 

Could you please let us know_________________________________________________ 
 

2. How many items would you like to order? 
Please let us know___________________________________________________ 
 

3. Do you have the items in stock? 
Could you please tell us_______________________________________________ 
 

4. Are these items acceptable to you? 
Please let us know___________________________________________________ 
 

5. Do you anticipate any delays with delivery? 
Please let us know___________________________________________________ 
 

6. When would you be able to ship the order? 
Kindly inform us_____________________________________________________ 
 

7. Where would you like us to send the order? 
Please let us know___________________________________________________ 
 

8. Would you be prepared to offer us a quantity discount? 
Could you please tell us _______________________________________________ 
 

9. When would you like to receive payment? 
Please let us know___________________________________________________ 
 

10. Would you like us to arrange a maintenance contract? 
Kindly inform us ____________________________________________________ 
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EXERCISE 5: Write a complete letter of enquiry 
 
Your boss, George Ramsden, Senior Project Engineer at Pro-Profit, Sierre, has sent you this memo: 
You must write this letter in his name and sign for your boss. 
 

INTERNAL MEMORANDUM 
 
To : Student (you)  Date: 24 April 19___ 
From: G. Ramsden 
 
Message: 
 
 
Please write a letter to IBM components, 139 Gilles Kemp Rd, Geneva. 
1. Say we saw their advertisement at the last Compusoft show in Lausanne  
2. Ask if they are able to supply : 20 PentiumIII motherboards, and 20 Intel  Ether cards 
3. Find out what discounts they give and what their terms of payment are. 
 
 
 
 
 
 
EXERCISE 6: Write a complete letter of quotation (this is the reply letter for exercise 5) 
 
You are Jack London, Marketing Director of IBM component. You have just received PC Profit's letter of 
enquiry and want to send them a quotation (reply to the above letter in exercise 5) 
You can use the information below: 
 
IBM component thank for the letter.  
Delivery: within 3 days 
Unit price: $200.-- for Pentium II 
Unit price: $150.-- for Ether cards 
Quantity discount:  8%  
Payment by banker's draft. 
For the first order, the customer must pay on delivery; then we allow for 30day credit period. 
Enclose an order form. 
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CHAPTER IV: complaints and replies 
 
 
The purpose of a letter of complaint is to get a problem solved. 
 
It is recommended to AVOID EMOTIONAL LANGUAGE (eg. I am absolutely 
furious…). 
In any case the person reading your letter is probably not the person responsible 
for the problem. So avoid blaming a member of staff by name. 

 
Instead use a passive structure. 

 
Compare these two examples: 

Mrs Smith, in your accounts department, sent the wrong invoice. 
The wrong invoice was sent due to an error in the accounts department 

 
 
 
EXERCISE 1: Read this letter and answer the questions below 

This is a typical letter of complaint. 
 

PRINCES MARKETING 
 Nesson House - Newell Street - Birmingham. B3 3EL 

 
        14 May 19____ 
 
Mr PR Smith 
Sales Manager 
Wildman Office Equipment 
18 Station Lane 
London N5 4HB 
 
Dear Mr Smith 
 
I am (complaining, writing, referring) regarding the consignment of 14 Olivetti PCs, Order no. 
3982/JKS which was delivered on 12 May. 
 
It was clearly stated on the order form that these machines should be pre-loaded with the latest 
version of DOS. Unfortunately, they have all been loaded with DOS version 3.1, and we are therefore 
unable to run a number of programs. In addition, you agreed to supply all the necessary cables, but 
three of these are missing. 
 
Could you please send one of your representatives to load the machines with the correct version of 
DOS as soon as possible. In addition, please send the three cables (part number CN-H97/K) as soon 
as possible. 
 
Yours sincerely 
Go Panting
G O Panting 
Operations Manager 
 
 
Questions: 
1. Does the letter begin with a clear reference to the particular consignment? 
2. What is Mr Panting's complaint? 
3. What does he want the supplier to do? 
4. Do you think the letter is polite enough? 
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EXERCISE 2: Here is the reply to Mr Panting's letter. Fill in the missing prepositions. 

This is an example of a reply to a complaint 
 

 WILDMAN OFFICE 
 EQUIPMENT 
 18 Station Lane 
 London N8 4HB 
  
 17 May 19___ 
 
Mr G O Panting 
Operations Manager 
PRINCES MARKETING 
Nesson House 
Newell Street 
Birmingham B33EL 
 
Dear Mr Panting 

 

Thank you ____________ (1) your letter _____________(2) 14 May regarding problems 

___________(3) a consignment that was recently sent _____________(4) you. 

 

The difficulty appears to have arisen ______________(5) a misunderstanding ____________(6) our 

ordering department, and the matter has now bee put right. 

 

I have asked our Corporate Computing Consultant, Mr R Marley, to call ____________(7) you 

____________(8) Friday 21 May ______________(9) 9 am to ensure that the PCs are correctly 

loaded and to supply the three cables that were left ____________(10) of the order. 

 

I will telephone you to check that this meeting is convenient, and in the meantime, I would like to 

apologize ____________(11) the inconvenience that has been caused. 

 
Yours sincerely 
P R Smith
P R Smith 
Sales Manager 
 
 
EXERCISE 3: Rewrite these sentences using the PASSIVE 
 
1. You have sent us the wrong items again. 

The wrong __________________________________________________________ 
 

 
2. You should have delivered this consignment last week. 

This consignment______________________________________________________ 
 

 
3. Someone broke two of the VDUs during transportation. 

Two_________________________________________________________________ 
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4. Someone sent the order by sea mail instead of air mail. 

