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Business Writing
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LINC 5 CLB Competencies and Essential Skills

The activities in this section represent a sample of possible activities that can build language proficiency in business

writing. You can supplement these activities with a range of materials from other sources. Below are the CLB

competencies, Essential Skills and specific language skills that are addressed in these activities.

The activities in this section focus on the following language skills: 

• Determining the purpose and the reader of the note, memo, email, letter or report

• Writing the message to: give information, make a request, apologize, explain or give reasons

• Using the proper formats for email messages and business letters 

• Using the appropriate tone and degree of formality

• Writing clearly and concisely

E
S

These activities can help to develop the following Essential Skills:

• Writing

• Computer Use

• Reading Text

C
LB

While writing email messages, business letters and memos:

� CLB 5-I: Convey a personal message in a formal short letter or note, or through email, expressing 

and responding to invitations, quick updates, feelings.

� CLB 5-III: Convey business messages as written notes.

� CLB 5-III: Fill out forms.

� CLB 5-IV: Write a paragraph to relate/narrate a sequence of events; to describe a person, object, scene,

picture, procedure or routine; or to explain reasons.
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Introduction to Business Writing

1 Think about these questions and discuss them in a small group.

1. How often do you use email to communicate with your friends and family?

2. What do you think are the advantages and disadvantages of communicating by email?

3. In what situations have you recently written formal letters? If you haven’t written any formal
letters lately, think of examples of possible situations.

4. When do you think a face-to-face or telephone conversation is more appropriate than written
communication, such as an email message or a letter?

5. Which method of communicating do you find most difficult? Why?

source: www.businesscartoons.co.uk/shop

Culture Note

In some cultures, verbal agreements and handshakes are enough to close a deal. However, in Canada people will
more likely want you to “put it in writing.” Whether you are cancelling your car insurance, hiring a contractor or
agreeing to something informally with a co-worker, most people prefer to have things written down to avoid memory
lapses and possible misunderstandings. Putting things in writing clarifies the terms of an arrangement so that
everyone is clear about what to expect and what has been agreed to. It also leaves a paper trail for future reference.
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Notes

Even with the widespread use of email, there are times when a brief handwritten note is the easiest and quickest
way to communicate a message to someone.

In the workplace, you might write a note to a co-worker to pass on information, to leave a quick reminder, or to
thank him/her for a favour. In your personal life, you may need to write a note to your child’s teacher, to a family
member or to a neighbour.

Notes are short, usually not more than three or four sentences, often with short forms and abbreviations. They are
concise and do not require a lot of details. Notes are usually handwritten.

1 Look at the following notes and answer the questions.

1. Who is the note for and what is it about?

2. Why is a note appropriate in these situations?
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May 4

Dear Ms. Fidler,

Ismail will be leaving school at
11:30 today because he has a
doctor’s appointment. Could
you please give him the work
you will be doing in class so
that he can do it at home?

Thank you, 

Mrs. Farah

Mary:

Here are the files you askedfor. I couldn’t find the file forSarah Jones. Maybe Tom hasit on his desk.
Leo

Jan 17

Hi Judy,

Finished most of the work you
left for me. Didn’t have time to
order paper for the photocopier
and we’re running low. Could
you do that as soon as you
get in?

See you Mon,

Trina



Notes (Cont.)

2 Write a note to your child’s teacher to request a meeting to talk about your child’s progress at
school. Your note should include:

• today’s date

• the teacher’s name

• your child’s name

• the request for a meeting (with a suggested day and time)

• your signature

3 Write a note to your colleague asking him to turn the security alarm on before he leaves at the end
of the day.

Dear

Thanks,
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Email Messages

Email has become one of the most popular ways of communicating in business and everyday life. An email message
has several components:

• The recipient’s email address

• A subject line (a few words that tell the reader what the message is about)

• An optional salutation, e.g., Hi Jane; Dear Mr. Shelda

• The body of the message

• A complimentary closing (also optional) e.g., Sincerely; Thanks; Cheers; Best

• The sender’s name

There are also additional features in email such as the copy and attachment features.

1 Read the email messages below and answer these questions.

1. What is the relationship between the sender and the recipient of each email message?

2. What are the messages about?

3. Are the messages written in a formal or informal tone? How can you tell?

4. Which of the components mentioned above are included in each message?

� Message

To: David Lager From: Tomas Aklil
Subject: lunch! Date: June 4, 2010

Hi David,

Are you free for lunch today? My treat. How about the Madcap Diner at 12:30? It’s right at the corner of
Mayfield and Jones. Let me know if you can make it.

Cheers,
Tomas
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� Message

To: Vanessa Julian From: Mirella Attenda
Subject: Presentation Date: June 28, 2011

Hi Vanessa,

I just wanted to confirm your presentation is from 1:00 – 3:00 in the Sussex Ballroom at the Holiday Inn
on Monday July 6th, 2011. The hotel is located at 55 Pollar St. The Ballroom is on the second floor. 

So far, 38 people have registered for your workshop and there may be a few more people who sign up at
the last minute. There will be an LCD projector and flipchart paper in the room. Please let me know if
there is anything else you need. I will be happy to assist you.

Mirella



Email Subject Lines

1 The subject line of an email message summarizes the content of the message. It is short, usually a
word or a phrase. Read each message and write a subject line that reflects the content of the
message. Compare with a partner.

� Message

To: Pat Crosby (pcrosby@goo.com) From: Tania Foster
Subject: Date: June 1, 2010

Hello,

I am interested in the digital piano you have advertised on the Kijiji website. Is it still available? If it is,
could you tell me how old it is and what make it is?

Thank you,
Tania Foster

� Message

To: Jonas Adams (adams@utopiau.com) From: Natalia Minova
Subject: Date: October 30, 2011

Dear Professor Adams:

I am writing to inform you that I will not be able to complete the latest monthly assignment because of a
family emergency. I have to travel to my hometown for a week and I will miss the deadline. I have tried
contacting you over the phone and in person but I was not successful.

I would really appreciate if I could be granted an extension for this assignment. I truly regret not being
able to speak to you in person and I hope you will understand my situation. Thank you.

With regards,
Natalia Minova

� Message

To: Margaret Bondaryuk (bondaryuk@blah.ca) From: Mary Blithe
Subject: Date: March 8, 2009

Dear Margaret Bondaryuk:

This is to inform you that your professional association membership is going to expire in two months. In
order to maintain your status as a member of our organization, you need to return a completed
membership application form with an enclosed payment of $300 by the end of October.

Failure to submit a renewal application may result in the suspension of your professional status.

Sincerely,
Mary Blithe
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Degrees of Formality

An important part of business correspondence is its degree of formality. The degree of formality depends on the
purpose of the message and the relationship you have with the reader. For example, a memo reporting the results of
a meeting will be more formal than an email inviting someone for a cup of coffee. Similarly, an email to your friend
will be less formal than an email to your employer. A note is often written in a very informal style.

Formal language conveys respect, politeness and distance. On the other hand, informal language can convey
familiarity and friendliness.

There are a number of ways to convey degrees of formality in writing, including:

• the choice of words, phrases and expressions

• the use of specific grammar structures e.g., the passive voice

• the use of contractions for informal messages

1 Read the sentences below and discuss what makes them formal or informal.

1. a) Should you require additional information regarding this project, please do not hesitate to
contact me at 555-123-4567.

b) If you need to know more about this project, please give me a call at 555-123-4567.

