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BBEJAEHUE

[Tocobue «JlenoBoe MUCHbMO Ha aHTIIMMCKOM SI3BIKE» COJCPKHUT ydeO-
HBbII MaTepuall N0 JUCHUIUIMHE «/J[eI0BOE MUChbMO HAa HHOCTPAHHOM SI3BIKE)
(xomnoHeHT B1.B. «Qucuumnunel no Beioopy» @I'OC BO 44.03.05 «Ilena-
rorudeckoe oopaszoBaHue», ¢ AByMs MpoduiissMu moarotToBku: «MHocTpan-
HBbI s13bIK (HeMeukuit/ppaniy3ckuid)» u «MHOCTpaHHBIM S3bIK (aHTJINN-
CKHil)». PaccMOTpeHbl 0OCOOEHHOCTH MEPENUCKU KaK BaXKHOW COCTaBIISIONIEH
JIEJI0OBOM KOMMYHUKAIIUU B COBPEMEHHOM MHUPE.

[lenpt0 OCBOECHMSI JUCUUIUIMHBI «JleToBOE MUCBMO HAa HHOCTPAHHOM
S3bIKe» (BTOPOM MHOCTPAHHBIN $I3BIK) SIBISIETCS] (hOpMHUpOBAHUE y OOydaro-
mmxcsd NpodecCUOHANBHBIX KOMIIETCHLIUN, TMO3BOJISIONIMX BBICTPAUBATH
MUCBMEHHBIN TEKCT B 3aBUCUMOCTH OT CUTYyallMu OOIIEHUS, CBOOOJHO BBI-
paxxaTb CBOM MBICIIM B MUCHbMEHHOU (DOpME ¢ UCIOIBL30BAHUEM Pa3zHOOOpa3-
HBIX SI3BIKOBBIX CPEJICTB M C YUETOM OCOOEHHOCTEH JI€JI0BOTO CTHUIIS.

Jlnst ocBoeHUs Matepuaia HEOOXOAUMO 3HATh, YMETh U BIAJIETh y4eO-
HbIM MarepuasioM, (OpPMUPYEMBIM B PE3yJbTAaTe€ W3YyUYECHUS TAKOW JUCIIH-
IJIMHBL, Kak «lIpakTudecknii Kypc BTOPOro HHOCTPAHHOTO SI3bIKAY.

B pesynbTare ocBoeHUS yueOHOW MMCIUILIMHBI «JledoBoe MUChbMO Ha
WHOCTPAHHOM SI3bIKE» y OOyYaroUIuXcsl AOJKHBI ObITh C(HOPMUPOBAHBI Clie-
OYIOIIE KOMITETCHIIUU:

— OK-4 (crtocoOHOCTh K KOMMYHHMKAIIMM B YCTHOM M TNHCHMEHHOM
dbopMax Ha PyCCKOM M MHOCTPAHHOM SI3bIKaX JJIsl PEIICHUS 3a]1au MEKIIUY-
HOCTHOTO U MEXKYJIbTYPHOTO B3aUMOJICUCTBHUS);

— IICK-2 (crmocoOHOCTh HMCTOJIB30BaTh SI3BIKOBBIE CPEJCTBA JJIS JO-
CTHUKEHUSI KOMMYHUKATUBHBIX 11€JIE B KOHKPETHOW CUTyallly OOIIeHUs Ha
M3y4aeMbIX HHOCTPAHHBIX S3bIKAX);

— I1CK-3 (cmocoOHOCTh BBICTpaWBaTh CTPATETHIO0 YCTHOTO U MUChbMEH-
HOTO OOIIEHMS HAa M3y4aeMbIX MHOCTPAHHBIX S3bIKaX B COOTBETCTBUU C CO-
IUOKYJIbTYPHBIMU OCOOECHHOCTSIMU U3yYaeMbIX SI3bIKOB).



B paMkax cpopMHUpOBaHHBIX KOMIETEHIUNA 00YUYaIOIMUICS TOKEH:

— 3HaTh CTIEUU(DUKY MEKINIHOCTHONU U MEXKKYIBTYPHOU KOMMYHHUKAITUH
HA U3Y4aeMOM SI3bIKE, S3bIKOBBIE HOPMbI MMCBMEHHOI'O OOIIEHUS, STUYECKHE
Y HPABCTBEHHBIE HOPMBI TOBEICHHUSI, IPUHSATHIE B CTPAHE N3YYAEMOTO SI3bIKA;

— YMETh HCIOJIb30BaTh MOJAEIIA COIUAIBHBIX CUTYallud B MUCHbMEHHOM
peuH, BEICTpauBaTh MUCbMEHHBINA TEKCT B 3aBUCUMOCTH OT CUTYyaIlMH OOIIICHHUSI,;

— BJIQJIETh 3TUYECKUMH U HPABCTBEHHBIMA HOPMaMH MOBEACHHUSI, HOpMa-
MU PEUYEBOT0 MOBEJCHUSI B MHOS3BIYHOM COLIMYME, OCHOBHBIMU JIUCKYPCHBHBbI-
MU CIIOCO0aMU pean3alii KOMMYHUKATUBHBIX 11€JIel BHICKAa3bIBAHMUSL.

OcBoeHne KOMMETEHIMH, (POPMUPYEMBIX IUCHUILIMHON «JlenoBoe
IMChMO Ha MHOCTPAHHOM SI3BIKE», HEOOXOIMMO JUIsl TIOCIIEYIOIEro U3y4e-
Hus nucuuiuivH «IlepeBon B chepe nenoBoro oodmenus» u «OCHOBBI yCTHO-
O [IEPEBOAAY.

B pe3ynpTaTe 0CBOEHUS JUCUUILIMHBI O0YUYarOIIMIiCs JOJKEH:

—3HaTh KOMIIO3UIIMIO JIEIOBOTO MUCBMEHHOIO0 TEKCTa, OCOOCHHOCTH
JICJIOBOTO CTHUJISI, OCHOBHBIE THUIIBI JIEJIOBOTO MHUCHMA, STUKETHBIE HOPMBI 00-
palieHus K 3HaKOMbIM ¥ HE3HAKOMBIM JIIOJISIM;

— YMETh OPUEHTUPOBATHCSI B BHIOOPE SI3BIKOBOTO MaTepuaia JJisl pea-
JU3aluy CBOEr0 KOMMYHUKATUBHOIO HAMEPEHHUsI, CBOOOTHO BBIPaKaTh CBOU
MBICJIM TIPU HAMCAHUU JIEJIOBOTO MUChbMa C HMCIOJb30BaHUEM PAa3HOOOpa3-
HBIX SI3BIKOBBIX CPEJICTB;

— BJIQJICTh HAaBBIKAMU TOCTPOCHUSI BBICKA3bIBAHUM HAa M3y4aeMOM SI3bIKE
VIS peANIN3alA CBOETO0 KOMMYHHKAaTHBHOIO HAMEPEHHUS, TUCKYPCUBHBIMU CIIO-
co0aMu BhIpAXKEHUSI KOMMYHHUKATHUBHBIX II€JIEH B chepe JIEITOBOTO OOIIECHUSI.

[TocoOue cocTouT U3 BBEICHUS, IECATH YPOKOB, 3aKIIOUEHUS U CIIUCKA
WCIIOJIb30BAHHOW JINTEPATYPBl U HHTEPHET-PECYPCOB.

B OCHOBHOM YacTH HEJIOBOE€ MUCHBMO PACCMATPUBAECTCA KAaK BayKHBIN
CHoCo0 JEOBOM KOMMYHHUKALMU. 3HAYUTEIBHOE MECTO OTBOAMTCS COCTaB-
HBIM YacTsM nucbMa. [IpuBoastcs mpumMepsl 0OpMIIEHUS TAKUX PEKBU3UTOB,
KaK aBTOp MHUChMa, AaTa, BHYTPEHHUI aJpec, BCTYNUTENbHOE 00OpalleHue, 3a-
KITFOUUTENbHAs (hopMa BEXIMBOCTHU, MOANUCH U T. A. JlaeTca XapakTepucThka
pa3HbIX (JOpPMATOB MUCHMA C YYETOM cepbl UX MPUMEHEHUS, paccCMaTpHUBa-
I0TCA pa3jIMYHbIe BHUJBI JEJIOBOTO MHUCHhMa (IMCHhMO-3asBIEHUE O TPYIO-
YCTPOWCTBE, PE3IOME, MUCHMO-3aMPOC, PEKIAMHOE MHUCHMO, IMHCbMO-3aKa3,
MUCHhMO-pEKJIaMalis U 0J1aroJapcTBEHHOE MUCHMO). [IprMepsl cOOTBETCTBY-
IOIMX IHCEM COIMPOBOXKIAIOTCS PEKOMEHAAIMSIMH [0 HMX COCTaBJICHUIO.
B KOHIIE KaXXI0ro ypoka Mpejyiaraercsi JOMallHee 3aJaHue, 4TO MO3BOJISIET
3aKpENUTh MOTYYEHHBIE 3HAHUS U BbBIPAOOTaTh y OOYYarOIIMUXCS HABBIKU Ca-
MOCTOSTEILHOM pabOThl HaJ| SI3BIKOBBIM MAaTEPHAIIOM C YYETOM OINPEICIICH-
HbIX KOMMYHUKAaTUBHBIX HAMEPEHUH.

Takum 00pazom, mocoOue CrnocoOCTBYET OOYYEHHIO JICIOBOMY IMHUCh-
MEHHOMY JIMCKYpCY Kak OJHOM u3 (popm mpodeccroHanbHOM KOMMYHHUKAIIUN
B COBPEMEHHOM MHUPE.



LESSON 1

LETTERS AS A MEANS OF COMMUNICATION.
TYPES OF LETTERS

The aim of the lesson is to describe letters as one of possible means
of communication. We will give definition to the word “letter”. Besides, we
will try to classify letters into various types according to different criteria.

1. It is impossible to imagine our life without communication. It is the
process by which information is transmitted and understood between 2 or
more people. The word itself 1s derived from the Latin verb communicare,
which means “to share” or “to make common”. Communication allows us to
interact with other people sharing our knowledge or experience with them.

2. Look at picture 1. What means of communication do you use in your
everyday life? What do you use them for?

Telephone MNewspaper

<!

Cellular Letier Televisionor TV Magazine

Picture 1. Means of communication

Make up sentences according to the model.:

[ use for

— typing ... — sending e-mail ...

— calling ... — sending messages ...

— watching ... — getting information ...

— talking ... — giving information ...
—reading ... — searching information ...
— listening ...



3. There are different types of communication. Look at picture 2 and
answer the questions.

[ Types of ]
communication

Based on
communication Based on style
channels and purpose

v
’ v M

[Non-verbal] [ Formal J[ Informal ]

Picture 2. Types of communication

e What do you call communication if you share information with your
relatives, friends and close people?

e What kind of communication deals with sharing official information
with others?

e What do you call the process of communication through words?
What are its two main kinds?

e What does “non-verbal communication” mean?

4. Fill in the chart. Make use of the following words and word
combinations:

body movements and gestures, telephone conversation, e-mail, facial expression,
eye contact, books, communication face-to-face, touch, radio,
newspapers and magazines, tone of voice, television, appearance, letters

Types of communication
(based on channels)

verbal non_—verbql

oral written

What type of communication do letters belong to?




5. Try to define the notion “letter” answering the questions:
— What is a letter in one word? ItisaM_ E.

— Is 1t oral or written?

— Who can it be addressed to?

— What is it usually put into?

— How 1s it sent?

So, what is your definition of the word “letter”?

6. Look at the pictures and say what can be called “a letter”.

7. Match the meanings of the word “letter” with the examples of its
usage.

“B” is the second letter of the alphabet.
Write your name and address in capital
letters.

Are there any letters for Mr. Smith?

How many letters are there in the Russian
alphabet?

We only communicate by letter.

I would like to learn to write business
letters.

1. A written or printed sign representing
a sound used in speech.

2. A written message addressed to a
person or an organization, usually put in
an envelope and sent by post.

»

What language process links the 2 meanings of the word “letter”:
metaphor or metonymy?
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8. What types of letters can you think of? They can be singled out
according to different criteria.

LETTERS

L

Based on style:

Letters to people who we
do not know on a personal
level —f 1

Letters we write to keep in
touch with family and
friends — i 1

Based on the way to be sent:

Letters sent by using the
regular postal service as
opposed to e-mail
(suggesting that the service
is as slow as a snail) —
s l-mail

Letters sentby e-

— @

Based on purpose:

Application letters
Invitation letters

Order letters

Birthday letters

Sales letters

Inquiry letters

Thank you letters
Complaint letters

Claim letters

Letters of recommendation

9. Here are some letters. How can you classify them?

a)

Dear Vishnu

harder.

Rahul

B-101

Regency Apartment
New Bombay

28 December 2012

I just heard that you have received a new job. I
couldn't be happier for you. Congratulations!

I know it is not easy to get a good job in this
troubled job market. It is particularly difficult for a
fresh graduate with hardly any work experience. I
really appreciate the resourcefulness you showed in
your job search. Although I still haven't been able to
find a job, your success has inspired me to try

I am quite sure that your knowledge of computers
and artistic skills will make you a great graphics

designer. I expect to hear great news coming from
your direction in the next years.

Best wishes for success.

Picture 3. Sample letter 1




Lotus INC

22 Blue Street
Paris

WIB 6DH

Phone: 071 066 429
7 January 2012

Peter Parker

14 Plowden Road
Torquay

Devon

TA6 IRS

Dear Mr. Parker,

With reference to your letter of January 5%, we are sorry to inform
you that we do not have any vacancies available at the moment.
We are impressed with your qualification and work experience
and will definitely consider your candidature when vacancies
arise in future.

Please feel free to contact us again if we can help in any way.
Yours sincerely

James Mathews
HR Manager of Lotus INC

Picture 4. Sample letter 2

AV e »|z Intenview Follow Up - Maggie Kline - Message (HTML) - o= | B
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Dear Mr. Kelly,

| Afew weeks ago | had the pleasure of interviewing with you and your staff for the Assistant Account
Executive position at Hurley Enterprises. | truly enjoyed being able to convey how my experiences
might fit with your outstanding team and getting to know your perspective about the position, the
company and what you like best about the firm.

Per your suggestion, | am contacting you to check the status of the hiring process. | am very
interested in the position and eager to join your group of dedicated and creative professionals.

Please contact me at any time if further information is required. | am available via email or phone
(573) 555-9557.

Again, thank you so much for your time and consideration.

Sincerely,

Maggie Kline
Mdkl76@mail. misosuri.edu
(573) 555-9557

Picture 5. Sample letter 3




10. What is a business letter? What type does it belong to? Compare
your ideas with the following piece of information:

A business letter is atype of letter. Business letters are used in
correspondence between business organizations. They are also used in
correspondence between companies and their clients and customers. The
style of a business letter depends on the relationship between the addresser
and the addressee. Usually such letters are written in formal language. There
may be different reasons for writing business letters: to inform or to request
information, to order supplies or to confirm the order, to identify a mistake
or to apologize for a misdoing, to congratulate or to express gratitude, etc.
Business letters are still very useful because they deliver persuasive and
well-considered messages.

11. What are peculiarities of business letters? Read the text and insert
the right words into the blank spaces.

The business letter is not generally regarded as a form of | time-savers
1) and does not require a literary mind or any particular | certain
literary 2) . The language is, mainly, stereotyped and lacking | literature
in 3) . Business world does expect 4) formalities in | practice
letters. phrases

Modern 5) letters require certain accepted idioms, set | originality
0) , patterns and grammar, which are found in general use | learnt
today. Most of them are, in fact, 7) that have the added value | business
of being &) by everybody. talent

Certain skills, therefore, must be acquired by 9) and | understood
details of writing business letters must be 10)

12. Do you agree that writing business
letters requires certain skills? What are some
difficulties a person may have to face if he starts
writing a business letter?

13. What information are you supposed to
learn while doing the course “Business letter-
writing”’?

14. Complete the sentences filling in the blanks with the words that you
think are right to use here.

To sum up, written communication has significance in
modern world. Business letters are certainly for business
development. Effective business letter-writing involves choice of

10



words, their organization in the correct order in sentences formation as well
as composition of sentences.

Home assignment:

1. Read the text and say what types of letters are described in it.

The letter is one of the most important symbols of human civilization.
Letters are used as a medium of exchanging information. They can be
classified into different types depending on their purpose, information
contained or degree of formality.

If a letter does not follow formal rules and contains personal
information it is known as an or personal letter. Personal letters are
based on personal relationships. They are written to relatives and friends to
exchange news.

If a letter is written according to formal rules and regulations it is
called a letter. Such letters strictly maintain formalities. Letters
used in business correspondence belong to this category. Letters that contain
commercial information and are written among business people are called

letters or commercial letters. They are formal, structured and non-
personal.

% . 2. Using the Internet find samples of different types of
: letters. Print them out and bring to class for your group mates
to guess their type.

3. Look at the picture. What do you think
the next lesson will be devoted to?

11



LESSON 2

BUSINESS LETTER FORMAT

Today at the lesson you will learn about the typical layout of a business
letter. This is the first step to make your business letters comprehensible.

1. Read the text and practise its back translation.

In spite of the development of
telephone, telex and telegraphic ways
of communication as well as
increasing personal contacts in
international business, writing letters
continues. To write a business letter
properly is very important for normal
business activity.

Hecmorps Ha pasBurue Tele-
dboHHOM CBs3M, TEJIeKca U Tenerpada,
a TaKXKe YBEJIMYECHHUE JIMYHBIX KOH-
TaKTOB B MEXIYyHApOJHOM OHW3HEce,
OOMEH MUChMaMU MPOJIOJKAETCS.
Odopmuths AeI0BOE MUCHBMO HaIe-
XKaruM o0pa3oM OYEHb BAXKHO IS
OOBIYHOTO AEIONPOU3BO/ICTBA.

2. Fill in the blank spaces choosing the right word:

Business letters 1)

the very beginning. If some action 3)

should be specified. The tone of a commercial letter depends 4)
addressee: if it’s somebody with whom you 5)
several years, the tone can be friendly and warm, but 7)

be brief but at the same time clear. The
relationship between the addresser and the addressee should 2)

at
on the part of the recipient, it
the
closely 6)

business

correspondence tends 8) formal. 9) your letter is
registering a complaint, your 10) should be polite.
1. a) can b) should c) have to
2. a) be stated b) be stating c) state
3. a) are requested b) was requested c) is requested
4. a) at b) from c) on
5. a) have worked b) worked c) are working
6. a) during b) for c) in
7. a) besides b) in the end ¢) in general
8.a) to be b) be c) being
9. a) nevertheless b) in spite c) even if
10. a) voice b) tone c¢) behaviour

12



3. The proper layout of a business letter is very important. It makes the
letter be easy to read and look professional. Have a look at picture 6 and say
what principal parts a good business letter should contain.

