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Structuring letters
Starting
We are writing to 
advise you of


I would like to
confirm

Starting a reference
Thank  you for your letter of 23rd. 


With reference to
our telephone conversation today,…



your fax of June 5th .

Giving good news
I am delighted to tell you that...


You will be pleased to hear that …

Giving bad news
We regret to inform you that


Unfortunately...


I am afraid that …

Making a request
We would be grateful if you could …


I would appreciate if you could…


Could you possibly…


Please …

Offering help
If you wish, we would be happy to…

Apologising
I am sorry about the …


I would like to apologise for…


We are sorry for….

Enclosing
I am enclosing …


Please find enclosed …

Closing remarks
If you have any further questions,…


If we can help in any way, please contact us again. 


Thank you for your help.

Referring to future
I look forward to 
meeting you next week. 

contact
Looking forward to 
receiving your comments in due course.



your urgent reply

Esempi di formule di apertura:

Examples of how to open a letter
Vi ringraziamo della vostra lettera del 12 luglio. 

Thank you for your letter of 12th July.

in risposta alla vostra lettera del 5 aprile.

In reply to your letter of 5th April.

Abbiamo ricevuto la vostra lettera del 9 lugio. 

We have received your letter of 9th July.

in riferimento alla vostra circoiare del mese scorso. 

With reference to your circular of last month.

Ringraziandovi per la vostra lettera del 2 maggio abbiamo il piacere di comunicare...

Thanking you for your letter of 2nd May we are pleased to inform you that...

Vi ringraziamo della vostra lettera di ieri.

Thank you for your letter of... (data del giorno precedente).

Facendo seguito alla mia telefonata.

Further to my telephone conversation

Accusiamo ricevuta della vostra lettera del 2 lugio 1983.

We are in receipt of your letter of July 2 1983.

Facendo seguito alla vostra lettera del...

Following up your letter of...

In conformità alla vostra lettera datata...

In compliance with your letter dated...

Abbiamo il piacere di informarvi che...

We are pleased to inform you that...

We have p1easure in informing you that...

Ci dispiace dovervi informare che...

We are sorry to have to inform you that...

Con nostro vivo dispiacere...

Much to our regret …

Nella nostra precedente lettera datata...

In our previous letter dated

Burrs Ltd

Unit 5-7

Stourbridge Industrial Estate

Stourbridge

DY9 8AS

England

13 November 2002
Mr Arentsen

Technical Manager
Vendirt s.r.l.

Zona Industriale

66034 Lanciano

Italia

SUBJECT Trading Opportunity to Sell Ferrite Transformers
Dear Mr Arentsen,

Further to our earlier telephone conversation, as you asked I have detailed further information about the company and product below. As I mentioned we are looking for a specialist sales agent within Italy to sell our transformers.

Burrs L.t.d is based in Central England, established since 1989 and employs 85 staff. We are a specialist manufacturer of electric transformers and we focus on the telecommunications market, customers include Alcatel, British Telecommunications, Cable and Wireless, Marconi, Tamura and Ericsson. We offer a very reliable product at a competitive price. We are Iso 9002 registered.

The Product ; Custom built high frequency Ferrite Transformers and inductors (RM, EP, P, ETD, EF, ER, EE, EFD, ring core) and low frequency (50/60 Hz) dry type Laminated Transformers for telecom and power applications.

I look forward to receiving the technical specification by return fax to confirm if we can manufacture the product that you are seeking. I will send further details and a company brochure in the post for your reference.

Yours sincerely,

Bill Smith
Export Area Manager

P.S. We are looking for just one agent in Italy so please contact ASAP
COMPONENTI ELETTRICI

CE s.r.l.

Zona Industriale

65014 Penne

Italia

13 November 2002
Viencent Tink

Cheng Yang Industry Co Limited

Taipei Office

No 14 Lane 139

Lien Chen Chung Ho

City Taipei Hsien

Taiwan

SUBJECT:
Partnership with an Italian Manufacturer 

of Electric Transformers
Dear Mr Tink,

Further to our brief discussion in Munich earlier in the month. I would like to move forward to create a Partnership with a supplier of electric transformers that we can sell to our Italian customers.