2. a) I was not informed about the change in the schedule.

b) Nobody told me about the change in the schedule.

3. a) I am not satisfied with the work that was done by your company.

b) I’m not happy with the work your company did.

2 Write more formal synonyms for the words below. Use a dictionary or thesaurus if needed.

1. phone 6. awesome

2. job 7. home

3. kids 8. t.v.

4. ad 9. fridge

5. mom 10. smart 
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Degrees of Formality (Cont.)

3 Rewrite the sentences below, replacing the words in italics with their formal equivalents from the
box. Make sure you use the correct form of the verb.

1. I can promise you this will never happen again.

2. We will make sure the computer is repaired by one of our technicians.

3. The book I bought online was damaged.

4. I want you to give me my money back.

5. I hope you got the package I sent last week.

6. He’s really mad about the service he received at our store.

7. The work will be finished by the end of the month.

8. The manager is worried that they won’t meet their deadline.

9. Please go over the proposal and make any necessary changes.

10. She asked for the information a long time ago.

4 Complete the table below using formal or informal words. Write your own sentences using 
formal words.

FORMAL INFORMAL YOUR SENTENCE

1. request

2. ensure

3. help

4. tell

5. concerned

6. prior to

7. fail to do

8. assure

9. get

10. complete

review concerned angry ensure receive

purchase complete assure request would like
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Degrees of Formality (Cont.)

5 Read the sentences below and decide whether or not they use the degree of formality appropriate
for the given situation. Revise the sentences if necessary.

1. a note to a co-worker: The meeting is at 10 sharp. Don’t be late.

2. a letter to a Member of Parliament: Thank you for your help in this matter.

3. an email message to a friend: I am looking forward to seeing you there :)

4. a note to a child’s teacher: I would greatly appreciate it if you could inform me when I could
meet with you.

5. an email message to a superior: I’ll let you know about the time of the meeting ASAP.

6. a manager to her subordinates: Thanks for your hard work, guys!

7. a letter accompanying your résumé: Here is my résumé.

8. a note to the office cleaner: I would appreciate it if you could kindly clean under my desk in a
timely fashion.

106 Chapter 2 | Business Writing L INC  5



Formal and Informal Messages

1 Read the following messages sent to a co-worker. Discuss what makes them formal or informal, and
whether or not they are appropriate for the situation. Rewrite each message using a more suitable
degree of formality.

� Message

To: Miriam Costa, Manager of Accounting From: Anne Chag
Cc: Lucia Jones Sent: 04/05/2010
Subject: Missing files Attachment:

I didn’t get your last email with attachments. Maybe you didn’t send it to me? Now I don’t have all the files
and I can’t finish my work. Please send me all the files right away. I don’t want to be late with my report.

� Message

To: Thomas Blake, Technical Support From: Edward Alb
Cc: Sent: 03/07/2010
Subject: Software manuals Attachment:

� Message

To: Thomas Blake, Technical Support From: Edward Alb
Cc: Sent: 06/01/2010
Subject: Software manuals Attachment:

Dear Mr. Blake,

Pursuant to my previous message, please be advised that the enclosed instructions for new software
should be distributed only among the employees using the aforementioned software. I greatly appreciate
your prompt attention to this matter.

Edward Alb

� Message

To: Miriam Costa, Manager of Accounting From: Anne Chag
Cc: Lucia Jones Sent: 04/05/2010
Subject: Missing files Attachment:
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Formal and Informal Messages (Cont.)

2 Audio 2.1: You are an administrative assistant in a small office. Listen to three voice mail
messages and write the details of each one. You need to pass these messages on to another 
person in the office.

3 Write a short handwritten note to your co-worker summarizing the telephone messages. Include all
the necessary details. Use the appropriate degree of formality.

4 Write an email message to the office manager reporting the same telephone messages. Use the
appropriate degree of formality.

� Message

To: From:
Cc: Sent:
Subject: Attachment:
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Email Writing: Putting It in Practice

1 Read the three situations below. Choose one of them and write an email. Exchange with a partner
and write a response to his or her message. Your email should:

• Contain all the elements of a memo/email message

• Clearly state the purpose of the message

• Provide any necessary details

• State what you want the recipient to do

• Be proofread and edited for errors

�

Situation 1: Student A

You work in the human resources department of ACME company. You need to prepare an orientation for
new staff. Write a memo/email to Maria Santos, manager of the accounting department, and ask her to
suggest a convenient date for the orientation as well as possible topics to include.

Situation 1: Student B

You have just received a memo asking for some information. Write an email response, providing all the
requested details.

Situation 2: Student A

You work as an administrative assistant in a large company. You have just been assigned to work with a
team of salespeople who are away from their desks often. Write an email message to your new co-worker
to introduce yourself.

Situation 2: Student B

Respond to the email message you have just received. Welcome your new co-worker.

Situation 3: Student A

You need to discuss some work you are doing on a project with a co-worker. Write a memo/email message
to suggest a meeting. Include the topic you want to discuss and suggest the time and place to meet.

Situation 3: Student B

You have just received a memo/email message requesting a meeting. You are busy on the suggested day.
You also think a meeting is not necessary. You would prefer a phone call. Write a memo/email message.
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Business Letters at a Glance

1 Look at the sample business letter and discuss the questions below.

1. Identify and discuss the function of each part of the letter.

2. Discuss how a business letter is different from a personal letter.

3. In what situations have you written business letters?

4. What types of business letters have you received recently?
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F U T U R A  E N T E R P R I S E S
1000 Main St. Unit 402, Vancouver BC  V6A 2W1

April 27, 2010

Ms. Theresa Dixon
53 Erb St. 
Waterloo, ON  
N2J 1L7

Dear Ms. Dixon:

Reference: 10-028

I would like to thank you for your letter dated March 28, 2010. I am
writing to inform you of the progress we are making towards resolving
your concerns.

I understand from your letter that you have already been in contact with
our service department by telephone, and that your concerns were not
addressed. At this time, our legal department is investigating your claim,
a copy of which is enclosed for your reference. 

Please be assured that we value our customers and take their concerns very
seriously. We look forward to a timely and mutually agreeable resolution
to this matter.

Yours sincerely,

J. McAdams
Jason McAdams
V.P. Sales and Service

Encl: copy of claim
Cc: Bill Davies, Manager, Futura Enterprises

Letterhead 
(or return
address)

Date

Inside Address

Salutation

Reference Line

Complimentary
Closings

Enclosure
Notation 

Copy Notation

Introductory
Paragraph

Body

Closing Paragraph



A Quick Guide to Business Letter Writing

1 Read the text below and answer the questions.

Parts of a Business Letter

The Return Address or Letterhead
The return address is the sender’s address. It does not include the sender’s name. If a letter is sent by a company,
it is usually on letterhead, which includes the name and address of the company.

The Date
The date is written in a specific format. It includes the month, day and year, usually in that order.

The Inside Address
The inside address is the address of the person or company to whom you are sending your letter. It should include
the name and title of the recipient and the full address.

The Salutation
The salutation usually begins with Dear and ends with a colon. If you know the name of the person you are writing
to, the last name is preceded by a title (e.g., Mr., Mrs., Ms.). If you do not know the name, choose a salutation that
includes both genders. For example, instead of Dear Sir you can use Dear Sir or Madam or To Whom it May Concern.