Picture 6. Parts of a business letter

4. Match the parts of a business letter with the explanations.

1. Heading a) It contains the name and the address of
2. Date the person or the company receiving the
letter.

3. Recipient’s address (inside address)
b) Here comes the name of the person who

4. Salutation wrote or dictated the letter.

>- Body paragraphs c) It shows when the letter was written.

6. Complimentary close d) It is a closing remark.

e) This is the content of the letter.

f) It gives the name and the address of the
sender. It may include the company’s
telephone and telex numbers.

7. Signature

g) It is the greeting of the letter.

13



Business Letter Format

Heading
Your Street Address . ; ’
Your City, State Zip Inside Address
Date o
e

First and Last Name of the Person to whom you are writing
Their Street Address
City, ST Zi ' '

¥ N Salutation Body

Dear Mr./Ms. Full Name: = F.
»

You do not want to indent when you are using this format. This is the best format to
use when you are writing a persuasive letter. You want to introduce yourself and
the topic you are writing about to the reader. Remember that the first rule of writing
is to know your audience. In a persuasive letter, you state your opinion or your
feelings about something that is important to you after you have introduced yourself.
You must sound as professional and passionate as possible. You do not want to
belittle the reader or they will not finish reading your letter. Your letter needs to
have the facts, reasons, and examples to support your position. Address issues that
your reader may have in their argument.

In a second paragraph, you must have solutions. Without solutions, you are only
complaining. Offer assistance in solving the problem. Remind the reader where they
can contact you.

Sincerely yours,
Signature

A. Student e

Picture 7. Business letter format

5. There may be some additional parts in a business letter. They are used
only when necessary. Read the information and say which paragraph describes:

A. B. C. D. E. F. G.
Reference | On-Arrival | Attention | Subject | Identification | Enclosure CC
line notation line line Initials

1) It is usually written below the salutation. The words “Subject” or
“Re” (“regarding”) are typed before the subject matter and indicate what the
letter 1s about.

2) It means “carbon copy”. This notation includes names of those people
to whom copies are distributed. Sometimes their addresses are also included.
Usually it is at the end of the letter after enclosure or identification initials.

3) It is written below the inside address if you want to address your letter
to the attention of a particular person. Sometimes it is abbreviated “Att”.

4) It shows that some documents are enclosed. The word “Enclosure
(or “Encl”) is typed at the bottom left-hand corner and the item enclosed may
be mentioned specifically.

14



5) Some companies have a special system of tracking letters by employee
initials, chronological order and so on. This is what they write in this line.

6) This notation shows that the letter was typed not by the person who
signed it, but by his secretary or assistant.

7) This is a notation on private correspondence. It is usually typed in
capital letters before the inside address.

In this sample you can see several additional elements of a business letter.

I Funalt CPAs

January 20, 2013
Re:Flle 02513 =« Referenceline

PRIVATE AND CONFIDENTIAL ¥ (On-Arriva Notation

Harris Barton, CEO

Tranidon, Inc

1172 North Main Street

Memphis, TN 38214

Dear Mr. Barton:

Subject: Final Audit Report of Tranidon, Inc ¢ Subject Line
Enclosed Is your final audit report completed by Funalt CPAs. The report covers the
period from October 1, 2009 to September 30, 2012. Your response has been
Incorporated Into the final report as appendix.

1 would like to express my appreclation for all of the courtesy extended to my staff
during the course of the fieldwork.

If you have any questions concerning this matter, please contact Donald Zabel,
Senlor Auditor at 901-285-1297.

Sincerely,

(-’ (/mdﬂ'u{: ()-‘:!h.r/zi:l-‘

Amanda Carruthers

Managing Director

AKC/rhn @ dentfication Intials
Enclosure <% Enclosure Notation

COILETY DOMCR | s CC Notzion
Patrida Lindgren

Picture 8. Additional elements of a business letter
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6. Look at the letters and name their parts.

Dbde Cleverslie
SavbizCor Lid

28 Green 1., Sulle 14
Upstale, NY 10347

Odlober 27, 2006

Ms. Margaret Edwards
Bamelii Lid

48 Stanstead Road
London SE27 THF

For the Attention of Financial Manager

Dear Ms. Edwards:

| wanted to take this opportunity to thank you for the excellent ;Iajnu ﬁhm
financing for our project. We apprediate the fad that y

m“@u aﬂ. W---m—.dtyprwmd
fir

- -

We have been dealing with our new finandial institution for about a week now. The
Wd-uuﬂmﬂhm“mml“-w
we have taken a quanium leap | proge

| would not m,»mwm again and lo recommend your frm to any

best rep

Sincerely yours,
(D, C&'vmm? James Crenshaw
5792 Main St., Apt 3
Diée Cl a Lagrange, ME 04453
Presiderd 207 2431957
Jorenshaw@hotmail.com
March 2, 2012
Mt Daniel Nicholson
James Martinez Vice President
115 Edgemont Avenue Corrello, LLC
Bristol, TN 37631 1236 Howland Rd, Sulte 7
Lagrange, ME 04453
February 20, 2014
Dear Mr. Nicholson:

M. Patrick Demsby, CEO
Darenton Please accept this letter and endosed resume as application for the position of Regional
2182 West State Street Sales Manager. You will find that not only do | have the specific qualifications you are
Bristol, TN 37642 seeking, | am a strong business leader, a graduate of the Principal Leadership Institute,
and a current resident of the area with a wide network of personal, professional, and
political contacts. My customers will tell you | am efficlent and organized and excellent
at bullding rapport and fostering mutually beneficial relationships.

fess w,lmmmmfumndﬂm
and achleve goals, and it is within this type of challenging and

environment that | particularly thrive. Mqudlﬂlstlnawm

Re: Resignation Letter

Dear Patrick:

Please accept this letter as my
Administrative Officer at Daren
weeks from today. | am gratefu)
personal development | have
being part of the Darenton tea

My contact details remain the
contact me for information abe

&

| wish you and D t

Sincerely,

v 5
‘/a._.m ««Manlm‘-’-’-

James Martinez

and exciting career in financial services sales and In particular to Rubroz Services as an
Industry leader who can provide both the challenge and opportunity | am seeking.

Mmmwlmmnmmmummmuumwum

record of ined sales | The highlights some of my specific
lish It supports my | In a position within your organization.

Sincerely,

J. Crenshaw

James Crenshaw

Enclosure: Resume

Picture 9. Parts of business letters




7. Business letters are generally formal. Business letters addressed to
people you know very well can be semi-formal. For personal correspondence
informal letters are typical.

Letters may be written in one of the following formats: block, modified
block, or semi-block. Block formatis the most formal one. Modified
block and semi-block format is used for semi-formal letters. Semi-block
format is the right choice for informal letters.

Sender's address

Block Format

Date

In block format the whole text is justified ravers name
left. The paragraphs of the letter are not Dear
indented. The ends of the lines at the right hand
side are not justified, so each letter is of the

same size. It makes the text easier to read.

Closing word(s)
e
e N

Typed signature

Sender's address

Date Modified Block Format

Receiver's name

Address In modified block format the sender’s
o address, the date and the complementary close are
moved towards the centre of the page.

Closing word(s)
AR

Typed signature

Sender's address
Semi-Block Format Date

Receivers name

In semi-block format the sender’s address, Adaress
the date and the complementary close start at the pesr
centre of the page. The 1* line of each paragraph
is indented.

Closing word(s)
A
o e e W

Typed signature

17
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8. How can you classify these letters according to their formats?

Disie Cleverslia

Savbizcor Lid

28 Green St_, Sule 14
Upstate, NY 10847

Diear Ms. Cleverelie:

Thee firsi shipment of equipment

Est price $700,000.

shipping dates.

from Savbizeor Lid has amived. We are delighied
with every piece. Therefore, we decided to make our iniial purchase larger than
anticipated. | am aftaching our purchase order Mo. 8330 for addiional goods: totaling

Sinceyou already have a copy of our Procurement Guidslines, | shall not attach them
to this order. As before, we will establish a letter of credit. Please inform me of

Gregory Donaldson

Minoan Inc

247 Madizon Ave_Sulte 2103
Mew York, NY 10015

Decamber 3, 2006

Sinceraly,
(. Donaldson

Gregory Doneldson,
Chied Procurenent Officer

Endosure: Purchase Order No. 8330

Tyler Kennedy
532 Bathesda Avenue

Bethesda, MD 20898
February 13, 2013

Willlam Griffith

Human Resources Manager
2345 River Road

Bethesda, MD 20895

Dear M Griffith,

Thank you for meeting with me this morning to discuss the Compliance O
1 truly appreciate the opportunity to interview, as well as all the ime and d
In learning more about my guallfications and tefling me about the Job.

1 have heard so many great things about your company. I'm excited about

of using my background of performing compliance duties, specifically my
corporate compliance dlations and risk to help you achig)
company objectives. The Intervlew relnforced my Interest in becoming a p

Again, thank you for meeting with me. If you require any additonal inform|
be reached at {301) 652-1356 or tkennedy@ gmall.com. | hope to hear fron

Sincerely,

Tyler Kennedy

2237 South Olby Road
Sacramento, CA 97342

July 17, 2002
David Myers
Vice President
Fulton Engineering Corporation
1254 Madison Street
Sacramento, CA 97340
Dear Mr. Myers:

John Bird, the Director of Data Systems at Ottings Engineering Company, informed me
that you are looking for someone to direct your new management information system.

I enclose my resume for your consideration. During the past 10 years I have developed
and supervised a variety of systems. 1have worked at both the operational and managerial
levels and know how to develop systems appropriate for different types of organizations.

T would appreciate an opportunity to visit with you and examine your operations.
Perhaps I could provide you with a needs assessment prior to an interview. I will call you next
week to make arrangements for a visit.

Thank you for your consideration.

Sincerely,

Gary S. Platt

Enclosure

Picture 10. Business letter formats




9. Read the following information and render it in Russian.

Spacing and Font in Business Letters

« In a business letter there should be proper spacing between the
heading, the greeting, the body paragraphs, the closing, and the signature.

« Such fonts as Times New Roman, Arial, Courier New, Calibri or
Verdana are usually used. The recommended font size is 10 point or 12 point.
If the letter is addressed to a conservative organization, it is best to use
Times New Roman 12 point font.

Begin your heading 1 to 1.5 inches from
the top of your paper. Side margins should
also ba 1to 1.5 inches.

Heading
1234 Melroge Street Type the writer's address (no name), followed by
San Diego, CA 92127 the current date
December 10, 2002 T
Inside address
Fi
Ms, Helen Moss our to seven spaces Type the name and address of the receiver

Poway Unified School Board Member T
13626 Twin Peaks Road
e Salutation

Poway, CA 92064-3098 —
Double Begin with Dear, end with a colon.

Dear Ms. Moss:

Double space E
I am currently a student in the Poway Unified School District, and [ am writing to
you regarding the recent ban on soda sales in the Los Angeles Unified School
District. [ am concerned that the Poway Unified School District will attemnpt to do

Body
The first questions states the
letter's subject and purpose.

the same, and in doing so, will be making a grave mistake, There are many reasons
not to ban soda sales.

Double space between paragraphs
Qr schools desperately need the money brought in by soda sales. If we sacrifice
such profits, we will have greater difficulty supporting the cvents they fund.
Furthermore, the ban might not even work, since banning soda sales is not enough
to combat the problem of childhood obesity. Smdents should adopt healthier
lifestyles, not use quick-solution diets. In addition, it would be hypocritical to
refuse to sell sodas but still offer foods like pizza, French fries, and doughnuts.
Schools instead should better educate students on how to make healthy choices on

It answers the question: Why
are you writing this letter?

The middie presents details
of the massage.

The ending requests action,
shows appreciation, or
motivates the receiver, It
answers the question: What
do you want the reader to

thewr own. do?

As you can see, banning the sale of sodas on high school campuses weould be an
inadequate solution for teen health problems. T have enclosed an essay on this
topic that gives evidence to support my claim. Please read my essay, and when you
receive the chance to vote on whether to enforce a soda ban, please vote against it.

. Double space
b e Complimentary closing
Capitalize the 1* word: end with a comma.

Sean Kosmo Four spaces
Sean Ko
Student e Signature lines

Sign your name in blue or black ink above your

Double space typed name.

Enclosure

cc: Mr. Lopez, Poway Unified School Board member indicate whether you are including enclosures

andlor sending copies of the letter to others.

Picture 11. Spacing and font in a business letter

10. Answer the questions: What are necessary and additional elements
of a business letter? What format would you use to write a letter to your
friend / to your business partner who you know very well / to a business
company where you don’t know anybody?

19



Home assignment:

1. Use the list of word choices to complete the sentences:

return address  body  signature  inside address
complimentary closing  date  writer’s typed name  salutation

the

20

1) is the place for the writer to handwrite their name.
2) The recipient’s name, the company’s name and address are called

3) The purpose of the letter is included in the
4) “Yours truly” 1s an example of a
5) The last line in a business letter is the
6) The 1s when the letter is written.

7) The 1s the address of the letter writer.
8) “Dear Mr. Johnson” is a

2. Write down the names of the parts of the letter:

/
—

N

/
-

Picture 12. Naming parts of a business letter




3. Compose the letter placing its parts in the proper order.

Mark Rainford
New Developments Department

to diagnose breast cancer.

We are writing to inform you that we have created an iPhone app that helps doctors

We are looking forward to your prompt reply.

programme correctly identifies 90 % of diseases.

Professor John Smith and his colleagues combined the fields of biology and
computer science to develop a computer program that mimics the human brain. The

Dear Dr. Templer,

would appreciate your attention to our discovery.

If you think our research is worth being reported and discussed with the scientific
public, we ask you to give us an opportunity to present it at the conference. We

In the recent issue of Medical Review we have found information on the scientific
conference New Discoveries in Science which is to be held in Bristol in February.

27 November 2018

University of Derby

Kedleston Rd,

Derby DE22 1 GB

United Kingdom

Telephone: +44 (0)2703 628 732
http://www.derby.univ.uk/

Bristol Medical School
5 Tyndall Avenue
Bristol, BS8 1 UD
United Kingdom

4. Match the parts of the letter with their names and put them into the

right order.

Mark Stevenson
Baisy Clifford Inc
3407 Chelsey Road
Houston, TX 79431

Faithfully yours,

M. Stevenson
Export-Import Manager

Our company was established nine years ago and we distribute cameras
in France. We have read your advertisement in the Business Journal.

Dear Sirs:

We are looking forward to hearing your reply.

Stanley Brothers Inc
7209, 54th Street
Los Angeles, LA 85712

We would like to ask you to send us more detailed information
about your cameras. If your cameras meet our requirements, we will
be able to represent them in Eastern Europe. We would also like to
know if you provide any discounts.

15 March 2018

main paragraph
salutation
closing
salutation
sender’s address
receiver’s
address
introductory
paragraph

date

closing
paragraph

signature
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LESSON 3

PARTS OF A BUSINESS LETTER

Today at the lesson we will talk about each part of a business letter in
detail. This information is necessary to produce professional business letters.

The Heading
1. At the top of
the page a letter shoul,d Letterhead paper | |
contain the organization’s ’ :
full name and address. Letterheaded paper can help your company
: : to create a smart and sophisticated image

MOSt Organlzatlons use that can help to boost your brand. |
letterhead paper. ——)

Look at picture 13 and say what information a letterhead should contain:

I) n ; 2) a ; 3) ¢ 1 ; (4)

v

wst

s .;\(.#
o OF e

N
»

_odat

1 r.i’ .?}‘\$

Picture 13. Letterhead

If an organization does not have a letterhead, then they should mention
the information related to the company’s identity starting with the sender’s
address.

2. Here are some examples of letter headings.

The Sales Manager Global Insurance Group, Mrs. E. Smirnova

Glover Menswear Ltd Inc Dean of Economics faculty
12 Browns Lane 54322 Valleys Avenue Kemerovo State University
Rugeley Riverdale Krasnaya Str. 6
Staffordshire WS15 IDR N.Y. 10471 650043 Kemerovo 43

UK USA Russia
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Put the items below into the right order.

— the name of the building and the name of the street

— the name of the country

— the name of the person / a job title (if you don’t know his/her name) /
a department

— the name of the house or building

— the name of the town and the postcode

3. Tick the right variant to address a person. Can you use these titles
without surnames?

titles single married
males Mr.
females Miss

Mrs.

Ms.

4. When writing the heading you may use standard abbreviations.
Match the abbreviations with the words:

— the plural of “Mr.” before a list of names and before names of
Rd. business companies

Ltd. (from the French title “Messieurs™)
St. — Member of Parliament
LL. B. — Master of Arts (crieniuajaucT Mo ryMaHUTapHBIM HayKaM)
Blvd. — Bachelor of Laws (6akamaBp-ropucr)
M. A. — Limited (limited liability)
Messrs.  — Incorporated (Corporation)
La. — Street
Av. — Lane
M. P. —Road
Inc. — Avenue
— Boulevard
NAVACO Ltd.
. . 170 Streatham Hill
5. What information about the London SW2 4RU

company NAVACO do you get from this
heading? Name the country, the city, the
street and the number of the building.

Phone: + 44208678 5566

Fax: + 44208678 8866

E-mail: navcomails@yahoo.co.uk
Web site: www.navco.co.uk

While translating a Russian address into English you should observe
some rules. Do not translate street and city names into English. For example,
write “Krasnaya’ not “Red” street.
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The Date

The date line is used to indicate the date the letter was written.

In Russia the date is written in the following way: 25 anpens 2018 rona /
25.04.2018.

In the UK the date format is day-month-year: 25 April, 2018/
25" April, 2018 / 25 Apr. 2018.

The USA date format is month-day-year: April 25™, 2018 / April 25,
2018. So, when you write a letter to an American company, use the
American date format.

Follow the advice: write the month in full, because 5/10/18 means
5 October, 2018 in Britain and 10 May, 2018 in the USA.

The names of months may be abbreviated, for example: January —
Jan., February — Feb., April — Apr., August — Aug., September — Sept.,
October — Oct., November — Nov., December — Dec.

6. Write these dates according to Russian, British and American date
format:

[IsToe eBpasist ABE THICSYM BOCEMHAIATOrO TOAa.

TN A SO

The tenth of December two thousand and six. 9 O N 1
A
02.03.1995 _
a8
31.01.2017 i
15.07.2016

The Inside Address

7. Translate the paragraph into Russian:

The inside address is the recipient’s address. It includes the name and
the full address of the person or the company to whom the letter is to be sent.
It is recommended to address a letter to a specific person at the firm. If you
don’t know the person’s name, try to find it out using the Internet or calling
the company. Include such personal titles as Mr., Mrs. or Ms. Follow
a woman’s preference in being addressed. If you are unaware of a woman’s
marital status or title preference, use Ms. If the person to whom you are
writing 1s a Doctor or has some other title, use it (e. g.: Dr.). If you don’t
know the name of the intended recipient, write down the title (e. g.: Hiring
Manager, Sales Manager) or the name of the company.
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Here are some examples:

Mr. John Hatchette Human Resources
10 Wynford Drive Director
Toronto Acme Corporation
M4C 1a7 246 Looney Tunes Lane
Oxford
OX1 2CL

8. Who is this letter addressed | Ms. Hilary Brown, LL. D.
to: a man or a woman? What is his / 1 David Street
her education? What is the name of | London N2 6KL

the country? UK
The Sales Manager 9. What is the name of the
National Plastics Ltd company? What town is it situated in?