Our present objective is to expand. One strategy to this end is to sell more product to the same customer. Our market at present is principally telecommunications companies within Italy .

Our customers purchase our products because of the service and reliability we offer at a price that is competitive. Our supplier will therefor need to offer a similar focus in order that we can continue to satisfy our customers needs.

The value in our product is from our quality and support mentality. Quality in terms of achieving ISO 9002 and our testing procedures. Support through fast response and reliable feedback.

I would very much appreciate if you can firstly consider if this will be of interest for your company. I have also attached a summary of our companies details and a brochure.

I look forward to hearing from you.

Yours sincerely,

Bill Smith 

Export Area Manager

P.S. Learn more about us at our stand in the Frankfurt trade fair in November!
Sun Break Viaggi
Via Roma 93

Pescara, Italia

13 November 2002
The Managing Director

Kenilworth Travel

10 High Street

Kenilworth

B3 2AZ

Subject: Relax in the warmth of Abruzzo

Dear Sir,

Further to our telephone conversation earlier today, I have enclosed additional information regarding a new opportunity to offer theme holidays in a relatively undiscovered region of Italy and the greenest region in Europe!

Sun Break Viaggi is collaborating with a group of companies from the Abruzzo region (specialist travel agents and agritourism restaurants and hotels) to offer a wide range of relaxing theme holidays for virtually any combination of requirement. Sun Break Viaggi acts as an intermediary between you and the holiday provider. To access these holiday opportunities in the greenest region of Europe you only need to speak to one person.

The focus is on warm hospitality in a relaxing environment. An environment that has remained largely unspoilt due to a slower rate of industrial growth and a low-level demand for tourism. You will find large areas of national parks, hundreds of ancient villages scattered across the countryside, each with delicacies and traditions to discover. Plus, spectacular views of mountains to the west and the Adriatic sea to the east. The Abruzzan cuisine is still a strong part of everyday life using locally grown ingredients There is also a splendid array of locally produced wines, some of which are world famous. 

Our holidays cover the following themes (personalised requirements are welcomed):

· A tour of traditional Abruzzan cuisine (see enclosed)

· Wine and liqueur tasting

· Fish restaurant tour

· Water sports and walking tour

· Mountain walks

· Historic churches, buildings and religious artefacts tour

Contact us for further information about Abruzzo or our holidays. 

Yours faithfully,

Terry Wills
Terry Wills

Sales Manager

P.S. Enjoy a 15% discount for bookings before January 2002

The style of written English

What is the difference between the first and second word in these pairs of words?

Get / obtain 
Thanks / Thank you 
I’ll / I wilI 



job / occupation 
about / with reference to

Match each phrase on the left with a phrase on the right.

Informal (spoken) language


1. Thanks for your letter.

2. I’ve just seen your advert in

3. Can you tell me about ...?

4. because

5. Sorry I can’t make the meeting.

6. Here are...

7. What exactly do you need?

8. Just send the stuff back. We’ll pay.

9. I’ve got some bad news. There’s no more until next month.

10. Good news! I’ve just heard that...

11. There isn’t much left. You better move fast.

12. If you’d like any more details, just let me know.

The phrases below are typical of informal spoken English. Rewrite them as sentences for a business letter. Some words have been given to help you.

1 It’s about that ad. we saw in Marketing Monthly. (writing / reference to / recent edition)

___________________________________________________________________________

2
Can you send us something about what your company sells? (grateful / information / range)

___________________________________________________________________________

3 Thanks for your letter of March 12 asking about what we sell. (dated / enquiring / products)

___________________________________________________________________________

4 I have some bad news. I’m afraid your order is going to be late. (regret / inform / delayed)

___________________________________________________________________________

5
See you in Frankfurt next month! (look forward)

___________________________________________________________________________

Practice

The language in the text below is informal. Rewrite it in an appropriate style for business. 


Now, write the same information as an e-mail. Be shorter and more direct.

Repeat the above activity.