The Reference
The reference alerts the reader to the subject of the letter. It can also refer to a specific file number, previous
correspondence or a person’s name. It is brief and takes the form of a phrase rather than a sentence.

The Opening Paragraph
The first paragraph should state the purpose of the letter. Make it clear why you are writing the letter. Are you writing
to complain about something, to make a request, to inform someone of something? Sentence openers, such as This
letter is to complain about …; I am writing to apply for the position of … are used to state the purpose of your letter.

The Body of the Letter
The body of the letter gives details or background information related to the purpose of the letter. A good business
letter states information clearly and concisely. Sentences should not be too long. The entire letter should fit easily
on one page.

The Concluding Paragraph
The end of the letter sometimes states the action you want the reader to take (or the action you will take), for
example: Please do not hesitate to call me if you need more information. It can also include a reference to future
contact with the reader, for example: I look forward to meeting with you to discuss this matter in greater detail; I
look forward to hearing from you in the near future. When making a complaint, a business letter often ends with a
request, for example: Please give this matter your immediate attention.

The Complimentary Closing
The complimentary closing adds a polite end to the letter. It begins with a capital letter and ends with a comma
(e.g., Yours sincerely,). It is followed by the your signature and name. Under it, you can include your contact
information (name, email, phone number) for quick reference.

Spelling and Grammar
You should always spell- and grammar-check your letter before sending it. Remember that the spell-check feature
on your computer will not help if you spell the word correctly but use it incorrectly. Use a dictionary or a thesaurus
if you are unsure how a word is used.

Reread your letter carefully. You may be surprised at the number of errors you find. It can be helpful to read the
letter out loud to yourself to check for tone and the length of sentences. You can also ask someone else to proof
read your letter before sending it out.
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A Quick Guide to Business Letter Writing (Cont.)

2 Circle True or False.

1. A letter written by an employee of a company will probably be written on letterhead. T F

2. The reference is a sentence that states the purpose of the letter. T F

3. The inside address is the address of the person writing the letter. T F

4. The salutation should always end in a colon. T F

5. The salutation should never include a person’s title. T F

6. If you are writing to complain about something, it is best not to state this in the 
opening paragraph. T F

7. The concluding paragraph can include a reference to future contact with the reader. T F

8. When you are writing a letter of complaint, the final paragraph should tell the reader 
what you want them to do. T F

3 Discuss the following questions.

1. Why do you think a business letter should be no longer than a page in length?

2. Why is it important to state your purpose at the beginning of the letter?

3. How are business letter writing conventions in Canada different from those in other countries?
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The Opening Paragraph

The opening paragraph of a business letter begins by telling the reader the reason for writing. It is usually stated
directly and clearly. For example:

• I am writing to … apologize for …

• I would like to … inform you about …

• This letter is to … complain about …

• This is to … } apply for …

1 Imagine you are writing letters for the following situations. Decide who you will address the letter
to. Write a salutation and an opening sentence that states your reason for writing.

1. You were charged for telephone calls you didn’t make.

2. You are an insurance agent and made a mistake on a client’s policy.

3. You want information about a company’s services.

4. You want to ask a professor for a reference.

5. You are applying for a job.

6. You want to complain about a policy being implemented by the company you work for.

7. You want to cancel your Internet service.

8. You want to confirm the conditions of a verbal agreement that you have with a client.

2 Think of three other situations in which you would write a letter. Then write opening sentences that
state your purpose.
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Grammar in Context: Prepositional Collocations

When stating the purpose of a letter, we often use verbs or adjectives followed by one or more prepositions. These
are called prepositional collocations.

For example: I am writing to inform you about decisions made at the last board meeting.

1 Complete the sentences below with the correct verb or adjective followed by an appropriate
preposition (e.g., for, to, with, about). Then write six sentences of your own using prepositional
collocations.

1. I would like to my absence at the meeting.

2. I am the lack of supervision in the playground.

3. I am writing to the poor service I received at your store.

4. I am very not being able to meet the deadline.

5. We would like to you the ABC Company’s open house on Saturday, 
June 16 at 1:00 p.m.

6. I am writing to you the new budget proposal.

7. I would like to take this opportunity to you being a loyal customer 
over the years.

8. I am finding out about the training programs that you offer.

9. I am very the way I was treated by one of your admin staff.

10. I am writing to the position you have available.

11. I am your advertisement in the Globe and Mail on June 3, 2009.

12. I would like to the position of Sales Manager that was advertised in the
Kingston Whig Standard on September 31, 2010.

thank apply inform respond

inquire upset interested complain

invite sorry concerned apologize

114 Chapter 2 | Business Writing L INC  5



Expressions for Letter Writing

Here are some common expressions used in business writing:

• I/we regret to inform you that …

• I am writing to request that …

• I would be delighted/pleased/delighted/happy to …

• Please find enclosed …

• I am afraid that …

• I wish to inform you that …

• I would appreciate it if you could …

• I am writing to confirm our telephone conversation of [date].

• Could you please …?

• Unfortunately …

• I look forward to hearing from you soon …

• I would be grateful if you could …

• Please be advised that …

• I would appreciate your immediate attention to this matter.

1 Write expressions you could use for the following situations:

1. Giving bad news:

2. Making a request:

3. Stating the purpose of a letter:

4. Offering to do something:

5. Referring to a future contact:

6. Including an additional document with a letter:
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Letter Closings

Here are some common expressions used at the end of a business letter:

Closing Remarks

• Thank you for your assistance in this matter

• I look forward to hearing from you soon/meeting with you next week

• Thank you for your help

• Please look into this matter

• Please contact me/us at your earliest convenience

• Please contact us again if we can help in any way/if there are any problems/if you have any questions

Complimentary Closings

• Yours truly • Thank you • Best wishes • Warm regards

• Yours sincerely • Thanks • All the best • Best regards

• Sincerely • Best of luck

1 Write appropriate closing remarks and complimentary closings for each situation.

Situation Closing Remarks Complimentary Closings

1. A letter to your Member of
Parliament thanking him/her 
for help getting a visa for a 
family member

2. A letter asking Revenue Canada 
to review your income tax return
because you think there was 
a mistake

3. A letter to your financial advisor 
to thank her for her service

4. A letter to a client offering to give
more information if he/she needs it

5. A letter to a customer advising
him/her that a payment is overdue

6. A letter of complaint requesting
that some action be taken
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Gender-neutral Language

It is important to use neutral language in business writing. Gender-neutral language means not referring to a
person’s gender or making assumptions about their marital status. For example:

In the salutation

• We use the neutral title Ms. instead of Mrs. or Miss to avoid assumptions about a woman’s marital status.

• We use Dear Sir/Madam rather than Dear Sir if we don’t know the name or gender of the reader.

In the body of the letter

• We use gender-neutral pronouns when we don’t know the person being referred to in the letter. For example,
we would say A client can choose his/her own program instead of A client can choose his own program.

• For job titles, we use chairperson, salesperson or sales associate instead of chairman or salesman.

• We avoid referring to gender when gender is not relevant. For example, we would say staff members instead
of the girls/women in the office.

1� Search the Internet for other examples of neutral language. Create a list of the examples you find.
Compare and share your list with classmates.

Possible search terms: neutral language; gender-neutral language; non-discriminatory language

2 With a partner, discuss what may be wrong with each of the sentences below. If necessary, change
the sentence so that it uses gender-neutral language.