10 Flower Lane
Newcastle S2 5]J
England

10. Look at this inside address and find:

— the receiver’s courtesy title; | Mr. Brian Palmer

— the receiver’s name; Marketing Manager

— the receiver’s position / National Cooperative Publications
professional title; 2499 Commerce Park Drive

_ the department name; Cleveland, Ohio 47239

— the company’s name;
— the address.

11. Put these parts of the address into the right order:
Summertown; OX2; 7DY; 274; Kitchen Architecture Ltd.; UK;
Banbury Rd.; Oxford.

12. Study the information and answer the questions.

Sales Manager Liberty & Co. Ms. C. Walker

Persimmon Ltd Tourism and Marketing Ads. Division

123 Freeport Rd. Department Tempur UK Ltd

Keighley BD20 0BR | 122 Kensington Park Rd. | 35 New Forest La.

UK London SW1 Andover Hampshire SP10 2AA
UK
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« What letter is addressed to a company?

« What letter contains the name of a county?

« What letter is sent to a company for the first time so that you do not
know the names of people working there?

The Salutation

It is an important part of a business letter, which may also be called
“a greeting”. Use the same name as in the inside address, including the personal
title. The most common salutation in business letters is “Dear”. It is followed
by a courtesy title and the recipient’s last name. The word “Dear” in this case
corresponds to Russian “yeasrcaemviii/enyboxoysaxcaemorr”. If you know
the person well enough, you can use only the first name in the salutation
(e. g.: Dear Lucy).

Formal letters Dear Ms. Smith

Informal letters Dear Jane

Depending upon the situation, you can address a person with “Dear Sir
or Madam” or with the job title, such as “Dear Branch Manager”. The
salutations are as follows:

— Dear Sir — to a man if you do not know his name

— Dear Sirs/Gentlemen — to a company

— Dear Madam — to a woman if you do not know her name

— Dear Sir/Madam — to a person whose name and sex you do not know

— Dear Mr. Smith — to a man whose name you know, but you do not
know the person very well

— Dear John — to a person you know well.

The British like to use the comma (,) after the salutation (e. g.: Dear
Mprs. Jones,) but the Americans prefer a colon (: ) (e. g.: Dear Gentlemen: ).

The salutation is left justified, regardless of format. Type it two lines
below the recipient’s address. Leave one line blank after the salutation.

13. How would you greet the following people?

— the Director of a large company whose name is Samuel Brown; | Dear Sir

— the Director of a large company whose name you do not know; | Dear Alice

— the whole staff of the company; Dear Mr. Brown

— your colleague who you know very well; Dear Madam

— the secretary of the firm whose name is Alice White (you do not | Dear Ms. White

know her marital status). Dear Julian
Dear Ms. Brown
Dear Sirs
Dear Mrs. White
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14. What salutation will you choose in these cases?

a) You are writing for the first time to the company where you do not
know anybody.

b) You are writing your first letter to the Hiring Manager of a British
company.

c) You are writing a letter to the Sales Manager of a company whose
name is John Wilson.

d) You are writing to your partner Henry Irving who you know very well.

e) You are writing to Sam Smith — the company Director.

The Body of the Letter

This section should explain the purpose of writing a letter. The sender
should convey the message in a simple and brief manner to the concerned
person or organization. Whether the message is in the form of a request,
complaint, enquiry, etc., it should be written in a few lines and in the right tone.

15. Practise back translation:

As business letters are written on
behalf of a firm, the first person plural
“we”, “our” is preferred to the first person
singular “I”, “my”. Short forms like
“we’ll” should be avoided.

Extra spacing is used between
paragraphs to separate the various points
more effectively. The right margin should
be as wide as the left one, and if possible
no word should be split with hyphen at
the end of a line.

[TockonbKy AenoBO€ MUCHMO MUIIETCS
OT UMEHHU (PUPMBI, IPEANOUYTEHUE OTAAETCS
JUYHBIM MECTOMMEHHUSM MHOKECTBEHHOTO
qrcna, a He €IWHCTBEHHOTO. Ymorpebie-
HUE KpaTkux ¢opm™m, Takux kKak “we’ll”,
cienyeT u3berats.

Mexny ab3anamu aenaercst TOTOJIHU-
TEeJbHBIN Mpober, yToOsl Oonee 3 dexTus-
HO OTJEJIUTh pa3Hble yacTtu nucbMa. [Ipa-
BOE€ U JIEBOE MOJIS JOJDKHBI OBITH OJWHAKO-
BBIMH, CJIOBA JKEJIATEIHHO HE TIEPEHOCUTD.

16. Study the following information:
« The body of a letter should be divided into paragraphs to separate the

various points that are touched upon.

« The body of the letter often requires careful planning. It may be

useful to follow the framework below.

1. Introduction: refers to the previous correspondence and/or gives the
reason for writing; introduces the subject.

2. Details: this section gives/asks for the information and details, states
facts. It might be necessary to divide it into more paragraphs if the

information is about different issues.

3. Action: refers to what you will do (your response to the issues
mentioned) or what you want the reader to do.
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4. Final paragraph: a conclusion to the points raised in the letter; may
contain a standard expression, which should be relevant to the context of the
message (e. g.: “I look forward to hearing from you soon” only if the

response is expected).

Useful phrases of beginning and finishing the letter
I ntroductory paragraph

(reference)
I.In reply to your letter of 14 February
2018...

2. Thank you for your letter dated 14 February
2018...

3. We were delighted to receive your letter of
14 February 2018...

4. Further to our telephone conversation last
month...

5. We have heard from... that you...

6. We have noticed your job advertisement
in... dated...

7. We were pleased to know about your
interest in...

(reason for writing)

1. We are writing to confirm our wish to
take part in...

2.1 am writing to confirm our wish to
apply for the position of...

3. Would you please inform us as soon
as possible if...

4. We would like to have further details
about...

5. We are attaching some information
about...

Concluding paragraph

1. We look forward to your early reply.

2. We look forward to hearing from you soon.

3. Your prompt answer would be appreciated.

4. Thank you for your time and trouble.

5. If you have any questions, feel free to contact us.

6. Please do not hesitate to write if you require any additional

information.

17. Classify the phrases into four parts:

1) Introduction — reference

2) Introduction — reason for writing

3) Action
4) Conclusion

In reply to your letter ...

I would be very grateful if you sent me an application form.
I am writing to apologize for my delay in replying to your letter of

10 April 2018.

If you do not pay a refund for... I shall be obliged to take legal action.
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I look forward to hearing from you soon.

We are pleased to invite you to take part ...

We can offer you ...

Please contact us if there are any problems.

Further to our telephone conversation of 5 May 2018, I am writing to
accept your offer.

We would be grateful to receive a prompt reply.

Please concise the time of your visit.

Please, do not hesitate to contact us if you need further information.

18. Arrange the parts of the body of the letter in a proper way.

____ The time of the visit is convenient for me. I will advise you on the
details of my arrival as soon as I arrange visa and flight ticket.

____Looking forward to seeing you soon.

____ I confirm receipt of your letter of September 20 and I am pleased
to accept your invitation to visit your company in Moscow.

19. Choose the English phrases corresponding to the following
Russian ones:

1. Cebuiasich Ha HalI TeJiIe(DOHHBIN Pa3roBOp BUepa...

a) In reply to our telephone dialogue yesterday...

b) Further to our telephone conversation yesterday...

c) Connected to our telephone conversation yesterday...

2. B orBer Ha Bam 3ampoc o mnpegocraBjieHUM HHPOpPMAIUN
0 HaleHd NMPOAYKIHUHM...

a) In reply to your request for the information on our products...

b) Answering your letter about our products we would like to inform
you...

c) In reply to your letter about our products we wish to inform you...

3. B HacTosimee BpemMsi Hamia (upmMa HIIET HOBBIX NMOCTABIIHKOB
CJIeyIOIIUX TOBAPOB. ..

a) Our firm looks for new suppliers of the following goods...

b) Our company is looking for suppliers of the following new goods...

c¢) Our company is looking for new suppliers of the following goods...

4. Ml 3aUHTEpPeCcOBaHbI B COTPY/AHHYECTBE C...
a) We are interesting in cooperation with...

b) We are interested in cooperation with ...

c) We are interested in friendship with...

S. IlpensiaraemM NpuHATH y4YacTHe. ..

a) We suggest that you take part in ...

b) We offer you to take part in...

c) We are pleased to invite you to take part in...
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6. MbI npusiaraemM K NUCbMY HaIll OCJIETHUI KAaTAJIOT.
a) We are enclosing our modern catalogue.

b) We are glad to send you our up-to-date catalogue.

c) We are enclosing our up-to-date catalogue.

7. Hageemcs Ha JaJjibHeHIee COTPYAHUYECTBO.

a) We hope to work together.

b) We hope our cooperation will be fruitful.
c) We are looking forward to working together.

The Complimentary Close

20. Practise rendering the information:

3akrounTenbHas Gopmysia BEXINBO-
CTM — 9TO mpuHATas (hopmMa OKOHYAHUS
nuckMa. BriOpaHHOE BBIpaXKEHHE JIOIKHO
COOTBETCTBOBATH MOBOJIY M CUTYaIUH.

Ecm oOpamenne B muceme “Dear
Sir(s)”, “Dear Madam” wma “Dear
Sir/Madam”, TO 3aKIIOUMTENHHON (opMy-
JIOW BeXJIMBOCTH Oynet “Yours faithfully”.
Ecmu x momywaremto oOpatatorcst “Dear
Mr. Walker” wma “Dear Ms. Bennett” u T. 1.,
3aKJTIOUUTENIEHON  (hOpMYJION  BEXJIUBOCTH
Oyxet BoipaxeHue ““Yours sincerely”.

Salutation

Dear Sir / Dear Madam
Dear Mr. Wilson

The complimentary close is a polite
way of bringing a letter to a close. The ex-
pression used must suit the occasion. It
must also match the situation.

If the salutation is “Dear Sir(s)”, “Dear
Madam” or “Dear Sir/Madam”  the
complementary close will read “Yours
faithfully”. If the correspondent is addressed
by his or her name “Dear Mr. Walker” or
“Dear Ms. Bennett” etc., the complimentary
close will take the form “Yours sincerely”.

Complimentary close

Yours faithfully
Yours sincerely

21. Complete the chart. Remember that the complimentary close must

be in accordance with the salutation.

Name and address

Salutation

Complementary close

Southern Airways Ltd.,
250 Oxford Street
London W1 7IM

Dear Sirs

The Marketing Manager
Software Ltd.,
Richmond

Surrey SFV 3DF

Yours faithfully

Ms. L. Jackson
British Films Ltd.,
34 Wardour St.
London W1 5JN
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22. Give the correct salutation and complimentary close in the
following cases.:

1) 2) 3) 4)

Burke and Sons Ltd. The Sales Manager Mr. A. L. Moon Ms. Angela Bow

55 Inkerman Road BGW Electrics Ltd.  British Rail Borton and Sons

London SE5 8BZ Toronto, 74K78 London WIM 2BT 344 Oxford St.
Canada London WIA 3BA

Which of the organizations mentioned above should be addressed as
Messrs (French: Messieurs; the title is used in front of the name of the
company when a partner is being addressed)?

The Sienature

23. The signature is the last necessary part of a business letter. It is
important to leave about 3 returns of space before typing your name on what is
called the “signature line” (you will need to use the space above it later —
to put your handwritten signature). Sign your name in ink above the typewritten
name. If applicable, include your title or position under your typed name.

Sincerely,

P handwritten signature
% ) in blue or black ink
Jason Hardy

Manager of Client Relations and Social Media
3nlmedia

Picture 14. Handwritten signature

You may also include any relevant contact information like address,
telephone number, e-mail address, website address or extension number, for
example:

e e T e T T
Sincerely,
- -
Hmfwmcjww

Fred Hammerschmict
US Tmport GmbH
Lincoln-Stralic 25
R7952 Poscmuckel

Tel, 049 74 363 6219

Picture 15. Signature with relevant contact information
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When the letter 1s signed by the typist or some
other employee connected with the letter, but not p. p. David Hughes
by the person who dictated it, he or she writes the
letters p. p. (Lat.. pro procurationem — 10 Emily Brown
noroBopenHocty) before the typed name of the | Managing Director
employee responsible for the letter.

Home assignment:

1. Put the missing words into the text.

How to write a business letter

The letter heading gives all necessary about the firm. It is
usually on the paper. If unheaded paper is used, the address
the name of the sender is typed on the hand side. The

address of the person receiving the letter is typed on the . When a
letter is written to a man, the form * ” 1s used. To a married woman
we write ”, but ”” 1s used both for married and unmarried
women. The attention line is typed the salutation. If you don’t
know the name of the person you are writing to, begin your letter with

(13 29

”,1f 1t 1s a man, or ” 1f 1t 1s a woman. Use “ or
“ ” when writing to a firm /company. In business letters the
sentences and paragraphs should be kept because it is much easier
to read such a letter. The letter usually consists of 3 . In the first a
writer should refer to correspondence confirming the receipt of a
letter. In the second, a stating of should follow. The first and the
last should concern the future suggested by the writer of
the letter. The letters should be signed by and in . Since
many signatures are illegible it is good practice to the name of the
signer and to place his signature it.

2. Look at the example of a business letter and answer the questions:

1) Where does John Smith live?

2) Does he know the names of the people he is writing to?

3) What is the aim of the letter?

4) What phrases are used to refer to the previous contact / to state the
reason for writing / to conclude the points raised in the letter?

5) Are there any documents enclosed?
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125 Newport Street
Swindon

Wiltshire

SNI 3WB
February 18, 2018

The Best Sofa Company Ltd
Sales Department

15 Broad Road

Swindon

Wiltshire
SNI 7HD

Dear Sirs,

Reference: confirmation of order 1254-001B

Further to my recent telephone conversation with your department regarding
the above order number.

I am pleased to enclose the completed order form as requested to enable you
to process my order.

I look forward to hearing from you shortly. If there is anything else you
need, please do not hesitate to contact me and I will be happy to help you.

Yours faithfully
John Smith
John Smith

Enc. Completed order forms




3. Read the text and insert the right words into the blank spaces.

Writing business documents

People letters for centuries. Before the telephone
and the Internet, sending a letter (by a messenger, and later by
post) was the only way with someone who was
geographically distant. Even with all our modern technology,
letters obsolete. Most of us will write many letters
during our business life: to order a product, to provide or request
information, to complain about something, to apply for a job,

for something etc.
a successful business letter you need to use the
right tone and straightforward language. The way a letter
reveals a lot about the person who is writing it and it
also sends a message about the organization that he or she
for. Therefore, it is very important to make sure that the
information, layout, spelling and style all correct before
you send it.

Most companies have models or templates of standard
letters for all common situations: texts giving standard
information, with spaces or blanks in depending on the
details. This time, allows the company to control the
quality of what goes out to customers and business partners.

If it is necessary to write a business letter without a template
you :

* Establish a clear purpose: why are you

persuade, request, etc.).

* Know your audience: who are you writing for? The audience
the style and language you use.

*Plan a logical sequence and

paragraphs.

. brief and precise.

* Use plain language: jargon, complex words and

abbreviations your reader might not understand.

? (to inform,

your ideas into

*Use a formal (or at least neutral) business tone.
* Always be courteous and polite.
* When you writing, check everything: the content, the

format, the language (grammar, punctuation, spelling) and the
style.

to be filled
haven’t become
writing
organize

have been writing
are

to thank

saves

avoid

should

have finished
be

1S written

will determine
to write

1s working

to communicate
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LESSON 4

LETTER OF APPLICATION

Today at the lesson we will get to know peculiarities of letters of
application. We will also learn to write such letters. This skill is very

important to apply for a job.

1. Read the passage and fill in the ~ B

blanks with the right words:

candidate  skills information
reasons document
advertisement employer

mistakes position  purpose

A letter of application (a cover letter), is a 1)

provide some additional 2)

prove that you are a qualified 5)

that you send to
about your experience and skills.
Letters of application are written to a prospective 3)
employment agency. Usually people write application letters in response to
an 4) for a specific job.
A letter of application should contain the information necessary to

or to an

for the job you are applying for. It

should also explain the 6) for your choice of this very company.
A letter of application is very important because it creates the first
impression and gives the potential employer an idea of your communication

7) . Its main 8)

is to obtain a job interview. You are to show that

you have the experience, skills and qualifications necessary for the 9)

Make sure that your letter is logical, laconic, free of 10)

2. Practise back translation:

Formulate the reason for writing your
letter of application. Do you wish to find
out if there are any vacant positions at
the company? Or do you apply for
a specific position?

Don’t forget to mention the source
of the information (an advertisement,
a person, etc).

Describe  your education and
qualification. Draw special attention to
the skills that are important for the
position you are applying for.

and neat.

Cdhopmynupyiite npuuuHy, 1Mo KOTopoil Bbl
MUILIETE CBOE MHCHMO-3aSIBJIEHUE O TPYJIO-
ycTpoiicTBe. Bbl *kenaere BbISICHUTD, €CTh JIU Ka-
KHe-mbo BakaHcuu B kommnaHuu? Mmu Ber mo-
JlaeTe 3asiBJIEHNE Ha KOHKPETHYIO JOJKHOCTh?

He 3a0yapTe ymoMsHyTh HCTOYHHUK WH-
dbopmanuu (pexiamMHOE OOBSBICHHE, YEIOBEK
UT. I.).

Onumure cBoe 00pa3oBaHHWE U KBaIH(U-
karuio. OOpaTute ocoboe BHUMaHUE HA HaBbI-
KM, KOTOPBIE BaXXHbI ISl TIOJXKHOCTH, HA KOTO-
pyro Bbl mogaere 3asBieHuUE.
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Enclose your resume.

Say that you are ready to provide all
the necessary information.

Thank the reader for the consideration.

Express your hope to hear from them.

[Ipunoxure cBoe pe3roMe.
Ckaxxute, 9T0 BBI TOTOBBI MPENOCTaBHUTH
BCIO HEOOXOANMYIO HH(POPMAITHIO.
[ToGnaronapure unTaTess 3a BHUMaHHE.
Bripasute Haiexk 1y MOJIYYUTh OTBET.

3. Match the two parts together:

1. Looking through the Town Tribune
this Wednesday 1 came across your
advertisement.

2. With reference to your advertisement
in the Town Tribune of Wednesday,
March, 15...

3.1 have recently read your
advertisement published in the Town
Tribune.