Language focus
1. We use “I am arriving / leaving / taking etc.” when we talk about fixed personal plans.

2. We use “How about meeting / having lunch?” to make a suggestion.

3. We use “I would like to..” to ask to do something.

4. We use “Can you...?” or “Could you...?” to make a request.

Asking for brochures
· I am interested in receiving/seeing etc.

· I would be grateful if you could....

Trends

	+
	=
	-
	Preposition

	Increase
	Remain stable
	Decrease
	from... .to...

	Go up
	Remain constant
	Go down
	at

	Improve
	
	Fall
	by


Practice

1. Write a short letter to a business acquaintance confirming your appointment for next week. 

Include all information - place, date, time and brief reason for the meeting.

2. Write an e-mail to fix an appointment with the marketing manager of a foreign company who you recently met at a trade fair.

Include the following information:

· Travel date: January 6

· Departure time: 09:15

· Arrival time: 11:45

· Flight: ZZ 145

3. Write a brief e-mail to describe the performance of the company, the department, business unit, a project or a product over the last six-month period. 

4. Write a complaint to a supplier about the quality of service.

Structure your complaint according to the following plan:

· Explain why you are writing.

· Explain the problem.

· Demand action.

· Give the supplier some form of warning.

5. Write an e-mail to request information from a company. This information could concern products, services, costs, catalogue, price-list, documentation, etc.You decide!

6. E-mail a conference center in the UK outlining requirements for a two-day conference and requesting details.

7. E-mail details of the monthly board meeting, listing items to be discussed and giving times. You might also wish to include some comments on travel arrangements and accommodation for members of the board.

8. You have received an e-mail from a prospect (a potential client / customer) making initial contact.

Reply QUICKLY as follows:

· Thank the prospect for his/her interest.

· Promise to send publicity material - detail.

· Mention 2 items of particular interest to this prospect.

9. Write an e-mail to present the company you work (sector, date/place founded, main products, number of employees, location, market share, turnover, etc.).

How to write reports in plain English

Keep your sentences short
· Clear writing should have an average sentence length of 15 to 20 words. 

· Be punchy. 

· Stick to one main idea in a sentence

Practice

Here are some examples. Split them where suitable by putting in full stops. 

1 From a formal report of a disciplinary interview
I raised your difficulty about arriving ready for work on time and pointed out that your managers had done their best to take account of your travel problems and you had agreed with them that the Green Lane depot was the most convenient place for you to work, however, your initial improvement was short-lived and over the past two months your punctuality has dropped to a totally unacceptable level.

2 From an electricity company
I do not seem to have received the information required from you to set up your budget scheme, and I now enclose the relevant form and ask that you fill it in and return it.

Actives and passives
Passive verbs make writing duller and more difficult to understand. Active verbs make writing livelier and more personal. Let's take a simple sentence: 

'The boss slammed the door.'

With passive verbs 'The door was slammed by the boss.'. You can see that by making the sentence passive, the sentence becomes more clumsy.

Here are some more examples, our 'active' versions are underneath each one.

The matter will be considered by us shortly.
(We will consider the matter shortly.)

The riot was stopped by the police.
(The police stopped the riot.)

The mine had to be closed by the safety inspector.

(The safety inspector had to close the mine.)

Good uses of passives
There are times of course when it makes sense to use a passive.

· To make something less hostile - 'this bill has not been paid' (passive) is softer than 'you have not paid this bill' (active). 

· To avoid taking the blame - 'a mistake was made' (passive) rather than 'we made a mistake' (active). 

· When you don't know who or what the doer is - 'the England team has been picked'. 

Practice

Spot the passive verbs in the following examples and change the sentences around so that they use active verbs.

1 From a DVLA letter 

The tax disc was sent to you at the address on your application form but it was returned by the Post Office as undeliverable mail.

2 From a building society
In the Investment Account Statement which was sent to you recently, it was indicated by us that we would write to you again concerning the monthly interest that has been paid to you under the terms of your account.

Talk to your reader
1. Write with your reader in mind. 