1. You are invited to our annual Open House on February 28. We would like to extend this invitation
to your wife as well.

2. I am writing to complain about one of the salesmen in your show room.

3. A manager should treat his staff fairly.

4. The male nurse who took care of me was very helpful.

5. Each student is expected to bring a notebook to class with him.

6. The mailman left the mail at the side door and it got all wet.

7. Dear Mrs. Jones:

8. The girl answering the phone in your office was very rude to me.
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Errors in Letter-writing Conventions

1 This letter has nine errors relating to proper business letter conventions. Circle and correct them.
Re-write the letter so that it is correct.

2 Answer the questions.

1. What is the purpose of the letter?

2. What is the problem?

3. What is the customer requesting?

4. Is it a reasonable request? Why?

Mrs. Lucinda Minto, Manager
Bright Star Lighting Store
11 Glendale Ave.
Oshawa, ON L1H 8K9

Monday September 12, 2009

Dear Lucinda;

On August 25, 2009, I bought a floor lamp in your store.
Unfortunately, I wasn’t able to use it because it did not work
properly. Every time I switched it on, it switched off by itself after
about 30 minutes. I took the lamp back to the store but the salesgirl
refused to give me my money back. I had a telephone conversation
with you about it and you confirmed that your store’s policy is to
exchange faulty merchandise rather than refund the money.
Unfortunately, the lamp that I want is no longer available at your
store. Given these circumstances, I would like to request that you
refund my money.

I want to hear from you soon.

Cheers,

Marisa Romer
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Business Letter Format

Business letter format refers to the way information is laid out on the page. Different formats can be used when
writing business letters: block, semi-block and modified block. The most common format is the block format where
all text is aligned to the left-hand side of the page. Here is an example:

Center for Excellence
1600 Main Street
Kitchener, ON
(four single spaces)

November 15, 2010
(two single spaces)

Ms. Maria Lakov 
111 Allen Rd.
Scarborough, ON
M7B 2A0
(two single spaces)

Dear Ms. Lakov:
(two single spaces)

On behalf of the Center for Excellence, we would like to thank you for your
assistance in developing the training package for our management staff. The
information has been reviewed by the advisory committee and everyone is in
agreement that the quality of the materials is superior. We look forward to using
them at our upcoming training seminar.

Thank you again for a job well done. We look forward to working with you again in the
near future.
(two single spaces)

Sincerely,
(four single spaces)

[Signature] of sender
Typed name of sender
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Business Letter Format (Cont.)

1 Put the parts of the following letter in order by writing the correct number on each line.

[Date]

Please send me written confirmation that my account has been closed.

[Company name]

Encl.

[Your signature]

[Company address]

Please be advised that I am terminating my cell phone service plan effective immediately. My
telephone number is 555-999-0000. I have decided to go with another company that offers
much cheaper rates. You will find enclosed a cheque for $100 to cover the fee for the early
termination of my contract with your company.

Dear Sir or Madam:

[Your name]

1 [Your address]

Sincerely,

2� Search the Internet for sample letters using three different formats (e.g., block). Print a sample
letter for each format. Answer the questions below.

Possible search term: business letter formats

1. What is the same about each format?

2. How do the three formats differ?

3. Which format do you usually use when writing formal letters?

4. Which format do you like best? Why?

3� Word-process the above letter using one of the formats. Include complete information in the letter.
(You can search the Internet for the name and address of a cell phone company.
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Letter Editing

1 The letter below has seven errors in the use of verb tenses. Underline the errors and re-write the
letter so that it is correct.

2 Are the statements below true or false? Circle your answer.

1. This is a letter of complaint. T F

2. The actual patient is not writing the letter. T F

3. The cleaning staff didn’t intend to throw the hearing aid in the garbage. T F

4. The hospital will not pay for a new hearing aid. T F

5. The hospital will complete the forms. T F

6. The man has difficulty hearing. T F

3 Discuss the following.

1. How can errors in verb tenses confuse the reader?

2. Which errors in the letter above are particularly confusing? Why?

February 16, 2010

Zakir Khan, Patient Relations Officer
Pineview Hospital
99 Jupiter Road 
Sault Ste Marie, ON P6G 1V9

Dear Mr. Khan:

I write on behalf of my mother who is a patient in the Intensive Care Unit at Pineview Hospital
from February 2nd to February 10th of this year. While she stayed in the hospital, one of the
cleaning staff accidently throwed her hearing aid in the garbage. The nurse manager in ICU was
telling me that I should contact you about getting the hearing aid replaced. The nurse manager
also has told me that the hospital would pay for the replacement.

Please send me the necessary forms so that I can begin this process as soon as possible
because my mother will have great difficulty hearing without her hearing aid.

Sincerely,

Thomas Rhiner
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Letter of Complaint: Putting It in Practice

When writing a letter of complaint, it’s important to:

• State the reason for the complaint

• Provide supporting details

• Say what you want done to resolve the issue

1 Audio 2.2: Listen to the dialogue between two parents talking about a fundraising activity at their
children’s schools. Take on the role of one of the parents and write the first draft of a letter of
complaint to the school principal.

2 When you complete the first draft, use the Letter Editing Checklist on the next page to edit 
your letter. 
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Letter Editing Checklist

1 The following is a list of things to look for when proofreading your letters. It might be helpful to
proofread in two stages.

Stage 1: look for errors in style and content

Stage 2: look for errors in grammar, punctuation and spelling

Stage 1

Content

The purpose of the letter is clear to the reader. �

All the necessary details are included in the letter. �

The overall message is clear to the reader. �

Expressions appropriate to a business letter are used. �

There is neutral language in the letter. �

The letter has the appropriate level of formality. �

Letter-writing Conventions 

The letter includes the sender’s address. �

The date is written in the proper format. �

The letter includes the name and address of the reader. �

The letter includes an appropriate salutation. �

The opening sentence states the purpose of the letter. �

The body of the letter has all the information the reader needs. �

The letter includes an appropriate closing sentence. �

The letter includes an appropriate complimentary closing. �

Stage 2

Grammar

Verb tenses are used correctly. �

There is subject-verb agreement in all sentences. �

Prepositions and articles are used correctly. �

Pronouns are used correctly. �

Punctuation

There is a colon after the opening salutation. �

There are capital letters at the beginning of every sentence and proper names. �

There are periods at the end of sentences. �

There are commas where necessary (including after the complimentary closing). �

Spelling

All words are spelled correctly. �
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Incident Reports: Introduction

An incident report describes something that happened. Incident reports are commonly used in the workplace to
report the facts about:

• serious illnesses that result in a 911 call

• health and safety issues

• situations when someone acts violently

• thefts or serious damage to workplace equipment or private property

• situations where someone’s rights are being violated

At work, you may need to fill out an incident report form if you witnessed or were involved in an incident in 
the workplace.

In your personal life, you may have to write a report about a traffic accident or an incident you witnessed or were
involved in.

Here are some tips for writing an incident report:

1. Present the facts. It’s important to be objective when presenting the facts. Describe the events as they
happened without adding your own opinion or feelings about the situation.

2. Use chronological order. Always report the events in the order in which they happened. You can use sequence
markers (first, then, next, and finally) to show chronological order.

3. Use clear language. Use short, concise sentences that clearly state the facts.

4. Be accurate. Present the information as accurately as possible. Include the exact time, date, location and
names of the people involved. Incident reports are sometimes used in court cases and union grievances, where
an accurate account of the facts is crucial.