4.1 am writing in response to your
advertisement for the position of...

5.1 have recently heard from my former
coworker, John Brown, about the
opening for a Sales Manager in your
company.

6. My colleague, John Brown, told me
that you have a vacancy in your
marketing department.

7.1 am writing to express my interest in
the position of ...

8. It is just the job I have been looking
for.

9. I wish to apply for the position of...

10.1 would like to offer myself as
a candidate.

11. Let me put forth my candidature for
this position.

12. It is a great opportunity for me to be
employed in such a company as yours.
13. I am enclosing my resume.

14.1 will be happy to provide any
further information you may need.

15.1 hope to have the opportunity of
a personal interview.

16. I look forward to the opportunity to
speak with you soon.

a) [To3BonbTe MHE BBIIBUHYTH CBOIO KaHIH-
JaTypy Ha 3Ty JOJIKHOCTbD.

b) I HemaBHO yCIHBIIAT OT MOETO OBIBIIIETO
KoJuieru no padore Jlxona bpayna o Bakan-
CUU Ha JOJDKHOCTh MEHEKEepa MO IpoJaxe
B Bameit komnanuu.

¢) S muimry, 4ToObl BBIPA3UTh CBOW HMHTEPEC
0 OBOJY JOJKHOCTH ...

d) Mue Obl XOTEIOCh MPEUIOKHUTH ceOsl B Ka-
YeCTBE KaHIUaTyphl.

e) byny paa mnpenocraBuTh JasbHEHIIYIO
uH(popmaluo, Kotopas Moxxer Bam nonanmo-
OUTBCS.

f)HaI[eIOCB IIOJIYYUTb BO3MOKHOCTb IJIA
JIUYHOTO CO6€C€I{OB3HI/I${.

g) S mpuiararo cBoe pe3roMe.

h) TlpocmarpuBas razety I opodckas mpuby-
Ha B DTy Cpedy s CIy4ailHO oOHapyxui Ba-
1€ peKJIaMHOE OOBSIBJICHHE.

1) D10 Ta camasi paboTa, KOTOPYIO 5 UCKAJ.

j) D10 TpekpacHas BO3MOXHOCTH JJII MEHS
paboTaTh B TaKOW KOMITaHKH, KakK Baima.

k) 4 mumy B oTBeT Ha Baie oObsBICHUE
0 JOJDKHOCTH. . .

1) 1 HenaBHO mpouunTan Bame oObsiBIEHUE,
oryOiMKoBaHHOE B [ opodckou mpubyHe.

m) K1y ¢ HeTeprieHneM BO3MO>KHOCTHU MOT0-
BOpUTH ¢ Bamu B ckopoM BpeMeHH.

n) Cceutasick Ha Baiie o0bsaBnenue B / opoo-
ckoti mpubyne ot 15 mapra, cpena ...

0) J xemnar MmoAaTh 3asBICHHUE O 3ayuCIIe-
HUU HA JI0JKHOCT. . .

p) Moit komnera, J[>xon bpayH, pacckazan

MHE 0 TOM, 4T0 Y Bac ecTb BakaHcus B oT/e-
JI€ MapKETHHTa.
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4. Find in the text of the letter words with the following meaning

(see the right column):

Andrew Scott

275 Fairview St.
Burlington, Ontario
Canada L7R 3Y8

Phone: (416) 578-1912
Email: ascott@email.com
July 23,2018

Brown and Smith, Ltd
Attn: Thomas Clark
399 Park Avenue,
Burlington, Ontario
Canada L7R 5Y7

Dear Mr. Clark,

I am writing to apply for the position of an
Office Manager in your company. I believe
I fit this position perfectly because of my
extensive experience in office management.
In my previous position, I worked for a firm
of 200 personnel. I honed my professional
skills by assessing and performing different
tasks that are connected with a vibrant work
environment.

I believe I have qualities necessary to excel in
the Office Manager position. I am an active
and responsible person, an experienced
administrator who can provide quality service
both for clients and employees. So, I can have
a significant impact on the work of your
company.

I hope to hear from you soon about the
progress of my application. Please feel free
to contact me if you require additional
information. Thank you for your time and
consideration.

Sincerely,

Andrew Scott

1) to request something, usually officially,
especially in writing or by sending in
a form;

2) covering a large area; having a great
range;

3) happening or existing before some-thing
or someone else;

4)the people who are employed in
a company, organization, or one of the
armed forces;

5) to make something perfect or completely
suitable for its purpose;

6) to judge or decide the amount, value,
quality, or importance of something:

7) energetic, exciting, and full of enthusiasm;

8) the conditions that you live or work in
and the way that they influence how you
feel or how effectively you can work;
9) to be extremely good at something;

10) someone who 1s paid to work for
someone else;

11)a powerful effect that something,
especially something new, has on a situation
Or person;

12) movement to an improved or more
developed state, or to a forward position;

13) to need something or make something
necessary;

14) extra;

15) behaviour that is kind and con-siders
people’s feelings
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5. Read the sample letter of application, write down the phrases that
you think may be useful to write a letter of this type and name its parts:

27 Manchester Road,
Lusaka,

ZAMBIA

7" February, 2009

The Country Director,
DG Investments,

P.O. Box 333777E,
LUSAKA,

ZAMBIA

Dear Sir or Madam,

Ref: Application for Sales Executive

I am applying for the position of Sales Executive which was advertised in the Guardian
Newspaper dated 6™ February, 2009. I would very much love to use the experience I
gained working as a Sales representative to help DG Investment realize excellent clothing
sales.

I recently graduated from the Copperbelt University with a diploma in Marketing. During
my final year at the university, I worked with MTN as a sales representative for a period
of four months. During those months, I learnt valuable lessons on marketing strategies
that could be very useful to your company.

I developed excellent communication skills back at school, and I was used often to give
speeches in behalf of the school on important occasions.

I am a very social person and my cheerful disposition has made it easy for me to make a
good number of friends. This could be an added advantage as human interaction is what
makes the sale industry a success. Details of my qualifications are in the enclosed CV.

I am looking forward to meeting you as soon as I am considered to further discuss my
qualifications and experience. You may reach me at these two numbers: 09442233 or
09223311.

Yours faithfully,

(Mg

George Mapenzi

Picture 16. Letter of application
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6. Arrange the parts of the letter.

A. With reference to your advertisement in the Daily Herald on June 28, I would like to
apply for the position of an Export Manager in your company.

B. Dear Mr. Johnson,

C. Mr. Robert Johnson
Hiring Manager

18 Park Lane
Liverpool L8 2 PQ

D. Yours sincerely,

E. 29 June 2018

F. I am interested in the job and I have the necessary qualities. I am responsible and
organized and I speak three foreign languages. See my resume in the attached file. Let
me know about your decision.

G. (signature)
Samuel Parker

H. I' look forward to hearing from you.

I. 17 Bramshill Gardens
Liverpool L9 3 PQ

7. Writing a letter of application the candidate is to mention his
personal qualities. Here are some of them. Match the English words with
their Russian equivalents.

1. ambitious a) IpeANPUUMYHUBBIN

2. practical b) HagEKHBIN

3. punctual C) Y4eCTOFOOUBBIN

4. reliable d) sHepruyHbIN

5. creative €) XOpOIIIO BJIAJICIOIINUN PEUbIO

6. hard-working f) npakTUuHbBIH

7. enterprising g) TBOpUYECKUM

8. energetic h) xopo1o Biaferonnii BEIYUCIUTENb-
9. good with words HBIMU HaBBIKAMU
10. good with figures 1) MIyHKTYaJIbHBIN

) TPYIOTOOUBBII

Which of these qualities characterize you? What other features of your
personality would you highlight in your letter of application? Give
arguments.
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8. When a company needs a specialist, it often publishes a newspaper
advertisement (ad). Every candidate would like to know certain information:

— What is the name of the company? — Where is the job?

— What kind of company is it? — What is the salary?
— What is the job? — What qualities are necessary for the
candidate?

So, companies usually try to answer these questions beforehand —
in the ads.

ASSISTANT ACCOUNTANT
for ACME, Manchester, UK

Here is an example of a newspaper
advertisement concerning a job vacancy.
Answer the previous questions.

Furniture production

Salary: £a0.000 a year

+ medical insurance

Hard-working, dynamic, under 40.
Computer knowledge, driving license an advantage

9. Here are some more advertisements.

VACANCY ANNOUNCEMENT Job Vacancy

Travel & Tours
130 Sherman Ave SECRETARY

Madison, Wisconsin Brown & Smith Ltd
23 Thackeray St

announces vacancy for the post Barchester, Barsetshire BC3 OKK

Travel Agent : ; ;
avel Age Required Qualifications:

Requirements: , .
e Bachelor’s degree in Management

or Business Studies.

a) A Bachelor/Master degree from - )
e Minimum 3 years work experience

a reputed College.

b) Holding minimum 5 years ex- as Secretary. _
perience in a similar position in e Good computer skills.
a Travel Agency.

¢) Excellent communication skills
with pleasing personality.

d) Knowledge of Computer with
excellent skills in Microsoft Of-
fice.

e) Foreign language skills.
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VACANCY FOR National College,
Center for Development Studies

RECEPTIONIST 10 High Street, Kent
we are looking for an enthusiastic
individual with the ability to work is looking for a young, dynamic, en-
independently to join our team ergetic and result oriented person

for the following post:

e Minimum 1 year experience in
similar position

* Good knowledge of MS Windows Qualification: Minimum Bachelor
/ Excel & e-mails

e Ability to work extended hours
when necessary command in computer operations.

e Ability to work under pressure

o Willingness to learn and pursue
a career in the future

Assistant Administrative Officer

Degree in any field with good

Requirements: Able to handle gen-
eral academic administration. Can-

didate with public relation training

Corporate Services Ltd
116 Orchid Garden
London

would be an added advantage.

Choose any of the advertisements and write a letter to apply for the
position.

e It is a good idea before writing a letter of application to make two
lists: “Requirements” and “My skills”. Compare them. It will help you to
provide your letter with the most relevant information.

e Mind that your letter should contain the following parts: heading,
date, inside address, salutation, body paragraphs, complimentary close,
signature and enclosure.

e A letter of application is usually no more that 1 page long.

e After having finished, edit your letter. You may also ask your friend,
colleague or a career counselor to review it.

10. Guess the word combination by its definition: a form that you
complete in order to apply for a job, a place on a course, etc. or to get
something such as a loan or a licence (Cambridge English Dictionary).

11. A job/employment application form is a template that employers
require job candidates to fill out, typically comprising previous positions
held, education and contact information. The job application is filled out
offline in a pen/paper format or, increasingly, online. This is an example of
an application form. Make sure that you understand everything here.
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APPLICATION FOR EMPLOYMENT

Please print
NAME DATE
Last First Middle Month Date Year
ADDRESS
Number  Street Apartment Number City State Zjp Code
TELEPHONE Home () work )
Area Code Area Code
PLACE OF BIRTH
City Country
CITIZEN OF WHAT COUNTRY?
IN CASE OF ACCIDENT CALL
Name Telephone Relationship
Address
Number Street City
EDUCATION NAME AND LOCATION| DATES COURSE OF STUDY DEGREE

Elementary School

High School

Adult School or
Job Training Program

College or University

WORK EXPERIENCE
List most recent employment first

COMPANY LOCATION DATES POSITION REASON FOR LEAVING
from___ to |
from___ to_ |
from____to___|
from___ to_ |
Signature

Picture 17. Job application form

12. Have you ever filled in an application form? What is its main

purpose?

Home assignment:

1. What is your dream job? Write a letter to apply for it. Use Times

new Roman. The font size should be between 10 and 12 points. Keep the
letter under 1 page long. Print it out.
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2. Print out and fill in your application form:

APPLICATION FORM

1. NAME

2. GENDER

Female

Male

3. PLACE OF BIRTH

4. DATE OF BIRTH

5. COUNTRY OF RESIDENCE

6. COUNTRY OF CITIZENSHIP

7. CURRENT ADDRESS

Index Country
Region City / Town
Street House Building Flat

8. CURRENT OCCUPATION AND PLACE OF FULL-TIME EMPLOYMENT OR STUDY

9. HOME TELEPHONE

10. FAX NUMBER

WORK TELEPHONE

E-MAIL

11. MARITAL STATUS

12. CHILDREN

(single / married / widowed / divorced)

Number Ages

13. COMPUTERS SKILLS

Level

User [J Experienced user [ Programmer [] System programmer [

14. FOREIGN LANGUAGES

15. DRIVING LICENCE

Yes [I No [| Category

DATE OF COMPLETION

SIGNATURE OF APPLICANT
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LESSON 5
RESUME / CURRICULUM VITAE (CV)

The aim of the lesson is to learn to write a resume. This skill is
absolutely necessary if you want to apply for a job. Besides, we will get to
know the difference between resumes and Curricula Vitae (CV).

1. Read the passage and answer the question
“What is the main purpose of writing a resume?”’ Cessngy e T
Resume 1s a kind of letters that summarizes R E é’h-iﬁii;“' 218 G
work experience and qualifications. It allows the - f»«vU E
employer to see at a glance the extent of the i,
applicant’s education, training and practical (. e ""h’:l.'},‘(‘,,';y\gf.,
experience. Like letters of application resumes . @i,
are designed to arouse the employer’s interest
and to lead to an interview.

2. Look at the following resume samples and say if there is a fixed way
to write one.

Paul Smith

BAT-331-B551 B36 Titteny Farma Road
anthony@aritycnz com Antioch, lfinois 50002
www.arbycnz.com

OB‘EC“VE Inteliigent, responsible, and innowative Graphic Designer seeking position
in an established design firm requiring attention fo detail, professionafism,
and collaboraticn/team orientation.

ED' nAmN American Academy of Art, Chicago, llinois
Bachalor of Fine Arts specializing in Graphic Design
Highest Honors, Valedictorian
May 2010

SKILLS Expertise in: Proficiency in:

Adobe Photoshop Mac 08 X Adobe Dreamweaver

Adobe InDesign Windows OS5 Adobe Flash

Adobe lllustrator Adobe Flash Catalyst
K4 System

AWARDS American Academy of Art Juried Exhibition
2nd Place, Helvetica? Web Design 2010

Sociaty of Publication Designers:
Student Competition, Henorable Mention 2008

Juried Independent Cosmetic Manufacturers
& Ditri peli

5 Young Desigl i 2008
Sociaty of Pubfication Designers:
Student Competition, 2nd Place 2008
American Academy of Art Juried Exhibition
Ist Place, Japan, 18"x24," Acrylic Painting 2007
SELECTED Matte Black Studios
Brookfield, llinois 2010
EWIENCE Lead Dasigner presant
Work with clients and designers to find and produce creative solutions
based the project, mediums, andior deadline(s).
Emerging Thoughts
New York, New York 2010
‘Webmastar, Designar pregent
Regularly update website with new material.
Edit product photography.
New York Magazine
New York, New York 2008
Designer, intarn summes

Created weekly spreads in addition 1o articles.
Partici in creative brai ling & fve critiques.

INTERESTS Managing and updating personal inspiration/design online blog.
Painting with acrylics & watercolors— large murals & commissioned pieces.
Letter-prassing and screen printing.

Picture 18. Example of a resume
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Jane Smith

Addrois Line 1 Adideess Line 3, Cily, Stabe ¥ip * (202) 2500404 * jancamithi grsilom

CAREER OBJECTIVE

Administrative Assistant with G+ years of experience working directly for the President of M Inc., a Fortune 500
company. Pessesses impeeenble written and verbal communication skills and excellemt interpersonal skills.

CORE COMPETENCIES

= Customer Serviee »  Detailed and Organized
»  Cost Efficient +  Supplier Relationship

PROFESSIONAL EXPERIENCE

aM INC,, New York, NY

Administrotive Assistant, Apr 2006 = present

*  Read and analyze incoming memeos, submissions, and reports to deternine their significance and plan their
distribution.

*  Conduet research, compile data, and prepare papers for consideration and presentation by executives, committees and
boards of directors,

«  Coonlinate and direet offiee services, sueh as records, departmental finanees, budget preparation, personnel issues,
and housekeeping, to aid execulives,

*  Prepare invoices, reports, menos, letters, financial statements and other documents, using wond processing,
spreadsheet, database, or presentation software,

FLORIDA DEPARTMENT OF SOC
Rehabifitution Counselor, Aug 204 = Ma|
services can be developed.
*  Prepare and maintain records and casq
infermation, services provided, narrat
*  Develop and maintain mlalionship.ﬂ.w AILEEN KI NG
*  Analyze information from interviews, 1 Main Street, New Cityland, CA 91010 | | C: (555) 322-7337 | example-email@example.com
diagnostic evaluations 1o assess elient:
Summary
EDUCATION Store Manager equipped with extensive experience in automative repair management and
FLORIDA STATE UNIVERSITY, € sales. Employs excellent leadership skills and multi-tasking strengths. Demonstrated ability to
Backelor of Art in Englizh, May 2004 improve store operations, increase top line sales, and reduce costs,
« GPA3.9/40 —_—
*  Published in school's newspaper edito Highlights
= Summer Internship for the New York v Marketing + Store apening and closing procedures
« Customer service « Reliable and accurate money handling
ADDITIONAL SKILLS & Business development *  Scheduling
+  Proficient in Microsoft Office and Adal * Revenue generation * High accuracy
«  Bilingunl Spanish amd Fanglish * Sales coach *  Results-oriented
+  Certified CPR and First Aid y
= e Experience
AWARDS AND HONORS Store Manager Sep 2009 to-Current
‘West Town Automotive - New Cityland, CA
*  Employee of the Month for 3 consecut + Determine performance goals for store and implement tracking procedures.
+ Won the "Writer's Digest” 2002 Award * Mativate and coach employees to meet service, sales, and repair goals.
s Create and modify employee schedules with service levels in mind,
+  Oversee inventory management and develop usage standards to minimize waste.
+  Recruit and hire top mechanics, service advisors, and sales people.
«  Maintain detailed lows and reports of services performed, profit, and budget
informaticn.
» Help out in sales and repair areas as needed and maintain comprehensive current
knowledge of operations.
Store Manager Qct 2006 to Aug 2009
Speedy Service Car Store - New Cityland, CA
+ Developed innovative marketing ideas to attract new business.
»  Amwered custormer questions and resolved service fissues in a timely manner.
+ Diagnosed custamer issues by asking probing questions and write up repair orders
» Administered payroll, billing, and vendor payments.
& Ordered supplies and kept inventory at optimal levels.
+ Placed special orders for customers
+ Coordinated equipment repairs and maintenance.
Education
Associate of Applied Science, Automotive Technology
Cardinal Technical Institute - Mew Cityland, CA
Certifications
ASE Certified Technician - Cars and Light Trucks - 2010

Picture 19. Resume samples

It should be noted that there are no hard and fast rules of resume
writing. Still, there are some recommendations.
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3. Read the information and fill in the table below.