2. Be lively and readable

3. What do they know already? 

4. What do you need to tell them? 

5. Talk directly to your readers in language they understand. 

6. Let the readers know there is a person behind the print. Use phrases like: 

· we found that; 

· I accept that; and 

· we recommend that. 

7. Say exactly what you mean, using the simplest words that fit. Write to communicate, not to impress.

Sounding positive
Always try to emphasise the positive side of things.

For example:

· If you don't send your payment, we won't be able to renew your membership of the scheme. (negative)

· Please send your payment so that we can renew your membership of the scheme. (positive)

Practice

Now rewrite these examples in a positive way 

1 From a local authority
You will reduce your chances of a council home if you do not keep your choice of areas as wide as possible.

2 From a bank (make this more personal)
No-one may apply for the scheme unless their account is credited with at least £1000.

Using lists
Lists are excellent for splitting information up.

Note

Few readers will read every word. So start with the most important, follow it with the next most important, and so on. You should follow the same rule with each paragraph. Begin with the main points of the paragraph, then write further details or an explanation.

CASE STUDY

Who We Are
Dell Computer Corporation, headquartered in Austin, Texas, is the world's leading direct computer systems company and a premier supplier of technology for the Internet infrastructure. Company revenue for the last four quarters totaled $32 billion. 

Dell is No. 2 worldwide in market share and consistently the leader in liquidity, profitability and growth among all major computer systems companies, with approximately 40,000 employees around the globe. The company ranks No. 1 in the United States, where it is a leading supplier of PCs to business customers, government agencies, educational institutions and consumers. 

The company was founded in 1984 by Michael Dell, the computer industry's longest-tenured chief executive officer, on a simple concept: that by selling personal computer systems directly to customers, Dell could best understand their needs, and efficiently provide the most effective computing solutions to meet those needs. 

Through the direct business model, Dell offers in-person relationships with consumer, corporate and institutional customers; telephone and Internet purchasing; customized computer systems; online and phone technical support; and next-day, on-site product service. 

Today, Dell is enhancing and broadening the fundamental competitive advantages of the direct model by increasingly applying the efficiencies of the Internet to its entire business. About 50 percent of Dell's sales are Web-enabled, and about 50 percent of Dell's technical support activities and about 76 percent of Dell's order-status transactions occur online. And Dell is a key partner with many of its customers in helping them deploy the technology they need to capitalize on the efficiencies of the Internet. 

Dell arranges for system installation and management, guides customers through technology transitions and provides an extensive range of other services. The company designs and customizes products and services to the requirements of organizations and individuals, and sells an extensive selection of peripheral hardware and computing software. 

Approximately two-thirds of Dell's revenue is generated through medium and large business and institutional customers. Dell also serves home and small business PC users.  

The Dell line of high-performance computer systems includes Dimension and OptiPlex desktop computers, Latitude and Inspiron notebook computers, PowerEdge servers, PowerApp server appliances, Dell Precision workstation products and PowerVault storage products. The company's computers are manufactured one at a time, as ordered, at facilities in Austin, Texas; Nashville, Tenn.; Eldorado do Sul, Brazil; Limerick, Ireland; Penang, Malaysia; and Xiamen, China. 

The Dell Direct Model
Dell's award-winning customer service, industry-leading growth and financial performance continue to differentiate the company from competitors. At the heart of that performance is Dell's unique direct-to-customer business model. "Direct" refers to the company's relationships with its customers, from home-PC users to the world's largest corporations. There are no retailers or other resellers adding unnecessary time and cost, or diminishing Dell's understanding of customer expectations. Why are computer-systems customers and investors increasingly turning to Dell and its unique direct model? There are several reasons: 

· Price for Performance. By eliminating resellers, retailers and other costly intermediary steps together with the industry's most efficient procurement, manufacturing and distribution process Dell offers its customers more powerful, more richly configured systems for the money than competitors. 

· Customization. Every Dell system is built to order. Customers get exactly, and only, what they want. 

· Service and Support. Dell uses knowledge gained from direct contact before and after the sale to provide award-winning, tailored customer service. 