1 Discuss the following.

1. Give examples of incidents that would require you to write a report. You can use examples of
incidents that you’ve witnessed or experienced.

2. Why would it be necessary to write a report about an incident where someone’s rights at work
were violated?

3. Imagine that you were present when a co-worker had a heart attack at work. Do you think it
would be necessary to write an incident report? Explain why or why not.

4. Why would you need to write a report if someone had an accident at work and injured themselves?
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An Incident Report

An incident report should answer most of these questions:

• Who? (includes everyone who was involved)

• What? (includes everything that happened in chronological order)

• When? (includes the date and time of day the incident occurred)

• Where? (includes all of the locations where the incident took place)

• How? (includes how the incident happened, if you have that information)

• Why? (includes why it happened, if you know the reason)

1 Read the following incident report and answer the questions above.

Incident Report

Date of Incident: September 6, 2011 Date Reported: September 6, 2011

Time of Incident: 11:40

Name of Person Reporting the Incident: Lucy Lee (Medical Receptionist)

Location of Incident: Reception area of the Moya Clinic

Incident Description:

Today at approximately 11:20, one of Dr. Weise’s patients, Mr. Adam Ducha, arrived at the clinic and
asked to see Dr. Weise.

I checked my appointment book and saw that Mr. Ducha did not have an appointment. I told him that it
would not be possible to see Dr. Weise because his schedule was completely full. I offered to make an
appointment for him, but the earliest opening I had was October 10. Mr. Ducha refused to wait so long
and insisted on seeing Dr. Weise today. He seemed very agitated, so I asked him to take a seat while I
talked to Dr. Weise.

As I started to leave my desk, Mr. Ducha suddenly ran towards me. He was yelling and shaking his fist
at me. I felt threatened and thought he was going to hit me. I hesitated for a moment and was trying to
decide what I should do next. One of the patients in the waiting room (Mr. Rabin) immediately grabbed
Mr. Ducha by the arm and pulled him away from me. This made Mr. Ducha very angry, and he began
punching Mr. Rabin. At this point, several doctors came out of their offices to find out what was going
on. They managed to calm Mr. Ducha and told me to call 911. The paramedics came at 11:55. The
police arrived a few minutes later. Mr. Ducha was calm and got on the stretcher without any problems.
The paramedics restrained him and took him to Princess Grace Hospital.

Signature: Lucy Lee
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An Incident Report (Cont.)

2 Write the correct letter on each line to match the words on the left with their meanings.

1. schedule was booked a. a type of bed for transporting patients

2. agitated b. space available in the schedule

3. grab c. person who does emergency medical procedures

4. an opening d. in danger

5. punch e. to prevent someone from doing something

6. paramedic f. to take hold of something quickly or forcefully

7. stretcher g. reserve a place at a specified time

8. restrain h. closed hand

9. threatened i. no time was available

10. fist j. to hit something with a closed hand

11. hesitate k. feeling anxious, nervous or disturbed

12. book an appointment l. to pause before doing something

3 Circle True or False.

1. Mr. Ducha could not see Dr. Weise because he was not in the clinic. T F

2. The receptionist told Mr. Ducha to sit down in the waiting room. T F

3. Mr. Ducha punched the receptionist. T F

4. Mr. Rabin tried to protect the receptionist. T F

5. The paramedics calmed Mr. Ducha. T F

6. The paramedics had to restrain Mr. Ducha because he refused to get on the stretcher. T F

4 With a partner, role-play a dialogue between Dr. Weise and Lucy Lee. Dr. Weise was on the third
floor of the clinic at the time of the incident and wants to know what happened to his patient, 
Mr. Ducha.
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Incident Report: Putting It in Practice

1 Audio 2.3: Listen to someone describing an incident that happened to a co-worker on company
property. Answer the questions.

1. Who did this happen to?

2. What happened?

3. Provide details about how it happened.

4. Where and when did it happen?

2 Audio 2.3: Listen to the recording again. Write a list of events in point form as they happened. Use
time references when they are given.

1.

2.

3.

4.

5.

3 Write a report about the incident. Refer to your list of events to make sure you have included the
necessary details. Make sure you answer the five information questions (who, what, when, where,
how). Check your report for grammar, spelling or punctuation errors.

Incident Report

Date of Incident: Date Reported:

Time of Incident:

Name of Person Reporting the Incident:

Location of Incident:

Incident Description:
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This chapter includes activities that can help learners develop the skills and background knowledge they need
to write notes, email messages, memos, formal letters and incident reports. These skills include: determining
the best method of communicating, using the appropriate degree of formality, stating the purpose of a message,
writing supporting details, and using a standard format. The activities included in this chapter – such as preparing
an outline, writing a first draft, proof-reading and editing – also offer practice in the writing process.

These activities have been guided by the CLB performance conditions relating to LINC 5. If you want to
develop your own activities for business writing, consider the following performance conditions relevant to
business writing:

• Messages are three to five sentences long.

• Information presented in writing is one paragraph long.

Some of the activities are termed Putting It in Practice. These tasks allow learners to demonstrate their knowledge
and skills in business writing tasks. They can be used for formative assessment of learner progress.

You can use all or some of the activities in the order in which they are presented or choose the activities that
are of interest to the learners you teach. For more ideas on possible skills and language functions relating to
Business Writing, see the LINC 5–7 Curriculum Guidelines, Units 3–4.

� p. 99 | Introduction to Business Writing

Introduces the topic of business writing

1 This activity can help you determine how familiar learners are with business writing and what they perceive
as most difficult when communicating in business situations.

Have learners discuss the questions in pairs or small groups and take them up as a class. You could also
use the questions for a class discussion. Ask learners to read the culture note and discuss whether the
importance of “putting it in writing” applies in other cultures.

� p. 100 | Notes

Introduces typical components of a note

1 Introduce the topic of notes by asking learners about notes they have written in the past: What were they
about? Who were they for? How were they written?

Learners read the three notes for different purposes and answer the comprehension questions.

2 Learners practise writing a note to a child’s teacher. You could ask them to exchange their notes with a
partner for peer editing.

3 Learners write another note to a colleague. You could use these two activities to introduce the idea that
there will probably be differences in tone and formality between a note to a teacher and one to a colleague.

You could also use this activity for formative assessment since one of the writing competencies for CLB 5
is to convey business messages as written notes.
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� p. 102 | Email Messages

Introduces the topic of writing email messages

1 Have learners identify the components of two different email messages. The activity also asks them to
think about the tone of each message. The messages may contain words or expressions that learners are
not familiar with, such as: free for lunch, can you make it?, workshop, flipchart paper. Discuss the meanings
before learners read the messages.

� p. 103 | Email Subject Lines

Provides practice writing the subject lines of email messages

1 Discuss briefly/elicit from learners the purpose and typical style of subject lines. You can use the following
examples of email subject lines: Meeting to discuss contract; Catalogue request; Piano for sale; Room reservation;
Order #1234; Service cancellation

After learners write their subject lines, discuss them as a class.