Resume types

It is possible to single out 3 main types of resumes: a chronological
type, a functional type and a combination type. Each of them has both
advantages and disadvantages.

A chronological type:

This resume format is rather frequently used. It enumerates your job
positions in reverse chronological order. The advantage of this type is that it
allows the prospective employer to see your career growth. Besides, such
a format puts a stress on the steady history of your employment. The
disadvantage of this resume is that it can draw the employer’s attention to
gaps in your employment history if there are any.

A functional type:

This resume 1s focused on your skills and strong points. The
information is presented in such a way as to highlight your relevant qualities
and skills. The advantage of this type of resume is that it allows new
graduates with no work experience or individuals with gaps in their
employment history to stress their abilities and personal achievements. The
main disadvantage of this type of resume is that the potential employer may
think you try to conceal some facts of your work history (lack of experience,
gaps in employment, etc.).

A combination type:

This resume format combines features of the chronological and
functional types. On the one hand it highlights progressive employment
history. On the other hand it contains information about your skills and
achievements. The advantage of this type is that being a blend it eliminates
drawbacks of the previous two types. The disadvantage of this resume is that
it can turn out to be too long.

Type of resume should be used by a person who shouldn’t be used by a person who
v’ has gaps or job-hopping in his v’ wants to show his career growth
employment history;

v’ is going to change his career;
v’ wants to emphasize his skills
and achievements

v’ tries to show his career in progress; | v* often changes jobs
v’ wants to find a job in a similar field,
v wishes to highlight the steady
character of his employment.

v wants to illustrate a set of special v is an entry level candidate
skills;

v would like to highlight his
progressive job history;

v" has some experience.
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4. Look at the presented samples of resumes and try to define which type
each of them belongs to.

PROFESSIONAL PROFILE
* Preschool Teacher with 7 years of experience teaching 3-5 year olds in classroommn setting of up to
15 students,

s Recognized for ability to develop and inplement activities that improve students” learning and
hehavioral skills as well as confidence and self-reliance.

s  Communication skills: Ensure open comtnunication with parents and administrators regarding
students” growth and well-being,

o Achievement: [mplemented program that allowed students to act out characters from story time
activities, improving on children’s speech clarity and confidence by 24%.

SKILLS

o Child Development Associate (CDA) Certification
s Certified infant and child CPE

o  Proficient in Guitar, flute and piano

s Ableto create different woices for story-telling

RELEVANT WORK EXPERIENCE

THE GODDARD SCHOOL Colorado Springs, CO
Freschool Teacher Jume 2000 — Present
o Delivered creative and interactive activities to an average of 15 students between 4-5 years of age

o  Developed and coordinated field trips for students, with such success that it was inplement ed

across all classrooms, while receiving 95% positive feedback from parents and students

o Fstablished literacy and arithmetic competence to students, prowding additional support when
needed, helping a total of three students with learning difficulties to achieve basic aptitude

» Consistently comrmnicated with parents to report on student hehavior, social, and developmental
progress, as well as note on any ohzerved health conditions

o Implemented multiple risical and art-related activities that itmproved students creative slills as

well increased learning motivation by 30% to other learning standards

BLUE LAKE PRESCHOOL Carhondale, CO
Freschool Teacher Jam 2008 — May 2000

o  Tanght clazses with engaging learning activities to 12 students between 3-5 years of age

o Implemented prograt that allowed students to act out characters fom story titne activities,
wnproving on children’s speech clanty and confidence by 24%

o  Commended by school’s administration for automating student record keeping, resulting in 20%
reduction in administrative tasks, as well as 25% increase it accuracy

o Established numerous activities that taught students self-reliance and mdependent learning

EDUCATION

COLORADO CHRISTIAN UNIVERSITY Lakewood, CO
Bachelot of Arts in Eatly Childhood Education, IMay 2007

« GPAZD

Picture 20. Resume sample 1
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An orsemized professional with proven teaching, swidance, cnd counsaling skills, Possass a strong track
racord in improving test scoves and feaching effectively. Ability to be a fearn plapey amd resolve
problerms and comflicts professionally. Have the ability to covarmicate cormplex information in ¢ simple
and entertaining marmer. Looking to comtrilute vay Inowledse amd skills in a school thet offers a
genuing opportunily for caveer prograession,

EROFESSIONAL FXPEEIENCE

PATHWAYS PRIMARY SCHOOL Jacksonville, FL

English Toccher Julp 2008 - Presemt

o Net parents and school governors, maintain discipline in the classroomm; tnethodically provide
resources for lessons; simplify lesson plans in line with curticulutn objectives and assist students to
prepare for examinations ina 2,500+ student school

* Azzess and look after 150+ students” progress throughout the term and worke closely with other staff
to efficiently plan and coordinate work

o Provide informative presentations to students regarding different areas of studies and ensure that all
students fully comprehend all aspects

o Trained four new English teachers, emphasizing the importance of classroom control, time
maragement, course planning, and adherence to curriculum

» Plan the content to be covered m the class according to the curniculum, the number of weels
available and the date of the final exam

MOUNT HILL SECONDARY SCHOOL Jacksonville, FL
Teaching Assistamnt My 2006 - July 2008

» Responzible for ensuring that all students fully comprehended the taught curnculum and provided
support to students who required extra guidance

o Worlted closely with the othet teachers to ensure all avermes of the curticulun are met and delivered
lezsons the students

o Adopted distinctive teaching methodologies, documented all lessons, organized healthy group
dizcussions, and mentored troubled students

EDUCATION

ADULT EDUCATION CENTRE Chicago, IL
Teaching assistemt course, Jung 2005

o Certificate course

ADDITIONAT, SETLLS

o Fxcellent with cluldren

» Fapertize in teaching assistance

o  Fxeellent communication and mterpersonal skalls

s Dtrong time management skills

o Proficient i Microsoft Office and with modern classroom technology
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QUALIFICATIONS SUMMARY
* Proven track record of improving the progress of struggling students and increazing clazs test
SCOres

® Recognized for ability to increaze student participation and motivation in learning through
engaging leszons and actrvities.

* Certifications: Posses a Multiple Subject Teaching Credential
¢  Technical skills: Adept with Microzoft Office and SMART Board Lesson Development

» Afterschool Programs: Served as the as an assistant coach for the Women' s Baskethall and
Track teamns.

REELEVANT SKILLS
LESSON PLANNING
o Write comprehensive repotts to regular teachers regarding lessons and student progresses

» Collahorate with regular teachers m developing long-term plans for struggling studentz, as well
as designing new activities to enhance learning engagement of students

o Designed and implemented lessons plans that increazed student engagement by 20%

STUDENT DEVELOPMENT

» FReqularly engaged students in “open talls”™ times, developing teatn tuilding activities that
enhanced student motivation and team waork by 30%

o  Fffectively helped three struggling students to improve literacy targets by 20%

TEACHING
o [nstruct Math, Art, and English to classes ranging between 13-24 students from Grade 2t0 5

* [ncorporate digital technology for learning activities including use of software applications as
well as SMWART board, leading to subzequent implementation by regular teacher

o Adhered to strict school policies and procedures regarding students with disciplinary issues

WORK HISTORY
Carolyn A. Clark Flementary School, San Joze, CA — Substitute Teacher
Los Alamitos Elementary School, San Jose, CA — Substitute Teacher

EDUCATION
man Jose State University, San Joze, CA
Bacheloy Degree in Frimary Bducation, Moy 2072

Mational Board of Professional Teaching Standards
Multiple Subject Teaching Credential, March 2013

Picture 22. Resume sample 3
5. Which resume type would you use? Why? Explain your choice.

6. This task is devoted to the information that should be included into
a resume and the order in which it should be presented.
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Resume parts

I. Contact Information

II. Resume Introduction

III. Professional/Work/Relevant Experience
IV. Education

V. Additional Sections

Put the resume parts into the right order:

A. You may find it necessary to add the following information:
Certifications
Publications
Awards (scholarships, grants, volunteer activity)
Technical Skills (important for engineering)
Additional Skills (e. g. foreign languages, etc.)

B. This part of a resume is supposed to attract the employer’s attention. It may be of
three types:

Qualifications Summary is a list (consisting of 4—6 points) of the candidate’s
most important career achievements.

Career Objective 1s an overview (consisting of 2—3 sentences) of the applicant’s
skills and experience.

Professional Profile is a combination of the previous two types (a short paragraph
consisting of a few points).

C. This section includes your name, address, e-mail address, telephone number.

D. This part contains such points as:
The name of your university, institute, college, etc.
Its location
Date of graduation
Your degree

E. This section aims at proving the information presented in the introduction.
Enumerate the companies where you worked in reverse chronological order. For each
company include such information as its name, location, your position in it and the
period of employment.

7. Here are three resume introductions. Classify them into 3 types:

1) Qualifications summary 2) Career objective 3) Professional profile

A. Administrative Assistant with 5 years of experience in administrative
support.

Organization: good at scheduling, problem solving and meeting
a deadline, with excellent communication skills.

Result-oriented: focus on achieving the goal.

Productive: increase in efficiency by 15 % by improving interpersonal
relationships and optimizing communication systems.

50



B. History teacher with over 5 years of experience, playing key role in
improving student scores on standardized tests. Looking for a position at
a boarding school, where he can apply his teaching experience, new learning
technologies and curriculum development skills to provide student growth
and success.

C.

* Proven track record of improving office processes saving the company
money and time

 Obtained strong management skills by leading a team of 10 people

* Received awards recognizing my ability to work in a team

» Developed good verbal communication skills

* Excellent knowledge of data entry systems and standard office
equipment

8. Which type of resume introductions appeals to you most and why?

9. Read the text and insert the right words into the blanks:

A resume seldom goes over one page. But if you have much
relevant information, it is 1) to add one more page. accept

The font of the resume depends on your 2) . Use the font that | prefer
i1s easy to read. Some popular font choices are: Times New Roman,
Arial, Georgia, Bookman Old Style, Tahoma, Century Gothic, etc.

As for the font size, it is recommended to follow the format 24
(name), 12 (headers) and 10 (bullet points). You should change sizes in | descend

3) order. Keep 4) in mind when you choose the font size. | read
Margins are also very important. They should be appropriately set.
If margins are too small, the page will look 5) . crowd

10. A resume is sometimes called a Curriculum Vitae or CV. Is there
any difference? Read the passages and answer the question.

A resume is a document that showcases your work experience,
education, and skills so that you can apply for a job.

Curriculum Vitae (CV) is a Latin phrase meaning “course of life”. It is
a document that usually entails more information than a resume. CV is not
only longer than a resume, but it showcases accomplishments and experience
in much greater detail.

11. Answer the questions:

a) What 1s a resume? b) What information should be mentioned in
a resume? ¢) What tips would you give to a person who is going to write
a resume? You may make use of the following phrases: choose the resume type
that suits you more, arrange resume parts properly, put the most important
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information nearer to the top of the page, omit irrelevant information, use
concise language, avoid making mistakes, ask an experienced person to review
your resume, etc.

Home assignment:

1. Fill in the resume with appropriate pieces of information.

a) 2005-2007, McDonald’s, Toronto. Assistant personnel
manager

b) 1999-2000, the Ottawa Business School

c¢) fluent in German

Name d) 2007 — present, Petroleum, Ottawa, Canada. Sales
Address manager

Telephone e) experienced in computer applications Windows, Excel,
Employment History | PowerPoint; good communication skills

Education f) Robert Lindsay

Foreign Languages g) reading, music, sports

Skills h) (1416) 579309

Personal Qualities 1) 2000-2005, the University of Toronto, Master of
Interests Business Administration

) International driving license

k) reliable, enterprising, creative, energetic, good with
figures

1) 27, Lake Street, Ottawa, 67K45, Canada

m) 1999, Oak High School

2. Write a resume for one of the positions. 1) Export Manager, 2) High
School Teacher; 3) Interpreter.

3. You have already written a letter to apply for the job of your dream.
Now write your resume to send it with the letter of application.

52



LESSON 6

ENQUIRY (INQUIRY) LETTER

Today at the lesson you will learn peculiarities of enquiry / inquiry
letters and try to write one.

1. Do you know the difference between In qu i ry:
the words “enquiry” and “inquiry”? Read
the information and choose the right word.

These words derive from the Old French
enquerre, and from the Latin inquirere, based
on quaerere “seek’”. The same root can be seen
in various modern English words, including

A formal
investigation

The prefix “in” comes from Latin

acquire, require, quest, request, inquest and & e
question. En quiry:
In the United States, the words inquiry Asking a question

and enquiry are interchangeable, but many
people believe enquiry is a spelling mistake
of inquiry.

In the United Kingdom, the words
inquiry and enquiry are also interchangeable.
Still, inquiry 1s more often used to denote an
investigation, and enquiry — a question.

 Every inquiry/enquiry is very welcome.

« Adam helped the police with their inquiries/enquiries.

 Could I inquire/enquire about your mother’s health?

She inquired/enquired about the library’s rare books collection.

The prefix “en” comes from French

Which variant do you prefer:
“inquiry letter” or “enquiry letter”?

So, the term “inquiry letter” 1s the same as “enquiry letter”. The
former is more frequently used in the USA and the latter — in the UK.

2. What is a letter of enquiry? Give its definition filling in the blanks
with the words:

LETTER OF INQUIRY behalf information | organization | individual

A letter to request recipient sender document purposes

information of
product and (or)

—_— services. An enquiry letter is a requesting

\ sent on of an or an for

¥ their own respective , which can be
= mutually beneficial to the and the
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3. Why do people send letters of enquiry? Tick the right variants and
say full sentences explaining possible reasons for writing such letters.

"] to ask if there is any job vacancy [ to offer a product
] to ask about prices and discounts [ to learn something about a project

"] to get some information about "] to hire an employee

a scholarship ] to complain about bad service
LI to ask if a product is available [ to ask the editor about publication
"] to advertise a product terms
] to ask about a grant "] to invite colleagues to a conference
"] to thank for some service ] to ask if a company provides
1 to apply for a job internship

"] to ask to send a catalogue

4. After having seen an advertisement in a newspaper or a commercial
on TV, you may get interested in a certain job vacancy, product or service.
So, you may want to get more information about it before making a decision.

Classify the following passages into 3 groups:

1) Enquiry letter for a job;
2) Enquiry letter for a product;
3) Enquiry letter for a service.

A. I am writing to ask if your company needs a professional and result-
oriented Marketing Manager. I am very interested in the position that will
allow me to reveal my best skills and abilities. If you are looking for
a creative, well organized, disciplined and highly motivated employee, 1 will
make a good addition to your team. I have enclosed my resume for your
consideration. I would really appreciate if you could take a look at it. Hope
to meet you soon. Thank you for your time.

B. I have heard your radio advertisement. I would like to study French
that is why I am particularly interested in your language courses. I am
writing to ask about the curriculum and fees. Awaiting your reply.

C. I am writing to inquire about the availability of Japanese cameras.
I want to buy one of the models. I would appreciate if you could send me
your catalogue. I need to make a decision by the end of the month. So it is
very important for me to get this information as soon as possible. I am
looking forward to your response.
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5. Read the enquiry letter and name its parts:

600 Campus Drive #188
Ripon, W1 54971

Date of letter

Mr. Thomas Hill
Editor in Chief
Milwaukee Journal
121 E. Johnson Street
Milwaukee, WI 54817

Dear Mr. Hill:

I am writing to inquire about a reporter position with the Milwaukee Journal. I will be
graduating in May with a BA in English and have become interested in reporting from
previous work experience and through contacts with professionals in the field.

As you can see from my resume, | have been actively involved in writing for various
college publications as a feature writer, editor, and production assistant on a voluntary
basis. I also worked as an intern with The Ripon Commonwealth covering local and
campus events. These experiences have given me professional and practical experience in
the field of journalism and would allow me to make an immediate contribution to your
staff.

With the hope that a mutual interest develops, I would appreciate an opportunity to meet
with you and discuss my qualifications as they relate to your department's needs. I will
call you in a few days to see if we can arrange a meeting. Thank you for your
consideration.

Sincerely,

(Your handwritten signature)

Type your name

Enclosure

Picture 23. Enquiry letter
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6. Put the parts of the following letter of enquiry into the right order:

A. Arthur Jackson
Renaissance

35 Hustlergate

Bradford BD 11 PE England

B. Yours Sincerely,

C. I am writing on behalf of National Plastics. We want to enquire from if you can
send us your catalogue and price list. We are interested in the products that you
manufacture. We would like to know more about different models and available
colours. If you can offer us discounts on your products, we can cooperate.

D. Margaret Tiffin
National Plastics, Ltd
Tenth Avenue, Harlow
Essex H 21 NE England
9878643
tiffin@mail.com

E. Dear Mr. Jackson,

F. December 20" 2018

G. Margaret Tiffin

H. Your reply would be appreciated.

7. The body of an inquiry letter may consist of several parts:
1) introduction; 2) details; 3) action; 4) summary. Read the body paragraphs
of the inquiry letter and name them.

We read your advertisement in the “Entrepreneur” of the 25™ October.

Our company specializes in exporting leatherwear. We have more than
20 dealers and representatives in different countries.

We are interested in buying your leather shoes and gloves. Could you
send us more information about your produce, prices, terms of payment and
dates of delivery? We would really appreciate if you could also send us
samples of leather used to manufacture your goods.

If the quality of your products meets our requirements, we can do
business together.

We look forward to hearing from you soon.

8. Work in pairs. Give each other phrases for back translation:

Introduction

We have read your advertisement. .. Me1 npountanu Bamry pexnamy...

With reference to your advertisement. .. Ccrinasice Ha Bamry pexnamy...

We have heard of your production from... | MsI y3Hanu o Bameit npoaykuuu us. ..

We have seen your current catalogue... Meg1 Bugenu Bam nocienHui kaTaior. ..
Details

Our company was founded in... Hama komnanus Obljla OCHOBaHa. ..

We are distributors/importers/retailers... | MbI JUCTpHOBIOTOPB/UMIOPTEPHI/TIPOAABLIBI. . .
We have a large network of... VY Hac oOmmupHas ceTb...

Our company has imported... for ...years. | Hamma koMmanusi MMIOPTHPYET. .. ... JIeT.
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Action

We would like to get in touch with...

We are interested in buying your product /
exporting equipment / attending the
exhibition / arranging a seminar / opening
a branch office.

Could you send us your catalogue/price
list?

We would like to receive invitations...
Please send us samples of...

Mpl OBl XOT€IHM YCTAHOBUTH KOHTAKT C...

MBI 3auHTEpECOBaHBI B MOKYNKE Bamen npoayk-
UK / DKCTIOPTE 000PYAOBaHMS / TIOCEIICHUH BbI-
CTaBKH / OpraHU3allid ceMuHapa / OTKPBITHH (Pu-
auana.