· Latest Technology. Dell's efficient model means the latest relevant technology is introduced in its product lines much more quickly than through slow-moving indirect distribution channels. Inventory is turned over every 10 or fewer days, on average, keeping related costs low. 

· Superior Shareholder Value. During the last fiscal year, the value of Dell common stock more than doubled. In 1996 and 1997, Dell was the top-performing stock among the Standard & Poor's 500 and Nasdaq 100, and represented the top-performing U.S. stock on the Dow Jones World Stock Index. 

Development of the Direct Model 
Dell is continuously refining its direct approach to manufacturing, selling and servicing personal-computing systems. The company is committed to extending the advantages inherent in what is already the industry's most efficient business model. Current Dell initiatives include moving even greater volumes of product sales, service and support to the Internet, and further expanding an already broad range of value-added services. The Internet, the purest and most efficient form of the direct model, provides greater convenience and efficiency to customers and, in turn, to Dell. Dell services are focused on enhancing computing solutions for, and simplifying the system buying decisions of, current and potential customers. 

By taking its direct business model to even higher levels, through the Internet and value-added services, Dell intends to continue to grow its business at a multiple of the high-growth rate anticipated for the computer-systems industry as a whole. Dell still has significant opportunity for expansion in all parts of the world, especially in markets outside of the U.S.; in all customer segments; and in all product categories, ranging from home PCs to enterprise products, such as network servers and workstations. 






















































































































































































































I got you letter about our ltalia kitchen tiles. You want to buy some, right? Great! Just one problem, we haven’t got any tiles to send you. The thing is, we’re just getting so many orders. Things are going crazy around here, it’s just tiles, tiles, tiles.





Look, don’t worry. I’ll get in touch as soon as we get some more. I’m sure it won’t, be long. Meanwhile, I’m gonna send you our latest brochure - you’ll love it. It’s full of great photos and you can see everything we sell.





Give me a call if you want to. Bye.





Thanks for your letter -  sorry I didn’t get in touch until now. Well, about your problem with the machine - it’s not our fault. You obviously didn’t follow the instructions -  that’s why it’s broken.


You want to claim for it under your guarantee? No way! Don’t you remember - you didn’t renew your maintenance contract last year.


Anyway, someone from our Service Department will contact you some time to talk about when our engineers are coming.





I’ll be here if you want a chat.

















Hi Sue


I got the letter you sent on 2nd of March. You want the artwork by the 20th? You must be joking! If you want a good job it’s going to take at least three weeks. You’ll be lucky to get anything from us until early April.


Anyway, you haven’t even paid for the last artwork we sent you! We need that money right now. You’re not getting anything else until you pay.


All the best








Formal (written) language





I am writing with reference to the advertisement in..


due to the fact that


Thank you for your letter dated 14 March.


Please find enclosed


I am afraid I will not be able to attend the meeting.


I would be grateful if you could send me some information about


Please return the goods at our expense.


We are pleased to inform you that


Please let me know your exact requirements.


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


We regret to advise you that the goods you require are temporarily out of stock.


Please note that our stocks are limited. We advise customers to order as soon as possible to avoid disappointment.











La formula di chiusura	


Examples of how to close a letter





Distinti saluti


Yours faithfully (do not know the name) or Yours sincerely (know the name) 





Vi ringraziamo anticipatamente.


We thank you in advance.





Speriamo di risentitvi presto.


We hope to hear from you soon.





Nell’attesa di ricevere vostre notizie al più presto...


We look forward to hearing from you again.





Sara gradita una pronta risposta.


We should appreciate a prompt reply.





Attendendo una pronta risposta.


Awaiting your early reply.





Ringraziandovi anticipatamente per...


Thanking you in advance for...





Sempre a vostra disposizione.


Please do not hesitate to contact us for assistance...




















































































































Request/suggest the following agenda:


Airport pick-up


Plant tour 12:30-13:30


Lunch


Afternoon meeting


Taxi to airport for flight at 18:20








We often use a conditional to make a complaint e.g.


If you continue to provide such a poor service, we will


Unless the service improves, we will...	
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