� p. 104 | Degrees of Formality

Introduces learners to various registers (degrees of formality) in business writing and how they differ depending on the
purpose and audience

To introduce the topic, elicit from learners:

• examples of formal and informal use of language

• what each of the degrees of formality conveys – e.g., a formal message can convey distance or respect,
whereas an informal message can convey friendliness or lack of respect if used inappropriately

• suggestions on how to make a message sound formal or informal

1 Have learners compare the examples of formal/informal sentences. Discuss how the sentences are different
in terms of word/expression choice and grammar structure, and the tone that each conveys. You can list
the phrases in the sentence pairs on the board, for example:

Sentence 1: a) should you … versus b) If you …
a) require additional information regarding … versus b) need to know more about …
a) contact me versus b) give me a call

2 Answers

1. phone telephone 6. awesome wonderful

2. job employment 7. home residence

3. kids children 8. TV television

4. ad advertisement 9. fridge refrigerator

5. mom mother 10. smart intelligent
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3 Discuss with learners when it is appropriate to use informal words and their formal equivalents.

Answers

1. assure 6. angry

2. ensure 7. completed

3. purchased 8. concerned

4. would like to 9. review

5. received 10 request

4 Answers

FORMAL INFORMAL FORMAL INFORMAL

1. request ask for 6. prior to before

2. ensure make sure 7. failed to do did not do

3. assist help 8. assure promise

4. inform tell 9. receive get

5. concerned worried 10. complete finish

5 This activity can be done independently from the vocabulary activity above. Have learners work in pairs
or groups of three to discuss whether or not each sentence is appropriate for the situation. If it is not,
they should write their own sentence. Take up the sentences as a class.

Possible Answers

1. Don’t be late may be too direct and sound inappropriate.

2. I appreciate your help/assistance sounds more formal and, therefore, more appropriate.

3. This message is appropriate for the situation.

4. This sounds too formal for a handwritten note to a teacher. Better: Could you please tell me when you
could meet with me?

5. Depending on the relationship with a superior, it may be fine or too informal. I will inform you about
the time of the meeting sounds more formal.

6. This is very informal and sounds sexist. I would like to thank everybody for their hard work is more
formal and neutral.

7. Too informal. Please find attached my résumé is more appropriate for a cover letter.

8. This is too formal for a handwritten note. Also, it uses a cliché, which makes the message unclear.
Could you please clean under my desk? Sounds more direct yet it is still very polite.
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� p. 107 | Formal and Informal Messages

Provides practice writing formal and informal messages

1 After learners read the messages, elicit:

• How formal the messages are

• Why the degree of formality is not appropriate

• What makes the first message too informal (e.g., negative tone, very direct, using you, very firm,
almost rude)

• What makes the second message too formal (e.g., uses clichés and legalese such as pursuant to,
aforementioned)

This activity works best if done on a computer. Learners write the first draft of their messages and proofread
them. You can also ask them to exchange their messages with a classmate for peer proofreading. 
After editing, learners print and hand in their work. Correct and discuss the errors individually. You can
post learners’ corrected messages on the board/class wiki and compare/discuss them with the whole class.

2 This activity has a listening and note-taking component. Play each of the three telephone messages twice.
Ask learners to write all important details while listening. Take them up and write them in point form on
the board, if needed.

3, 4 Have learners write, proofread and edit both messages.

Audio 2.1: Transcript

Telephone Messages

Message 1
Hello, this message is for Sonia. This is Linda calling from head office. We’ve decided to reschedule our Tuesday
team meeting for Wednesday at 1 p.m. The meeting will be in the boardroom on the second floor. Please confirm
that you’re available at this time. You can email me or call me at 555-987-6543.

Message 2
Hi Sonia, sweetie, this is Mom. I was just thinking that maybe we could have lunch together, today or maybe
tomorrow? What do you think? Let me know, honey, I’ll be waiting for your call.

Message 3
Good afternoon, Mrs. Rodriguez. This is Peter O’Reilly from ABC Company returning your call regarding the April
shipment. I just wanted to let you know that it was shipped on schedule and you should be receiving it any day
now. We have included the invoice and all the necessary documentation with the shipment. Please let us know
when you receive it. My number is 555-345-6789.

� p. 109 | Email Writing: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in writing memos and email messages

1 There are three situations for memo/email writing. Learners read a description of the situation and write
a memo/email. They should have a brief list of elements their writing should include, since this can guide
them when they edit their work. They can also use the list to assess themselves by simply checking off the
items they have identified in their writing.
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This task can be used for formative assessment purposes. The results of the assessment can help you and
learners determine what still needs to be learned or worked on. It relates to the benchmark competencies
below. You can use the sample assessment criteria provided or develop your own based on what you
have taught. For more information on how to assess learner progress, see the LINC 5–7 Curriculum Guidelines,
pp. 37–45.

� p. 110 | Business Letters at a Glance

A warm-up discussion that introduces business letters

1 This discussion can be used to familiarize learners with the terminology and function of various parts of
a business letter. It can also help you determine the kinds of business letters learners usually receive and
send. The discussion can be done in pairs, small groups or with the class.

Elicit from learners the following differences between business and personal letters:

• Business letters from a company are usually written on letterhead.

• They use more formal tone and language.

• The salutation and complimentary closings are different from those used in personal letters.

• Business letters include the inside address.

• The information in a business letter is concise and to the point.

• A business letter has a clear purpose stated at the beginning.

Extend the Activity: Ask learners to bring business letters they have received at home and compare them
to the sample provided.

� CLB 5-III: Convey business messages as written notes.

� CLB 5-IV: Write a paragraph to relate/narrate a sequence of events; to describe a person, object,
scene, picture, procedure or routine; or to explain reasons.

Sample Assessment Criteria

Holistic: � The purpose of the task is achieved

Analytic: � The learner describes the purpose in a clear way and includes all the necessary details

� The learner provides an explanation of reasons

� The message clearly states what the reader should do

� The message follows a memo/email format

� The message includes the appropriate headings

� The learner uses an appropriate degree of formality

� The learner uses correct verb tenses

� The learner uses subject-verb agreement correctly

� The learner uses logical connectors effectively

� The learner conveys a sense of audience in language and format

� The learner uses adequate vocabulary for the topic

� Spelling, capitalization and punctuation are correct
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� p. 111 | A Quick Guide to Business Letter Writing

Provides background information about different parts of a business letter

2 Answers

1. T 2. F 3. F 4. T 5. F 6. F 7. T 8. T

3 The discussion questions can be done in pairs, small groups or as a class. If the discussion is in small groups,
try to arrange the groups so they include learners from different countries. This way, learners can make
comparisons when answering question 3.

Extend the Activity: Have learners practise writing the date. Begin by asking the class how the date is
usually written in business correspondence in their previous country. Compare this to the format used
in Canada. You can use the information below.

Have learners practise identifying appropriate letter salutations. You could have them complete a chart
similar to the one below (first remove the salutations from the chart), in which learners would write
salutations under formal, somewhat formal or informal: Dear Sir/Madam, Dear Bill, Dear Ms. Alvarez, Hi Jan,
My dearest Anya, Dear Mr. Thomas Lee, To whom it may concern

There are several different ways to write the date in English. For example:

a) April the seventh, 2009

b) April the 7th, 2009

c) April 7th, 2009

d) April 7, 2009

When writing a formal business letter, we usually use C or D.