He mormum Obl Bbl mocnare Ham Bamr KaTa-
jor/mpaiic-nuct?

Mgl X0Tenu Obl MOTYYUTh MPUTIIAIICHUS. ..
[Mo>kanyiicTa, BHIIIUTE HAM 00pas3Iibl. ..

Summary
We will be able to make a large order if

your prices are competitive.
If the samples meet the standards we will
place an order with you.

MsI cMoOXkeM craenaTh OONBIION 3aKa3, eciiv Ba-
M LIEHbI YCTPOST Hac.

Ecnum oOpasubl  COOTBETCTBYIOT TpeOOBaHUSIM
CTaH/IapTOB, MBI CIEJIa€M 3aKa3.

We will discuss the opportunity to
cooperate after...

M1 O6CY,Z[I/IM BO3MOJXHOCTb COTPYAHHUYATH I1OCJIC
TOro, Kakx...

9. Here are some tips how to write an enquiry letter. Choose the right
words to fill in the blank spaces.

« Be courteous and laconic. 1), by 2)  this request you take the
reader’s time.

« You don’t have to send an enquiry letter if you can easily 3)  the
information you need by other means (e. g. the Internet).

« You 4)  explain what you are enquiring about and what you
expect the recipient to do 5)  response to your letter.

« Give 6)  least a couple of weeks for the reader to respond to your
enquiry before you 7)  a follow-up letter or 8)  a follow-up phone call.

« 9) , mention that you will 10)  confidential any information

11) . (This may increase the 12)  that the reader will respond 13)
your enquiry.)

« Make it as 14)  as possible for the addressee to respond to your
enquiry letter. For example, you may offer to pay for mailing costs, include
al1l5)  envelope, appropriate forms or 16)  documents, and so 17) .

« 18)  to include your contact information (such as postal address
or e-mail address, phone number, etc.) so that the recipient can 19)  get
20)  touch with you.

1. A.remind B. remember C. review

2. A.doing B. performing C. making

3. A. find B. find out C. know

4. A. should B. must C. have to

5. A.at B. to C.in

6. A.at B. to C.in

7. A.will send B. send C. sent

8. A.do B. make C. will make

9. A. appropriately B. if appropriate C. if appropriately
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10. A.remain B. stay C. keep

11. A. provides B. provided C. providing
12. A. likes B. likelihood C. likeness
13. A.to B. at C.on

14. A. easier B. easiest C. easy

15. A. self-address B. self-addressed C. self-addressing
16. A. another B. other C. others

17. A. further B. far C. forth

18. A. make surely B. make sure C. do sure
19. A.easily B. simply C. easy

20. A.to B. on C.in

10. Translate the part of the enquiry letter into English.

S mumy Bam or uMeHn koMnaHuu «Mup KaHLEIAPCKUX TOBAPOB)
B CBsi3M ¢ Bammm o0bsiBieHueM B razere «ToproBas sipmapka» ot 27 CeH-
TA0psi. Ml y3Hamu, 4to Bel mpou3BoauTe u3nenus u3 nepepadoTaHHON Oy-
maru (recycled paper products). Mbl 661 XOTEIM TOTYYUTH JOTIOIHUTEIHHYIO
uHpopmanuo o Bameit npoaykuuu. bynem npusHaTenbHbI, €ciii Bbl BbI-
IIJIATE HAM CBOM MPEHCKYPaHT.

Knem ¢ HeTepIrieHueM CKOpOro OTBETA.

11. Compose an inquiry letter making use of the following phrases:
a) We / interested / buying your new product / a copy of your latest
catalogue / price list.
b) We / attend the exhibition / pleased / receive /invitations / our
representatives.
c) We / interested / opening branch office in your town / pleased /
receive / details / suitable conditions.
d) We / arranging / seminar / next month / your suggestions / agenda /
possible site.
e) We / exporting / office equipment / latest design / your offer / your
terms / price list.

Home assignment:

1. Translate the part of the inquiry letter into Russian:
Dear Sirs,

Following your advertisement in the “Tide” I am writing to enquire if
you could send us your catalogue with any available samples.
We look forward to doing business with you in the near future.

Yours faithfully,
L. Beare
Marketing Manager
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2. Translate the part of the inquiry letter into English:
YBaxaemble rocroga!

[Iniry o noBoy MMPOKOro CrieKTpa Bammx ToBapoB, KOTOPHIE 51 HEAAB-
HO BHUJIEJI Ha TOPOJICKOM TOProBoM sipMapke. MHe Obl XOTe0Ch 3HATh, BO3MOXK-
HO JIM 3aKa3aTh Barry npoaykiuio B oHyaiiH-pexume. He morim 661 Bel Takke
COOOIIUTH O CPOKAX JOCTABKU U CKUAKAX, KOTOpbIe Bbl MOXKeTe Mpei0CTaBUTh.
Kny ckoporo orsera.

C yBaxxeHuEM,
A. Makapos

3. Write a letter of inquiry. Possible intentions:

— Ask to send you a copy of the company’s latest catalogue and price list.

— Ask to send you a more detailed curriculum of the course, conditions,
time and fees.

— Ask to send you details of the proposed meeting.

— Ask to send you samples of promotional gifts.

— Ask to send you information about delivery dates.

— Ask about the availability of a product.

— Ask about the services provided by the company.

4. Do you know how to respond to an enquiry letter? Read the
information presented below.

« Indicate the enquiry that has been made.

« Thank the person for his interest.

« Respond to the enquiry. Enclose all the necessary information, e.g.
a catalogue, a brochure, a price list, etc.

« If you cannot answer the person’s question, express your regret for being
unable to help and provide the contact information of somebody who can do it.

« If appropriate, you may include some additional information about
your company, its products or services.

. Finish your letter by saying that you will be happy to help the person
in the future.

5. Read and translate the letter replying to enquiry.
Dear Ms. Carter,

Thank you for your letter of 15 April enquiring about our sportswear.
Please find enclosed a copy of our latest catalogue illustrating the full range
of our high-quality items. We also enclose our price list. I am sure you will
find our prices competitive and our sportswear modern and practical.
We look forward to receiving your first order.

Yours sincerely,
Alice Anderson
Sales Manager
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LESSON 7

SALES LETTER

The aim of the lesson is to learn to write a letter of sale. This skill
may be quite useful because a sales letter is a very important tool in the

effective running of a business venture. SAI.ES
1. Read the passage and answer the
questions: L ETT E R

1) What is a sales letter? 2) What are
some other names of this type of letters?
3) What is the most effective format: sales
letters, brochures or postcards?

A sales letter (also known as a market-
ing sales letter or a letter of sale) is a type
of business letter. Usually its main purpose
is to advertise and eventually sell a product
or a service to consumers. Sales letters can
be very effective. Marketing studies prove that they perform their functions
better than such mail formats as brochures and postcards.

ATTRACT NEW CUSTOMERS.

2. A. Read the text:

A sales letter is a kind of marketing strategy. Companies that do not
have enough budgets to advertise their product or service in newspapers or
on TV often resort to this means. Sales letters are also used by businesses
whose mode of operation is only through mail order. Some firms send sales
letters to their loyal customers to inform them about special offers and
discounts. There are companies that use ordinary mail to communicate, but
most companies nowadays use electronic mail. A paper sales letter is more
textual and an electronic sales letter 1s more graphical. However, there are no
hard and fast rules and different people stick to different formats that work
best for their business.

B. Find in the text words and word combinations with the following
meaning:

a) a plan of action designed to promote and sell a product or service

b) the amount of money you have available to spend

c) to make something known generally or in public, especially in order
to sell it

d) the particular skills that someone has and can offer to others

¢) a business organization; an activity that is planned to achieve something
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f) a request to make, supply or deliver food or goods

g) a company or business

h) firm and not changing in your friendship with or support for a person
or an organization

1) a person who buys goods or a service

j) the act of asking if someone would like to have something or if they
would like you to do something; a reduction in the usual price of something,
usually for a short period

k) a reduction in the usual price

1) not different or special or unexpected in any way; usual

m) the biggest number or amount of

n) relating to written or printed material

0) despite whatever amount or degree

p) not to be changed

q) not the same

r) to limit yourself to doing or using one particular thing and not
change to anything else

s) a pattern, plan, or arrangement

t) in the most suitable, pleasing, or satisfactory way, or to the greatest
degree

3. Translate the sentences from Russian into English. Then check
yourself.

He Bce pexiiaMHble ICbMa UMEIOT CBOEH LENbI0 MpoaTh ToBap. OHuU
MOTYT HH()OPMUPOBATH O BAXKHBIX HAMPABJICHUAX Pa3BUTHS OU3HECA, TAKUX
KaK I1eJb, peopraHu3aius, U3MEHEHHUE ajpeca, MepCOHANbHbIE U3MEHEHUS
B ympasieHun Qupmoi. Kpome TOro, CTOUT 3allOMHUTH, UYTO KaxJI0€
NKUChbMO, TTOCTAHHOE 3a Mpeaesibl PUPMBbI, MOKET CTaTh PEKJIAMHBIM MHUCh-
MOM, €CJIM OHO XOPOIIO HAaMMCaHO W MPOU3BOAUT MPUITHOE BIICUATICHUE
Ha YUTAIOLIETO.

Not all sales letters have as their object to sell goods. They can inform
about important developments in business, such as intention, reorganization,
change of address or personal changes in the management of the firm.
Besides, it 1s worth to remember that every letter sent out by a firm can be
a sales letter if it is well written and creates a good impression on the reader.

4. Classify the following letters into the following groups: those
connected with

— change of address;

— change of telephone number;

— change at the post of Sales Manager.
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A.
Dear Sirs,

We should like to inform you that Mr. W Collins will be leaving our
Company on February 2™ and that Mr. L. Gordon will be in charge of the
Sales Department.

He has had many years experience in the trade and we are sure he will
give you every satisfaction.

Yours faithfully,

(signature)

Managing Director

B.

We have had an Automatic Branch Exchange installed and this has
caused our Telephone Number to be altered.

Would you please note that as from Monday, 17" January, 2018 our
Telephone Number will be

987-86-43.

We should be grateful if you would inform all concerned with tele-
phoning to us of its change.

C.

To all customers and correspondents

We should like to inform you that we are moving our office to 12
Broad Street, London EC4 8WT

Our telephone number will be 1331786

The change will take effect on Monday morning, 15" May, 2018.

5. 8o, there are different types of sales letters. Which of them is the
most difficult one to write (to inform the customers about some changes; to
publicize and sell a product; to advertise a service to encourage clients to

use it)? Why?

6. Work in pairs. Practise back translation:

The sales letter is the most selective PeknamMHoe mnHChMO HamOoJlee CeJeK-
of all forms of advertising. TUBHOE M3 BCEX BUIOB PEKIIAMBI.
A sales letter aims at creating Ilenp pekIaMHOTO MHChbMa — BBHI3BATh

interest in a product or service. The tone  MHTEpec K MPOAYKTY WM yciayre. ToH pe-
of a sales letter should be positive and km1amMHOTO HHCbMa OMKEH OBITH TOOpOXKe-
convincing. JaTEIbHBIM U YOCIUTEIbHBIM.

The modern trend in sales letter TeHngeHIIUS COBPEMEHHBIX PEKIAMHBIX
writing is towards making the letter more  muceM — ux OoJbIIast TUIHOCTHOCTb.
personal.
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7. Insert the words into the text:

personalized chance to brief ever mailing drafting customer pitch react

Do you stop to think about what happens your sales letters
after they leave your desk? You may spend hours and redrafting them.
But do you give a moment’s thought to how your reader will to them
when they arrive? If not, don’t write another word until you do.

Before you write your letter, step into the shoes of the . Make
your letter “reader-friendly”. The majority of sales letters do not attract the
reader’s attention that is why they usually get lost or binned. A reader-
friendly letter has a better

On the one hand, mass 1s the quickest way to reach a great deal
of potential customers. But on the other hand it is the easiest way to ensure
that your letter will be absolutely ignored. A short letter that shows
that you are aware of the customer’s needs, will be much better received.

Try to remember that the more important your client is, the shorter
your letter should be. Managing Directors are so busy that they are unlikely
to respond to your letters themselves. So if you address your sales letter to
a Managing Director, be . As for junior managers, they are generally
looking for ideas they can and present to the boss as their own. So,
you can send them long and informative letters.

8. The psychology behind a sales letter.

The purpose of a sales letter is to persuade a prospective customer to
become an actual buyer. There are many ways you can get someone to buy
something:

You can scam them into buying.

You can pressure them into buying.

You can use high-pressure sales tactics.

You can push for a sale even if it’s not in the interest of the buyer.

You can offer a product they really need.

You can offer a product they really want.

You can offer a product that makes their life easier.

You can offer a product that solves a problem they’ve been having.

You can offer a product that can possibly make their future much
better.

Which of these ways are bad and which of them are good? The answer
is obvious. People generally don’t like being over-sold or pressured into
buying something they may regret later. So, if you are selling a really good
product, the goal of your marketing should be to EDUCATE the customer
and not just sell the product.
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Do you agree with the statement: “If you’re selling a product, the best
way to sell it is to EDUCATE your customer”? Give reasons.

9. A letter of sale can be a very effective marketing tool. It can provide
the proverbial “foot in the door” opportunity. But some people do not
understand important rules of writing such letters.

a) Classify the following excerpts into two groups.

1) Phrases not recommended to use in a sales letter;

2) Phrases recommended for using in a sales letter.

a) We want to support your company in website design.

b) We have offices in many cities.

c) We are a team of creative professionals.

d) You will save time and money due to greater efficiency.

e) You won’t have to worry about website updating — no more
headaches!

f) We put equal emphasis on quantity and quality.

g) You can always reach us: we are at your disposal 24 hours a day.

h) We are at your disposal 7 days a week.

1) We offer a good balance between development and design.

1) You will discover your new potential.

k) We will help you to reveal your new potential.

b) Explain why you think the phrases from the first group can prevent
a sales letter from being effective. You can make use of the following word
combinations: annoy the potential customer, distract the potential customer,
be focused on the author’s company, attract too much attention to the
author’s business, make the letter end up in the trash, etc.

c) Explain why you think the phrases from the second group can make
a sales letter sound convincing. You can use the following word combinations:
create interest, generate initiative, be focused on the reader’s interests, point out
at possible benefits for the reader, meet the customer’s needs, show the way
how to save the client’s time and money, save the reader’s time and energy, etc.

10. To write an effective sales letter you can use AIDA technique that
always works.
Read the descriptions and guess what words the letters AIDA stand for.

1) The first and most important thing is to attract towards your
product or service. Bear in mind that “the first impression is the last
impression”. It is a good idea to include a headline into your letter, especially
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if you are writing to a person you haven’t met before. A headline should be
laconic but it is possible to use longer headlines consisting of up to 3 sentences.
You can brainstorm several headlines and choose the best one. The headline is
written before the salutation in the letter.

2) The second task of any sales letter is to arouse . Provide
information that is relevant for your potential customer. Encourage your
addressee to continue reading.

3) The third step is to demonstrate practical benefits and to create
a . The best way to do it is to answer the reader’s question “What do I
need it for?” There are two approaches: to try to sell and to offer benefits.
There is a great distinction between these approaches. You will be a success
if you remember that people do not buy goods or services, they buy benefits
derived from them.

4) All the previous features are meant to induce . You should
sound very persuasive to generate a successful sale. For this purpose it is
advisable to use testimonials (statements from satisfied customers).

Thus, a sales letter is supposed to attract ~ , arouse  , create

and induce

11. Read the sample sales letter and name its parts:

Document Makers
2398 Red Street
Salem, MA 34588

March 10, 2001

Thomas B Snuth
Dnvers Co

3489 Gresne Ave
Olympa, WA 98502

Dear Mr. Smuth

Are you having trouble getting your important documents formatted correctly? If you
are like most business owners, you have trouble finding the time to econonucally
produce good-looking documents. This 1s why 1t 15 important to have a spectalist take
care of your most important documents

At Documents Makers, we have the sklls and expenence to come in and help you
make the best possible impression May we stop by and offer you a FREE estimate of
how much 1t would cost to get your documents looking great? If so, give us a call at
and set up and appointment with one of your fnendly operators

Sincerely,

(signature here)

Richard Brown
President

Picture 24. Sales letter parts
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12. Read the sales letter. Is it convincing? Why?

ISLAND LOMNG DISTAMCE
September 8, 2017

Julie Smythe

President Alternative Retailing
777 Easy Way Los Angeles, CA

YOU CAN CUT YOUR COMPANY'S LONG DISTANCE PHONE EXPENSES BY 30%!
Dear Ms. Smythe:

It's true! Island Long Distance saves direct mail retailers just like you as much as 30%
off their monthly long distance phone bills,

We offer the same fiber optic telephone lines that your ewrrent service now offers,
except we charge a lot less for our high quality service, And, with Island Long Distance, you
never have to worry about lost sales due to a power or systems failure. In the event of an
emergency, our computer will automatically reroute the calls from your 800 system to
another location of your choosing,

Maybe you're wondering why you've never heard of us. That's because wnlike AT&T
and MJ, we don't spend millions of dollars on expensive advertising campaigns. We
choose to pass this savings on to you. In fact, most of our new business is generated the old
fashioned way: our customers recommmend us to their colleagues.

But that'snot all. Island Long Distance offers:

o Delayed payment options during your off-peak months, As a clothing retailer, we
understand your business has peaks and valleys, and we're prepared to help you through
the wvalleys. Simply choose one of our convenient payment options that's best for your
needs.

o Guaranteed rates for two years. AT&T, MCL and Sprint raise their rates 20% every
four months (those clever television commercials sure cost a lot of money). We don't, and
we'll put it in writing,

o Guaranteed satisfaction. If after using our long distance for 90 days you're not
completely satisfied for any reason, we'll switch you back to your old service free,

o A FREE month of long distance to new customers.

But pleasze don't just take Island’s word on it. Here's what some of customers think
about us:

“Island Long Distance has cut our long distance phone bills by 309"

- Ellen Walker, President, Peacock Fashions

“T'll never forget the hwricane that downed our phone lines for one week. And I'll
never forget how quickly Island Long Distance rerouted our calls to our New York branch.
They saved us during our busiest sales season!”

- Alan Fisher, Sales Director, Candy-By-Mail

I've enclosed a brochure that further details our state-of-the-art rerouting system and
delayed payment options, Please be advised the free month of long distance is available
only to new customers who sign with us by July 1.¥ou nust act quickly to take advantage of
this exceptional savings opportunity,

I'd like to meet with you to discuss how Island Long Distance can immediately begin
saving you up to 30% on your monthly long distance expense. I'll be contacting you next
week to schedule an appointment. I look forward to meeting with you scon.

Sincerely,

Samuel Johnson President

P.5. Don't forget, you must sign with Island Long Distance by July 1. 2017 for your
free month of long distance service!