The order __________________________________________________________ 
 

 
5. Please let me know when you think you can sort this matter out. 

Please let me know when you think this matter______________________________ 
 

 
6. You should have sent the documents by registered post. 

The documents_______________________________________________________ 
 

 
7. A faulty connection could have caused the problems with the hard disk. 

The problems with the hard disk__________________________________________ 
 

 
8. You omitted the manuals from the order. 

The manuals_________________________________________________________ 
 

 
9. You delivered the printers over three weeks late. 

The printers _________________________________________________________ 
 

 
10. We will not pay the invoice until this problem is rectified. 

The invoice __________________________________________________________ 
 
 

 
 
 
 
 
EXERCISE 4: Match the beginning and the end of these sentences. 
 
 
1. I am writing to complain about the late a collected from the factory. 
 
2. I am writing with reference  b on the invoice. 
 
3. We are returning the goods to you because c a fault in the manufacturing 
 process. 
 
4. Please arrange for the goods to be d we are not satisfied with them. 
 
5. Please send us a refund for e delivery of items I ordered last 
 week. 
 
6. Please accept my apologies f to order UH-879/94. 
 
7. The problem arose due to g the full amount. 
 
8. We would like to apologise for the error h for the inconvenience. 
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ANNEXE 
 
ABBREVIATIONS 
 
There are a number of abbreviations that explain the price quoted to the customer. 
These include: 
 
Ex-works:   the buyer pays all costs once the goods leave the 

factory/warehouse 
f.o.r. (free on rail)  includes cost of delivery to the nearest railway station 
f.a.s. (free alongside ship) includes cost of taking goods to the side of the ship but 
    not loading 
f.o.b. (free on board)  as for f.a.s. but includes the cost of loading goods. 
c.&f. (cost and freight) includes cost of shipping goods to the named destination 
    but not insurance 
c.i.f. (cost, insurance, and freight) 
    includes all costs to the named destination 
 
 
 
METHODS OF PAYMENT 
 
Bank transfer  payment can be made by telling a bank to transfer money 
    to another bank 
 
Banker's draft   a banker's cheque which the bank draws on itself and 
sells to 
    the customer. He can then use it to pay his supplier as with 
    an ordinary cheque. 
 
Bill of exchange  the seller prepares this in the name of the buyer. It states that 
    the buyer will pay an amount within a stated time (eg.30days). 
    When the buyer has signed the bill the goods are shipped. 
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ADDITIONAL EXERCISES 
 
EXERCISE 1: INVITATION: READ THIS LETTER AND WRITE A REPLY FOR IT. 
 
 

 
 

45 Broughton Street, Brighton 
 
J. Higgins 
Purchasing Manager 
Zacron Engineering 
Unit 5 
Hempstead industrial estate 
Hemel Hempstead HP2 7FX 25 April ____ 
 
Dear Mr Higgins 
 
We have pleasure in inviting you to our annual conference. 
This year it will be taking place at the Metropole Hotel, Brighton from 24 to 25 of next month. 
 
We enclose details of the conference, accommodation arrangements and a provisional programme. 
 
Last year you gave a very interesting presentation on the subject of "Purchasing High Technology". We would 
be very grateful if you would consider giving us an update on this. 
 
We would appreciate it if you could confirm your participation at your earliest convenience. 
 

Yours sincerely. 
 P. Matthews 
 P. Matthews 
 Conference Organiser 
 
Your reply should include the following: 
 
• = Reference to the above letter 
• = Confirmation of your participation 
• = Request for more information about the programme 
• = Apology for not being able to give another presentation (pressure of work - no time for 

preparation) 
• = A polite phrase to end the letter 
 

NOTE: Some parts of the letter have been done for you. 
 

ZACRON ENGINEERING  HEMPSTEAD INDUSTRIAL ESTATE 
HEMEL HEMPSTEAD 

Mr. P. Matthews 
54 Broughton Street 
BRIGHTON 
 ___________(date) 
Dear Mr Matthews 
 
With…… 
 
I would be grateful….. 
 
Unfortunately… 
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EXERCISE 2: CHECK YOUR VOCABULARY 

Do you understand all these terms ?.Find an equivalent in your 
language 
 
ADDITIONAL COSTS� � 
ADVERTISEMENT� � 
AIR MAIL� � 
AS SOON AS POSSIBLE� � 
AVAILABLE� � 
BY RETURN� � 
CANCEL (TO)� � 
CATALOGUE� � 
CHEQUE� � 
CHOSE (TO) CHOSE, CHOSEN� � 
COMPLETED� � 
CONCERNING  
COST� � 
DELIVER (TO)� � 
DELIVERY� � 
DISCOUNT� � 
EARLIEST� � 
ENCLOSE (TO)� � 
ENCLOSED� � 
ENCLOSURE� � 
FACTORY� � 
FOLLOWING� � 
FURTHER TO� � 
GRATEFUL� � 
INSURANCE� � 
INTERESTED IN� � 
INVOICE� � 
LATEST� � 
LET ME KNOW� � 
LOOK FORWARD TO -ING� � 
MODEL� � 
ON CONDITION� � 
ORDER� � 
ORDER (TO)� � 
ORDER FORM� � 
PAYMENT� � 
PLACE AN ORDER (TO)� � 
PRICE LIST� � 
QUOTE (TO)� � 
RECEIPT� � 
REPLACE (TO)� � 
SAMPLE� � 
SHIPMENT� � 
SIGN (TO)� � 
SUBJECT TO� � 
SUPPLY� � 
TO THE ATTENTION� � 
WITH REFERENCE TO� � 
WITHIN� � 
YOURS FAITHFULLY� � 
YOURS SINCERELY� � 
YOURS TRULY� � 
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