Numerical formats are more commonly used in memos or personal letters. For example,

e) 4/7/2009

f) 04/07/09

g) 4/7/09

h) 04-07-09

Note that numerical formats can sometimes cause confusion. For example, would you say that 4/7/2009
is April 7th or July 4th? The standard way of writing the date in Canada is the same way that it is spoken:
month/day/year. Therefore, the date would be April 7, 2009.
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� p. 113 | The Opening Paragraph

Provides practice making clear statements about the purpose of the letter in the opening paragraph

1 Possible Answers

1. I am writing to inform you about the mistake on my telephone bill.

2. I am writing to apologize for …

3. I am writing to request information about …

4. I am writing to request a reference letter …

5. I am writing to apply for  …

6. I am writing to complain about …

7. I am writing to request that you cancel …

8. I am writing to clarify the conditions of our agreement.

Formal Somewhat
formal

Informal When/with whom you would use it

Dear
Sir/Madam:

Used when you don’t know the name or gender of the person
who will read the letter; Should be avoided in a cover letter.

Dear Bill: Used in a personal letter; Could be used in an informal
business letter.

Dear Ms.
Alvarez:

Used when the name and gender of the reader are known.

Hi Jan, Could be used in an informal message in a business situation
if there is an established rapport with the reader.

My dearest
Anya:

Should only be used in very close relationships as an
expression of affection.

Dear Mr.
Thomas Lee:

Using the recipient’s title, first and last name is usually
only done on a form letter that is part of a mass mailing.
Otherwise the recipient’s first name is omitted.

To whom it
may concern:

Used when you don’t know who will be reading the letter,
e.g., when writing a reference letter for someone.
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� p. 114 | Grammar in Context: Prepositional Collocations

Provides practice using prepositional collocations in formal business letters

Extend the Activity: Have learners write their own sentences using prepositional collocations.

1 Answers

1. I would like to apologize for my absence at the meeting.

2. I am concerned about the inadequate supervision in the playground.

3. I am writing to complain about the poor service I received at your store.

4. I am very sorry about not being able to meet the deadline.

5. We would like to invite you to the ABC Company’s open house on Saturday, June 1 at 1:00 p.m.

6. I am writing to inform you about the new budget proposal.

7. I would like to take this opportunity to thank you for being a loyal customer over the years.

8. I am interested in finding out about the training programs that you offer.

9. I am very upset about the way I was treated by one of your admin staff.

10. I am writing to inquire about the position you have available.

11. I am responding to your advertisement in the Globe and Mail on June 3, 2009.

12. I would like to apply for the position of Sales Manager that was advertised in the Kingston Whig
Standard on September 21, 2010.

� p. 115 | Expressions for Letter Writing

Introduces different expressions used when writing business letters for specific purposes.

1 Answers

1. Giving bad news: I/we regret to inform you that …; I am afraid that …; Unfortunately …

2. Making a request: I am writing to request that …; I would appreciate it if you could …; Could you
please…? I would be grateful if you could …; I would appreciate your immediate attention to
this matter.

3. Stating the purpose: I wish to inform you that …; I am writing to confirm our telephone
conversation of [date]; Please be advised that …

4. Offering to do something: I would be delighted/pleased/delighted/happy to …

5. Referring to future contact: I look forward to hearing from you soon.

6. Including an additional document with the letter: Please find enclosed …

Extend the Activity:

• Ask learners to decide whether each expression would be more appropriately placed at the beginning
of the letter, in the body, or in the closing paragraph, and giving reasons for their decisions.

• Have learners research other phrases for business writing on the Internet and sharing them in a 
class discussion.

• Ask learners for their own examples of situations (giving bad news, making a request, etc.) and have
them use appropriate expressions.
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� p. 116 | Letter Closings

Provides practice selecting appropriate closing remarks and complimentary closings for letters

1 Learners write complimentary closings for the six situations provided. In some cases, there may be more
than one correct way to close the letter, but the purpose of the activity is to help learners distinguish
appropriate from inappropriate closings and to be able to justify their choice.

Extend the Activity: Ask learners for alternatives to what they wrote that would still be considered
appropriate.

� p. 117 | Gender-neutral Language

Introduces the topic of gender-neutral language

Begin by asking the class to define the term and give examples.

1 Learners search for other examples of neutral language on the Internet. They can then share their findings
with the class and compile a list. You could also ask learners to group non-neutral words/expressions in
different categories such as job titles (e.g., stewardess instead of flight attendant), pronouns (e.g., overuse
of the pronoun “he”), demeaning words/phrases (e.g., using “girls” when referring to women).

Extend the Activity: Have learners word-process their lists or post them on the class wiki for future reference.

2 Some things to point out:

1. The word partner is preferred over the word spouse, which assumes all couples are married. The word
partner includes different relationships as well.

2. Salespeople are often referred to as sales associates.

4. In this sentence it may be irrelevant to mention the gender of the nurse. The word “male” would only be
used if it were necessary to make a clear distinction between two different nurses who treated the patient.

Answers

1. You are invited to our annual Open House on February 28. We would like to extend this invitation
to your partner as well.

2. I am writing to complain about one of the sales persons/sales associates in your show room.

3. A manager should treat all staff fairly.

4. The male nurse who took care of me was very helpful.

5. Each student is expected to bring a notebook to class with him.

6. The letter carrier left the mail at the side door and it got all wet.

7. Dear Ms. Jones:

8. The woman answering the phone in your office was very rude to me.
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� p. 118 | Errors in Letter-writing Conventions

Provides practice with error correction

The sample letter contains errors relating to business letter conventions. This activity can be done in several
ways, for example:

• as a large group discussion, in pairs, in small groups or individually

• as a timed scavenger hunt where learners have a set amount of time to find all the errors

• as a contest where the first person to find all nine errors is declared the winner

1 Answers

1. The letter does not include the sender’s address.

2. The manager’s title should be Ms. instead of Mrs.

3. The date is written incorrectly. It should not include the day of the week.

4. The salutation should be Dear Ms. Minto, not Dear Lucinda.

5. The salutation should be followed by a colon, not a semi-colon.

6. The opening sentence does not state the purpose of the letter.

7. The closing sentence is not polite.

8. The complimentary closing is not appropriate.

9. The word “salesgirl” is not gender-neutral.

2 Answers

1. The purpose of the letter is to make a complaint.

2. The lamp switches off by itself after 30 minutes.

3. The customer wants a refund.

4. It’s a reasonable request because the lamp that the customer wants is no longer available at the store.

� p. 119 | Business Letter Format

Provides familiarity with different business letter formats

1 Answers

2 [Date]

7 Please send me written confirmation that my account has been closed.

3 [Company name]

11 Encl.

9 [Your signature]

4 [Company address]

6 Please be advised that I am terminating my cell phone service plan effective immediately. 
My telephone number is 555-999-0000. I have decided to go with another company that offers
much cheaper rates. You will find enclosed a cheque for $100 to cover the fee for the early
termination of my contract with your company.

5 Dear Sir or Madam:

10 [Your name]
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Answers (continued)

1 [Your address]

8 Sincerely,

2 Have learners search the Internet for other business letter formats (e.g., semi-block, modified block) and
identify similarities and differences in each. Each learner could research three different formats, or you
could assign each learner a different format to research. When the research is completed, learners could
present their format in groups and discuss the similarities and differences.

3 Learners word-process the letter, putting its parts in the correct order and adding the missing information.

Extend the Activity: Ask learners to bring business letters they have received at home and identify the
format used.

� p. 121 | Letter Editing

Provides practice proofreading a letter for grammatical errors

1 Begin by stressing the importance of checking a letter carefully before sending it.

The activity can be done in pairs, small groups or individually. It can also be done as a timed scavenger
hunt where learners have a set amount of time to find the errors. Alternatively, it can be done as a
contest where the first person to find all seven errors is declared the winner.