Picture 25. Sales letter
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13. Write your own sales letter. Possible intentions:

a) Write a letter to promote a product by announcing a special sale or
complimentary gift.

b) Write a letter to extend an invitation to attend a trade show, seminar,
or conference.

c) Write a letter to inform about change at the post of Sales Manager in
your company.

Home assignment:
1. Put the same root words into the blank spaces.:

Sales Letters
Sales letters usually start with a very | strength

to the of the . | state / captivity / interesting / read
Since the is to get the reader to do | purposeful
something, these letters strong calls to | inclusive / detailed
action, the benefit to the reader of taking | act / informative
the and include to help the reader | active / inclusion
to , such as a telephone or | numerous

website link.

2. Read and translate the text.

Despite all the new marketing media and technologies that are
available today, the sales letter is still one of the most effective selling tools.
It’s personal, easy-to-read and inexpensive.

However, the results you get with a sales letter depend on how the
letter 1s written. It is as much art as science. Fortunately, some basic
principles have been worked out.

* Include a headline. Make it simple and direct.

* Attract the reader’s attention with your first sentence. Involve the
prospective client immediately.

* Present your offer on the first page. It should be somewhere early in
the letter text.

* End the first page in the middle of a sentence. It will encourage the
reader to turn over the page, finish the sentence and continue reading.

* Call for action. Ask for the response you expect clearly and directly.

» Make the addressee’s response easy. Give your contact information.
Explain clearly the ordering process.

* Guarantee your offer. Convince the reader that he takes no risk.

* Stress urgency. Give a logical reason why this is the right time to
respond.

» Use your P. S. effectively. Mind that it is called a headline at the end
of the letter.
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3. Follow the recommendations mentioned above to write a letter of sale.
a) Write a letter to welcome a new customer or client.
b) Write a letter to introduce a new product or service.

Print out your letter. Here are some guidelines concerning the format

of your letter:

o If you use a headline, type it in a larger font. Make all the words
capitalized and in bold.

« Keep your letter to 1-2 pages.

« There should be double space between paragraphs.

« Write short paragraphs. Use bullets to highlight points.

« Underline, bold, or italicize key points and words (e.g. “free”,
“new”, “a special offer”, etc.). It will help them stand out and be noticed.

9
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LESSON 8

ORDER LETTER

Today at the lesson we will learn to write a letter of order. This skill is
necessary to place a request of purchase from a company.

L. Which description is true about a letter of order?

a) A letter written by a teacher, colleague or supervisor to add extra
weight to a college or job application.

b) A letter written by a potential buyer to a supplier requesting to buy
and deliver goods.

c) A letter written by a person to another person or a company to express
gratitude.

d) A letter written by an employee to the head of a company to announce
his wish to resign from the job.

e) A letter written by an individual or a company to complain about
defective goods or poor service.

2. Complete the sentences with the words from the box.

price satisfactory supply inquiry letters

quality of goods collect terms of sale places
By writing 1) , customers can 2) necessary
information about the 3) , 4) and 5) . If the buyer
considers them to be 6) , he 7) an order to &)

goods to his address.

3. Supply the missing vowels and match each word to its definition.

a) to send goods to a place

1) AN_RD_R b) the process of transporting a thing

2) TOP_RCH_S_ ¢) a person or company that sells a particular
3) AS PPL R type of product to a customer
4HAWHL S LR d) a formal word that means “to buy”

e) a document sent by a seller to a customer that
5) TO D_SP_TCH lists the goods sold and says how much they cost
6) SH_PP_NG f) a person or company that sells goods in large
7)AN NV C_ quantities to businesses

g) a request by a customer for goods or services
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4. Complete the sentences with some of the words from the previous
exercise.

We will place on condition that you give us an extra discount
for cash.

The pieces of furniture were faulty, so we returned them to our

They promised the goods within a week of our order, but they
haven’t arrived yet.
We would like 5 video cameras from your catalogue.

Our company offers reasonable prices and worldwide

5. a) Make up as many word combinations with the word “order” as
possible. Don'’t forget to use the article if necessary.

bulk
place repeat form
refuse trlql order copy
first-time confirmation
one-time

[TpoOHbIit 3aKka3, OJIaHK 3aKa3a, clieslaTh 3aKa3, MOATBEPKACHUE 3aKa3a,
MOBTOPHBIN 3aKa3, OTKa3bIBATHCS OT 3aKa3a, OJHOPA30BBIM 3aKa3, KOMUs 3a-
Kaza, ONTOBBIN 3aKa3, MEPBbIA 3aKa3 U T. 1.

b) Define some of the word combinations that you have composed,
e. g.: To refuse the order is to decline (reject) it. Order confirmation is the
same as order acknowledgement.

6. To place an order you have to write an order letter. Here are some
steps. Arrange them in the order that seems to you proper. Make up
sentences using such words as ‘‘first, next, after that, finally, etc.”

__ Draft the letter.

__Identify the addressee.

___ Do careful research about the items to be purchased.

___ Determine the information relevant to make the purchase.

__Review the letter.

___Formulate the purpose of the letter.

Are these steps equally important? Which of them is the most / the least
important to your mind?

7. What information is relevant to make a purchase? It can be
classified into three main categories:

1) information about the goods 2) information about shipping 3) informa-
tion about payment
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What does each category include?

The number of the model; brand name; the data of payment; desired
delivery date; the name of the product; size; mode of shipping (e. g.: road,
railway, waterway); quantity; code; payment mode (e. g.: cash, credit card,
check, money transfer); colour; desired shipping location; unit price.

The customer may include any other information if he thinks it is

important.

8. Complete the order form with the missing items.

a) TB f) tennis rackets P,
b) total cost g) £750 Find 2ha
i A Prodeict

Cc) quantity h) product name T 7o

d) 10 1) code e

€) unit price j) £15 —

H__ ) H_ 9 .

Ball machine 1 BM/307 6) €750
Tournament balls | 5 7 €3 8

9 100 TR/15 €50 €500

9. These are some phrases that you may use in your order letter.

Practise back translation.

We accept your offer.

Our company begs to order...

We would like to place an order with you
for...

We enclose our order for...

Please find enclosed order Ne... for...

We agree to your terms.

We give you a trial order for...

Please send us...

We rely on you to supply us with...

Supply (deliver to our address) these goods
and indicate the number of this order in the
invoice.

Please send us these goods as soon as
possible.

Please note that urgent delivery is required.

We trust you to do your best to give our
order the best attention.

We hope you will do your best to execute
the order to our satisfaction

MpsI nprHUMaeM Baiiie npeajioxKeHue.
Hama xoMmanust mpocuT NpuHATH 3aKas. ..
Mg 6b1 XOTENnu pa3mecTuTh y Bac 3aka3
Ha...

MpsI npusiaraem 3akas Ha. ..

[Toxainylicta, HaliIMTE NPUIOKEHHBIN 3aKa3
No... nHa...

Mpei coryiacHbl Ha Bamu ycioBus.

Mpi naem Bam ripoOHBIif 3aKa3 Ha...
[Toxainylicra, BBILUIUTE HaM. ..

MpsI Hazeemcs, 4TO Bbl mocraBute HaMm. ..
[TocTaBbTe (HOCTAaBbTE HA HAIl AJPEC) ITU
TOBapbl U YKAXKUTE HOMEpP HTOTO 3aKas3a
B CUETE.

[Toxanylicra, OpUIUIMTE HAM 3TH TOBApbI
Kak MOKHO CKOpee.

[Toxxanyiicra, 3ameTsTe, 4TO TpeOyeTcs CpoU-
Hasl I0CTaBKa.

Mgl HazeeMcs, uTo Bel oTHeceTech K Halle-
My 3aKa3y ¢ MaKCHMaJlbHbIM BHUMAHHUEM.
Haneemcs, uto Brl cieinaere Bce BO3MOXK-
HO€, YTOOBI BBIMOJIHUTH 3aKa3 K HalleMmy
MIOJTHOMY yJOBJIETBOPEHHUIO.
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10. Read and translate the following order letter. Name its parts.

Coloar World
15, MNew Market, Dhaka-1200

Ist September 2012

Manager,

Sales Divisaan

Matonal Paimts Co. Lid.

20, Tong, Gajipur.

Sub: Order for various painis.,

[hear Sir,

Thank you for your quatation and the price list. We are glad to place our first arder with vou
for the following items

SL. Mo:  Description Ouantity YWeight L'nit price  Amount (Th.)

| Enamels pant 25 Tins 1081 Ths [ 110 25 (WY
2 Synthelic paunt 20 Tins Z001bs 2000 40000
3 W hite paint 10 Tins 10 ks &S00 5 (0D T, (M)

Since the above goods are required immediarely as our stock 15 about to exhaust very soon.
We regquest vou o send the goods through voor "Motor” van as the camage inward is
supprised 1o be borme by you

We shall arrange payment wathin ten (10) days to comply with 3710, Met 30 terms. Please
zznd all commercial and financial documents along, with goods We reserve the night o reject
the goods if received late

“ours fmthdully,

Mohammed Tareq
Purchase Manager,
ol o worl

Picture 26

11. Write a letter to order:

a) women'’s coats, b) English textbooks, c) coffee

You can make use of the phrases:

We are impressed / we are glad to inform / we would like to order / we
are ready to give you a trial order / we are enclosing our order / the payment
will be made after the delivery / we hope for long term cooperation with you.

Home assignment:

1. You have recently got a sales letter that reads as follows:
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Do you face difficulties in getting your customers with good stylsh and quality shoes they are asking
for? We at Quality Foot Wear do the designing and the mamnufacture of leather shoes of high quality.
Ladies’ and children’s footwear are our specialies. We have come o realize that ladies and children
with bigger and wider feet face dificulties in finding the footesear for them. There & a wide range of
footwear on offer with us. You will be able to satisfy your customers as your shop will have a wider
range of footeear for them.

In case you want more details about our company and the shoes we have on offer, please visi our
website at www gualityfoobwear.com.

Picture 27

Write a letter to place an order.

2. The phrases below can be used when replying to an order. Insert the
words from the box into the sentences.

doing  receipt deliver orders  placing  hesitate  shipping

Thank you for 1) an order with our company.

We confirm 2) of your order dated 15 September.

3) usually takes a week.

We can 4) the goods within a week.

Do not 5) to contact us if you need further information.
We look forward to further 6) from you.

Looking forward to 7) business with you again.

3. Choose the appropriate form to complete the text.

We look forward to doing / We would like to do
things / goods

Thanks / Thank you

All the best / Yours sincerely

Dear / Hello

Just to say / We confirm

1) Mr. Robinson,

2) for your order of 17 April.

3) that you have ordered the following items from our
catalogue:

T-shirts 10 T/15

Sneakers 10 S/22

Jeans 10 J/11

We are now dealing with your order.
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The sum of €1150 has been charged to your credit card, and the
4) will be shipped on 20 April.

If you have any queries, please contact us at <clothing(@easynet.co.uk>.

5) business with you again.

6)

Mark Atkinson
What is the name of the letters of this type?

4. Sometimes it happens that the supplier can’t execute the order and
offers the customer a substitute. The example of such a letter is given below.
Translate this letter into English.

YBaxkaemrle rocmoa!

Cnacu6o 3a Bame nucbmo ot 14 urons. K coxkaneHuto HHTEpECYOImMX
Bac MoOunbHbIX TenedoHOB HET B Hanuuuu. OJHAKO y Hac €cThb Apyrue
MOJENIn MOOWIBbHBIX TeneoHoB. [loxkanyiicTta, MpOCMOTPUTE HaIll KaTajaor
U TIPEHCKypaHT B MpUKpeIuieHHOM daiine. Mbl Hageemcs, uto Bbl HaligeTe
MOJIeJIb, KOTOpast Bac ycTpowur.

bynem paznpl, eciin Bbl 3aMHTEpECYETECH HALLIUM MPEATI0KEHUEM.

C yBaxxeHueM,
AnHa Ilutepcon
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LESSON 9

LETTER OF COMPLAINT

Today at the lesson we will learn to write a letter of complaint. This
type of formal letter writing is considered to be one of possible ways to
alert a company to a problem.

1. People are wusually happy

with a product they buy or a service N &

they get. But sometimes companies =

do not leave their customers satisfied " : (
S _’—‘ . )

with their products or services. —

Do you remember cases when
you were dissatisfied with the quality
of a product or service? Does it often
happen? What is your reaction?

2. Buying goods which are faulty, of poor quality or being treated
badly should always be addressed! Problems like these can be resolved.

Before turning for help to your local consumer protection agency you
should try to solve the problem with the company itself. For example, you
can speak directly with the salesperson, the manager or the head of the
company. If you fail to achieve your aim, you can write a letter of complaint.

Do you agree that faulty products or bad service shouldn’t be unnoticed?
Is it a good idea to write a complaint letter?

3. Many people ignore a product which lets them down and they do not
do anything at all to improve the situation. As a consumer, you have the right
to get your product refunded or replaced by another. Here are some reasons
why writing a letter of complaint is effective:

« The company will be notified of faulty products in their line. They
can find out the cause of the problem and try to prevent it next time.

. Attention will be drawn to the employee who does not do his job
properly.

« Companies do not like it when their customers are dissatisfied. So
you have a good chance to get your product replaced or refunded.

« For food and beverages you can receive free coupons or free
products instead of a replacement.

« You paid your money so you should get a high-quality product or
service.

Do you find these reasons convincing?
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4. Here are extracts from three letters of complaint. Which of them is about

a) a faulty product; b) unsatisfactory professional skills; ¢) a disappointing
holiday?

A.
Dear Mr. Harrison,

I am writing to complain about the faulty installation of the equipment that I
purchased from your company. Your employee, Mr. Smith came to my
office to fit the equipment on Thursday, 15 September. The same evening it
turned out that the mechanism did not work. I phoned your company to
report this fault and Mr. Smith returned four days later. He was supposed to
repair the mechanism but the next day it jammed once more. When I phoned
again, | was told that nobody would be able to visit me for a week.

Since nothing has been done for the equipment to function properly,
I would appreciate it if somebody came and replaced it by the end of the week.

Yours truly,
Ann Johnson

B.
Dear Sir or Madam,

I wish to give details of my dissatisfaction with the iron that
I purchased from your electrical store on 6 August, 2018. When I turned it on
for the first time, I found out that the temperature control was faulty. I tried
to return the iron to the store, but the shop assistant said that the store was
unable to replace it or offer me a refund. He advised me to send the iron for
repair. This solution seems to me unsatisfactory. It is not quite clear how
long the repair will take and I need an iron daily. As the iron does not
function properly and does not comply with the legal standards of product
quality, I am writing to you to ask for a full refund of the £40 retail price.

I am looking forward to hearing from you within the next week.

Yours faithfully
Mary Hawkins

C.
Dear Ms. Bowles,

I am writing to express my dissatisfaction with our stay at your hotel on 10-
17 July 2018. My wife and I had booked a suite in room 107. The main
complaint is that our room did not match the description in the brochure. The
room was cramped and the furniture was dirty. In addition, the shower and
the air conditioning did not work. We couldn’t take a shower and it was very
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stuffy in the room. Your representative promised to get the shower and the air
conditioner fixed, but it took four days to happen. I enclose some photos of our
room. Besides, the swimming pool was closed for repairs. So, in the middle of
summer we didn’t even have a chance to go swimming. Our holiday was
ruined. | believe we are due a full refund for this stay.

I am looking forward to hearing from you within the next two weeks.

Sincerely yours,
Patrick Black

5. If you decide to write a letter of complaint, what do you think is
right and wrong to do? Classify the following statements into two groups:
Dos and Don'’ts.

Take a straightforward approach.

Maintain a calm tone.

Seek an agreement.

Criticize the whole company.

Reproach the reader for the company’s mistakes.

Insult the reader.

Focus on the specific incident that induced you to write the letter.

Avoid abusive language.

Swear and show your temper.

Avoid blaming a certain person.

Express your resolution to apply to a consumer protection agency.

Threaten the company.

Promise that you will never buy their products again.

Give them the impression that you would like to continue cooperating
with their company.

Express optimism that the problem will be solved.

Make up sentences expressing your viewpoint. Give arguments (e. g.:
I think it is no use criticizing the whole company because it won’t help solve
the problem. Moreover it can aggravate the conflict and make the situation
even worse).

6. There are three important things that you should do.

a) Choose the right variant of words and word combinations to insert
into the text.

I. Be polite. Perhaps you have every right to be angry, but 1) rude
will only put the 2)  on the defensive. Show that you respect the
recipient and avoid 3)  angry or threatening comments. 4)  that
the person 5)  your letter is not 6)  responsible for 7)  happened,
and they will be 8)  sympathetic and ready to please a polite client than
an angry one.
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« Keepinmind, 9)  companies 10)  their customer’s 11) .

« You will have much better 12)  if you treat the addressee as
someone who wants to help you, 13)  assuming they 14)  evil intentions.

« Don’t write your letter being furious. Wait for some time 15)
you have calmed down.

1. a) not to be b) being c¢) having been
2. a) sender b) receiver c) recipient
3. a) making b) to make c) make
4. a) remind b) review c) remember
5. a) that reads b) reading c) who read
6. a) directly b) strictly c) simply
7. a) whenever b) whatever c) whoever
8. a) much better b) much more c) lot more
9. a) few b) a little c) most
10. a) have an interest in ~ b) are interested with ~ ¢) are interesting in
11. a) pleasure b) desire c) satisfaction
12. a) luck b) success c) fortune
13. a) instead of b) despite c) rather than
14. a) are full with b) are filled with c) full of
15. a) until b) as soon as c) before

b) Put the verbs in brackets into the right form.

II. Be concise. Customer service representatives (receive)
hundreds of letters a day. It is really important that you (get) to the
point right from the start. Let them (know) precisely what they
(deal) with as soon as they (begin) reading. In case your letter
(be) too long, the reader (incline) to skim its contents. So, he may

(get) the wrong idea of the problem.
« Avoid unnecessary details.
. (keep) your letter on a single page.

c) Fill in the blanks using derivatives of the words given in the right
column.

III. Be authoritative. It the right tone creative
and lets the company know that your complain
should be taken . This 1s especially serious / truth

of serious complaints that may have consider / finance / imply

- Being authoritative implies such things as qualitative / usage / know

the of the language , your responsible / profession
of your rights and the company’s , present
as well as the of the letter. credible
« All these things give you , which positive
should effect the response to your letter.
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7. Read the text and give each paragraph a title.

If you decide to write a letter of complaint you should address it to the
company’s customer service department. It specially deals with complaints,
so you will have better chances to succeed. It is advisable to apply to the
Customer Service Manager or Director. You will find out all the necessary
information on the website of the company.

Inform the addressee about the purpose of your letter at the very
beginning. Draw attention to your complaint in the opening sentence. Further
details (like date, time, location, etc.) and explanations should be given in the
following paragraph(s).

State clearly what kind of outcome will satisfy you. There are such
forms of compensation as a repair, a replacement, a refund and so on. It is
not right to threaten legal action in the first complaint letter.

If possible, enclose copies of supporting documents, e.g. copies of
checks, photos, receipts, guarantees, warranties or even video materials. Do
not send the originals. You may need them to provide evidence later on.

You should give the company some time to solve the problem. Your
letter is unlikely to be forgotten or lost if you provide a time limit. Mind that
the time period should be reasonable. It may vary depending on the situation
but one or two weeks are generally enough.

Don’t forget to thank the recipient for consideration. Provide your
contact information.

Correct your spelling and grammar or ask somebody else to do it
before sending the letter.

8. Compose the body paragraph of a letter of complaint. Make use of
the following phrases:

a) Complain about a faulty bookshelf: to be unhappy with the quality
of; to buy; the doors do not open and close properly; one door is darker than
the other; unpacked; noticed the problem; not to be of acceptable quality;
replace; return the faulty bookshelf at no cost; have the problem fixed
quickly; contact; during working hours; to discuss the matter.

b) Complain about a defective blackout window shade: to express
one’s dissatisfaction; to purchase; to install blackout shade to the bedroom
window; the mechanism; not to work; impossible to raise or lower the
shade; to jam; not to block out daylight; would like a fully paid
replacement; by the end of the week; find enclosed the receipt; to have
utmost confidence.

9. Read the sample of a complaint letter and name its parts:
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Mr. Srilan jain
General Manager
Saffron Restaurant
MNew York

11th January, 2012
Ref: Sub-standard Food
Dear Mr Jain,

I visited with my family to your Saffron restaurant on 16th January to celebrate my son's
birthday Unfortunately, the sub-standard food quality in your restaurant really dampe ned
oUr spirits.

The dinner started off in a very disappointing way when we were served some tasteless
lukewarm flwid which was passed off as Sweet-corn soup. The starters we ordered wers
dripping with oil, though we had specifically requested for fat-free food.

The Main Course tasted equally bad. Though we had ordered an assortment of vegetarian
as well as non-vegetarian platters, and they all seemed to taste the same.

The only redeeming feature was the well-mannered Service that evening and the fFiendly
manner in which your waiters patiently heard our numerous complaints,

| hope in future the quality of vour food is able to match up to the quality of your service,

Best Wishes,

Emily Swan

Picture 28

10. Have you ever bought any defective goods? Now it is high time for

you to express your dissatisfaction and write a letter of complaint. You can
use the prompt.

[Your
[Your

[Date]

Address]
City, State, Zip Code]

Name of Contact Person]

Title]

Street Address]

City,
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Dear [Contact Person]:

On [date], I bought a [name of the product with the serial or model number or
service performed]. I made this purchase at [location, date, and other important
details].

Unfortunately, your product is not performed well [or the service was inadequate]
because [state the problem].

To resolve the problem, I would appreciate your [state the specific action you
want|. Enclosed are copies of my records [receipts, guarantees, warranties, checks,
contracts, model and serial numbers, and any other documents] concerning this
purchase.

I look forward to your reply and a resolution to my problem. I will wait [set a time
limit] before seeking third-party assistance. Please contact me at the above address or
by phone [home or office numbers with area codes].

Sincerely,
[Your Name]

Home assignment:

1. Write a letter of complaint about bad service in a café, restaurant,
hotel, etc. Remember to answer the questions:

1) Who am I writing to (be specific)?

2) What is the purpose of my letter?

3) Why are you complaining? Why are you are unhappy with the
company?

4) What evidence do you have?

5) What would you like them to do?

6) When/how do you want them to respond?

2. How to reply to complaints? Read and translate the text.

The complaint must be acknowledged at once and an explanation
should be given that the matter is being investigated. There is no need to go
into details concerning the occurrence of a mistake or error since the only
thing the client is interested in is how the seller will deal with the complaint.

That is why a reply to complaint should contain the bare facts and
information about the action taken by the seller. A letter should be clear,
brief and courteous. It must include an apology for inconvenience caused and
promise that similar error will not be repeated in the future.

Now check yourself:

XKanoba mgomxHa OBITH cpa3y e TOIATBEP)KICHA U TMPEAOCTaBICHO
OOBSICHEHUE TI0 PACCMOTPEHHUIO Jena. HeT HeoOX0AMMOCTH BIaBaThCs B IO-
IPOOHOCTH, KacarolHuecs] MPOUCXOXKICHUS OIIMOKH, IOCKOIBKY KIHUEHTa
UHTEPECYET TOIBKO TO, KaK MOCTABIIMK OTPEArupyeT Ha Kayooy.
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[TosToMy OTBeT Ha an00y JOHKEH COAepKaTh TOJIBKO (hakThl U MHPOP-
MalMIo O JIEHCTBUSAX, MPEeNNPUHUMAEMBIX IMOCTABIIUKOM. [IMchMO IOMKHO
OBITh SICHBIM, KPaTKUM ¥ BEXJIHMBBIM. OHO JOJDKHO COJIEpKaTh U3BHHEHHUE 32
JOCTaBJICHHbIE HEYA00CTBa U OOelaHue, YTo MoJ00HbIE OMMOKHA B OyylieM

HC IIOBTOPATCAI.

3. Match the phrases that can be used to answer a complaint letter to

their Russian equivalents.

1. We have carefully studied your
claims.

2.You were right to let us know
about...

3. You are perfectly correct in saying
that. ..

4. After investigating your complaint...
5. Please accept our apologies for...

6. We can assure you that...

7. Steps are being taken immediately to

a) [Tocne nzyuyenus Bareit xxanoost ...
b) Bel mpaBwiIbHO caenajiyd, 4To cO00-
IIUJIH HaM O...

c) Mbl HeMeaJeHHO NPUHUMAEM MEpHI
JUIS TOrO, 4TOOBI HM30€KaTh I10JJOOHBIX
OIKOOK B Oy IyIIEM.

d) Mb1 BHuUMaTenbHO H3yuuiau Bamm
PETEH3HH.

e) [IpumuTe Halu U3BUHEHUS 3a.. .

f) Bbl coBepIlleHHO TTpaBbl B TOM, YTO...

avoid such mistakes in the future. g) Moxewm 3aBeputh Bac B Tom, 4TO...
4. Read the reply to a complaint and say if you think the customer will
be satisfied and why.

Dear Mr. Wilson

We regret to hear that the twenty desks you ordered from us have been badly
scratched.

We have checked our records here and find out the components left our
factory in good conditions and were, as usual, carefully packed. We then
asked out representative to find out whether the desks had been damaged in
transit or on arrival.

It was discovered that the goods had been unloaded by using hooks, although
the packages were clearly marked with a warning against using hooks. We
therefore do not feel in any way responsible for the damage.

We appreciate, however, that you don’t want to use these damaged desks as
they are. If you return them to us, we will have them resprayed at our
expense. We can assure you that the scratches will not show and that the
desks, in fact, appear just as good as new.

Yours sincerely

John Martin
Sales Manager
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LESSON 10

THANK YOU LETTER

The aim of the lesson is to learn to write a thank you letter. It is
a polite way to show appreciation.

1. There may be different ways to
express an idea. Read the following
definitions of one and the same notion from

different dictionaries. What is defined? ‘%Z
Which definition do you find the most 70/&&
precise one and why?

a) The quality of being thankful; readiness to show appreciation for
and to return kindness (Oxford Dictionary).

b) A feeling of being grateful to someone because they have given you
something or have done something for you (Macmillan Dictionary).

c) The feeling or quality of being grateful (Cambridge Dictionary).

d) The state of feeling grateful (Collins Dictionary).

Do you think this quality is important in interpersonal relations? Name
the situations when we thank the surrounding people.

2. People write thank-you letters for different purposes. What are at least
some of them? Combine parts from the four columns of the table to know the
answer.

e. Who helped you with |i. It will help you to maintain
a. an employer |your business or career. |good relationships with your
partners, clients or colleagues.
You are b. a person f. Who wrote a recom- |j. This is the way to show that
supposed to mendation for you. you are interested in the job.
write a thank |c. people k. You will show that you
you letter to g. Who did a good job. |appreciate his help in your
d. an employee searching for a job.
h. Aafter a job 1. You will make it clear that you
interview. appreciate his hard work.

3. Match the parts of the table together.

a prospective cooperation.
employer a job interview.

A letter a teacher help.

to express | gratitude | to | an employee for | for received goods.
a colleague good work.
a customer hospitality.
a supplier a recommendation.
an acquaintance
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Read the excerpts below to illustrate each type of a thank you letter.

A. I can’t thank you enough for helping me to make a final report. You
worked long hours. Thanks to your contribution we were able to meet the
deadline. I really admire your energy and your willingness to help. I want
you to know how much I appreciate it.

B. I want to express my deepest gratitude for your recommendation.
I have been offered a position of a Music Teacher at a very prestigious
private school. Although the job interview was very successful, I am sure
that your recommendation played a central role in the headmaster’s decision
to offer me the position.

C.I want to thank you for your efforts on our latest project. I really
appreciate your attention to details. You always strive for continued excellence.
Our firm is proud of you. We look forward to your future contributions.

D. Let us take this opportunity to thank you for choosing our company
to provide you with the top quality construction equipment. We are proud to
meet your requirements and we are looking forward to many years of
profitable cooperation.

E. Please accept my sincere thanks for the enjoyable time I had at your
dinner party. The company was exquisite, the food was delicious and the
music was marvelous. You are really happy to have such a close family. I am
impressed by your hospitality. I do not think I will ever forget it.

F.I am writing to express my gratitude to you for meeting me
yesterday to discuss the open Executive position in your company. [ am
impressed with your company and your innovative methods of work. I would
like to join your creative team. I am confident that my experience will be
very useful for your company.

G. We are writing to thank you for sending us the ordered items so
promptly. We really appreciate your professionalism and efficiency. We are
quite satisfied with the quality of the items so we plan to make a bigger order
in the near future.

4. Find phrases in the previous exercise that can be useful to write
a thank you letter. Give the phrases to your group-mate for back translation.

5. Read the letter and insert prepositions where necessary. What type
of thank you letter does it belong to?

Thank you 1) your help 2) our office move. Your
department showed what it means to be a team player and you proved that
you are a team. I really appreciate 3) the effort you put 4) . To
reward you 5) working overtime I plan to take your department
6) lunch 7) Linden Alley Café 8) the firm account. Think
9) the most suitable day 10) this event 11) next week.

Thanks again 12) your contribution 12) the development

13) our firm and its growth 15) full potential.
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6. Complete the letter by using the same root words. Who is the letter
addressed to?

I am writing to thank you for the 1) .lam also very | promote

2) to you for the opportunity you gave me to gratitude/attendance
3) profession/develop
the 4) 5) workshop in Moscow last week. | inform/inspire

The workshop was 6) and 7) . share/impress

I am looking forward to 8) my 9) with the | confidence
colleagues. I feel 10) that the things I learned will improvement/efficient
help to 11) the company 12)

7. Read and translate the letter presented below. What type of a thank
you letter does it exemplify? Name its parts.

Mark Morrison

23 High Street, Newcastle, UK N3725 782-852-9201 mark morrison@email com

September 1, 2018

Samuel Lee

Director, Human Resources
J & L Jewelry Store

79 Park Avenue

London, UK 54321

Dear Mr. Lee,

I'm writing to thank you for the time you spent with me during the interview for the
retail sales position at the J & L Jewelry Store. I'm excited about the potential
opportunity to work with such an excellent company.

I believe I'm a perfect match for this job because I am experienced in jewelry design,
as discussed during the interview. Furthermore, working at a large department store's
jewelry counter has allowed me to meet and collaborate with many people, which I
enjoyed. I"d also like to add that I won an award for one of my jewelry designs while I
was in college. My knowledge of what makes great jewelry design is a plus.

Thank you again for the interview, and I hope to hear from you soon. My cell phone
number 1s 782-852-9201 and my email is mark.morrison(@email.com.

Sincerely,

Mark Morrison

Picture 29
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8. Here are some tips for a person who is going to write a thank you
letter after a job interview.

Write your thank you letter as soon as possible after the job interview.

In the first paragraph remind the addressee of your conversation. You
can refresh in his memory such information as the date of the interview and
the topics discussed. Express your gratitude to the interviewer for taking the
time to meet you.

In the second paragraph state your interest in the company. Draw the
reader’s attention to your most important personal qualities, skills or work
experience. You can also include information that you have forgotten to
mention during the interview but that is relevant for the vacant position. If
any of your answers were not quite good or adequate during the interview,
you can provide a better response in your letter.

In the third paragraph thank the employer for his consideration again.
Show your enthusiasm and provide your contact information.

Make your letter simple and brief.

Edit your thank you letter before sending it.

Answer the questions:

1) Do you agree with the statement that to send a thank you letter late
is better than never to send it at all? Give arguments to prove your idea.

2) Do you agree that a thank you letter is a good opportunity to fix
missteps? Explain why.

3) Why should you keep your thank you letter short?

9. What would you advise a person who is going to write a letter to thank
a) a colleague;

b) a customer;

c) a supplier?

10. Write a thank you letter to
a) a colleague;

b) a customer;

c) a supplier

d)...

See if you can make use of the following phrases:

a) the project our department is working on; a stand-still process;
appreciate your help; your useful suggestions; share experience; thanks to
your contribution; optimize the process; invaluable assistance; enjoy working
with you; return the favour.

b) take the opportunity; choose our company; to provide you with;
appreciate your orders, a special customer, to thank you for your loyalty;
a token of our respect and appreciation; 10% discount; next purchase;
continue to work together.
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c¢) the quality of products provided; appreciate your customer service;
goods are often delivered earlier than expected; your responsibility; the most
reliable supplier; can’t be more satisfied with your efficient work; value your
professionalism; recommend you to other companies; extend our contract;

conduct our business with you.
d)...

Home assignment:

1. Very often we do not have an opportunity or enough time to express
our gratitude to people who have done us some favour. Who would you like
to thank? Write a thank you letter to that person / those people.

2. Write a letter to the author of this book. Will that be a request,
a complaint, a thank you letter or anything else?

THANK YOU!
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SAKVIIOYEHUE

B ycnoBusx coBpeMeHHO# riobanu3aiuu Mupa HabJt01aeTcs paciipe-
HUE KyJbTYPHBIX M SKOHOMUYECKHUX CBsi3ed Mexay crpaHamu. HeoTbemiuemoi
YaCcThIO 3KOHOMUYECKHX OTHOLICHHWW SIBISIETCS JIEOBasi Mepenucka. AHIIIHIA-
CKHUH S3bIK U3BECTEH KaK SI3bIK OM3HECA M MEKIYHAPOJHOIO OOLICHUS B LIEJIOM.
B cBs3u ¢ 3TMM ycriex COTpyAHHYECTBA BO MHOI'OM 3aBUCHUT OT YMEHHS I'pa-
MOTHO HamucaTh U 0OPOPMHUTH JI€ITOBOE MHUCbMO Ha AHTJIMHCKOM SI3bIKE.

®dopmat nucbMa oOyCIoBJIEH cuTyanueit oomenus. Jist Oompien ya-
CTH JI€JOBBIX IHCEM XapaKTepeH (POPMaJbHBIN CTHUIIb, KOTOPOMY COOTBET-
CTBYET OJouHBbIM (opmar. B 001IeHHH ¢ XOpOIIO 3HAKOMBIMU ajpecaTamu
MOKET HCIOJIb30BAThCS MOJIU(PUIIMPOBAHHBIM OJOYHBIN (popMar mUChMA.
HeoduunanbHble Ae10BbIE MTMChbMA MUIIYTCS B MOIY0JI04HOM (hopmarTe.

JlenoBoe MUCHhMO COJEPKUT Kak 00s3aTeNbHbIE, TaK U JOMOIHUTENb-
Hble yacTu. K 00s3aTeIbHBIM OTHOCSATCSI TAKUE PEKBU3UTHI, KaK HAUMEHOBA-
HUE OpraHu3aly / aBTOp MUChbMa, CIPABOYHBIE JaHHble 00 OpraHU3aluy,
JaTta JIOKyMEHTa, aJpecaT, BCTYNHUTEJIbHOE OOpalleHHe, TEKCT JTOKYMEHTa,
3aKJIIOUUTENbHAS (OopMyJia BEXKIMBOCTH U NMOANUCH aBTopa. IIpu HeoOxonu-
MOCTH B MUCBbME MOTYT OBITh MPEACTABICHBI JOMOJHUTEIbHBIE AJIEMEHTHI,
HallpuMep CChUIKAa Ha PErvMCTPAllMOHHBIA HOMEp JOKYMEHTa, TeMa MHUChMAa,
OTMETKa O HAJIMYWHU MPUIIOKEHHSI, OTMETKA O HAIPABJICHUH KOMHM U T. 1.

B 3aBUCMMOCTH OT LIeJIM NEPENUCKUA BBIACIAIOTCSA Pa3IMYHbIC BUIbI
IIMCEM: MHUChMO-3asBJICHHE O TPYAOYCTPOWCTBE, PE3IOME, MHCbMO-3aIpoC,
peKIaMHOE MHCHhMO, MUCBbMO-3aKa3, MNHCbMO-Xkanoba, OJaroJapCTBEHHOE
nucbMo U T. A. Kaxaomy Buay mnucbMma NpPHUCYINA ONpPENENICHHAs JIOTMKA
CTPYKTYPHOTO MTOCTPOEHHUSI U COOTBETCTBYIOIIMNE SI3bIKOBBIE cpeAcTBa. KoM-
MO3ULIMSI TEKCTa U S3bIKOBOM MaTepuall OMpeNeNsitoTcs HEOOXOAMMOCThIO
peanu3aliud KOMMYHUKATUBHOTO HAMEPEHHsS B KOHKPETHOM CUTyaluu 00-
meHus. [Ilpy HanmucaHuu 1enoBOro mMchbMa CIEAYET YYHUTHIBATH SI3bIKOBBIE
HOPMbI MMCbMEHHOT'O OOILEHUS, a TAK)KE HOPMbI PEUEBOT0 ITHKETA.

Takum oOGpazom, AJi COCTaBIEHUSI TPAMOTHOIO JI€JIOBOrO IMUChMa Ha
AHTJIMHCKOM SI3bIKE HEOOXOJAMMO 3HAHHME OCOOEHHOCTEM J1eJI0BOro CTHIIA,
YMEHHE OpPUEHTHPOBATHCA B SI3IKOBOM MaTepualie, BIaJCHUE IUCKYPCHUB-
HBIMHU CIIOCOOAMH BBIpAKEHUSI KOMMYHUKATHBHBIX 1ienei. JlanHblid HAOOp
npo(eCCHOHANBHBIX KOMIETEHIMN MO3BOJIMT YCHEIIHO BECTH JEJIOBYIO Ie-
PENUCKY Ha aHIJIMICKOM SI3BIKE.
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