Extend the Activity: Ask learners to brainstorm a list of things to look for when proofreading a letter.
They can type the list and use it for editing other letters that they write in the future.

Answers (Errors in the letter are underlined, with correction in italics)

1. I write on behalf of my mother who is a patient in the Intensive Care Unit at Pineview Hospital from
February 2nd to February 10th of this year. I am writing on behalf of my mother who was a patient …

2. While she stayed in the hospital, one of the cleaning staff accidently throwed her hearing aid in the
garbage. While she was staying in the hospital, one of the cleaning staff accidentally threw …

3. The nurse manager in ICU was telling me that I should contact you about getting the hearing aid
replaced. The nurse manager in ICU told me …

4. The nurse manager also has told me that the hospital would pay for the replacement. The nurse
manager also told me …

5. Please send me the necessary forms so that I can begin this process as soon as possible because my
mother have great difficulty hearing without her hearing aid. Please send me the necessary forms so
that I can begin this process as soon as possible because my mother (has or is having) great difficulty …

2 Answers

1. F

2. T (Her son is writing.)

3. T

5. F (The family will have to complete the forms.)

6. F (The letter says the mother has difficulty hearing.)
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3 Possible Answers

1. The incorrect use of verb tenses can cause confusion about time references. For example, in the first
sentence, the use of is instead of was might leave the reader wondering if the woman is still a patient 
at the hospital.

2. The writer could have:

– proofread the letter before sending it

– re-read the letter out loud to make sure it made sense

– given the letter to someone else to read before sending it

� p. 122 | Letter of Complaint: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in writing formal letters

1 Learners listen to a short dialogue between two parents complaining about a fundraising activity at their
children’s school. Discuss the nature of the complaint.

2 Learners write an outline of a letter and use the outline to write or word-process the first draft of their letter.
Once the first draft is written, learners check their letters carefully for grammar, spelling or punctuation
mistakes. They could use the Letter Editing Checklist on the next page as a guide. Remind them of the
dangers of relying on spell- and grammar-check if they are writing the letter on the computer.

Extend the Activity: Have learners give or email their letter to a partner, who reads it and offers suggestions
for improvement. Learners then make final changes to their letter and submit it for instructor review.

This task can also be used for formative assessment purposes. The results of the assessment can help you
and learners determine what still needs to be learned or worked on. The task relates to the benchmark
competencies below. You can use the sample assessment criteria provided or develop your own based on
what you have taught. For more information on how to assess learner progress, see the LINC 5–7
Curriculum Guidelines, pp. 37–45.

� CLB 5-III: Convey business messages as written notes.

� CLB 5-IV: Write a paragraph to relate/narrate a sequence of events; to describe an object, scene,
picture, procedure or routine; or to explain reasons.

Sample Assessment Criteria

Holistic: � The purpose of the task is achieved

Analytic: � The purpose of the letter is clearly stated

� All the necessary details are included

� The letter clearly states what the reader should do

� It follows the proper format of a business letter

� The letter has the appropriate degree of formality

� Grammar structures are correct

� There are no errors in punctuation, capitalization or spelling
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Audio 2.2: Transcript

Arnie: Margaret, do your kids have pizza day at school?

Margaret: Yeah, they do. They love it. I love it too. I don’t have to worry about packing them a lunch.

Arnie: Yeah, I like that part too but … What I don’t like is that at my son’s school they give kids doughnuts and
sugary drinks to go with the pizza. You know, with all the talk in schools about good nutrition, and all the stats
on childhood obesity, I just think the school should be setting a better example.

Margaret: Hmm, that’s a good point. Maybe you should do something about it. Have you talked to the principal?

Arnie: Yes, I have. I sent her a letter last year telling her what I thought.

Margaret: What happened?

Arnie: Nothing really. She called me for a meeting but when we talked about it, I got the impression that this was
a kind of fundraising activity for the school and she didn’t really want to make any changes. She agreed that
they should be promoting a healthier example, but then she didn’t act on it.

Margaret: Maybe we should get other parents involved. How about writing a letter to the principal again and this
time getting other parents to sign it?

Arnie: That’s a great idea!

� p. 123 | Letter Editing Checklist

Provides a sample checklist learners can use to edit letters

1 Encourage learners to use the checklist when proofreading their writing. The instructions suggest a two-
step editing process; however, you could also ask learners to read the letter first to check the content,
then read it again to make sure it follows appropriate letter-writing conventions, then again for grammar,
and so on.

� p. 124 | Incident Reports: Introduction

Introduces the topic of incident reports

1 The discussion can be done with the class or in small groups. Below are some words from the reading that
learners may not be familiar with. You can ask learners to look them up in a dictionary or infer the
meanings from the context.

incident violate concise grievance

theft chronological union crucial

Possible Answers

1. It is important to write an accurate report of any incident(s) involving the violation of someone’s 
rights in case the company is taken to court. If the incident(s) takes place in a unionized workplace,
the information would be needed if a grievance is filed.

2. It is necessary to write an incident report if someone had a heart attack at work in case there is any
type of legal action in the future.

3. It’s important to write a report about an accident or injury in case the victim files a claim with the 
Workplace Safety and Insurance Board. If the accident or injury was the result of unsafe practices in
the workplace, there may be legal action that would require accurate documentation of what happened.
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� p. 125 | An Incident Report

Provides a sample incident report that can be used for reading comprehension

1 Introduce the topic by asking learners to brainstorm types of information that might be included in an
incident report. You can do the vocabulary development activity on the next page before learners read
the report. Learners can try to infer the meanings of words/phrases from the context or look them up in
a dictionary. They can do this activity individually or discuss the vocabulary in small pairs/small groups.

2 Answers

1. i schedule was booked 7. a stretcher

2. k agitated 8. e restrain

3. f grab 9. d threatened

4. b an opening 10. h fist

5. j punch 11. l hesitate

6. c paramedic 12. g book an appointment

3 Answers

1. F 2. T 3. F 4. T 5. F. 6. F

4 Before the role-play, ask learners to brainstorm questions Dr. Weise might ask the receptionist. If learners
have difficulty constructing information questions, review this grammar point.

You could also discuss the chronology of events with the class before they role-play their dialogues.
Learners can present their dialogues to the class.

� p. 127 | Incident Report: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in writing accident reports

2 Answers

• 8:45 Eliana was walking on the sidewalk in front of office building.

• She slipped and fell forward on her stomach.

• Eliana was gasping for air for about 20 seconds and began to feel pain.

• Marc Brennan from the Accounting Department was walking by, saw what happened and called
911 immediately.

• Paramedics came and took her to East General Hospital.
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Audio 2.3: Transcript

A description of an incident, witnessed by a co-worker
Yesterday, on February 2nd, 2009, I was walking along the sidewalk in front of our office building with Eliana
Ramirez. It was about 8:45 a.m. It was snowing quite heavily yesterday morning and the sidewalk in front of the
building was very slippery. Eliana, who is 8 months pregnant, slipped on some ice and fell forward on to her
stomach. The fall knocked the wind out of her and she was gasping for air for about 20 seconds. She then
began feeling pain. She said that she thought she might be going into labour. Marc Brennan from the Accounting
Department was walking by and when he saw what happened, he called 911 immediately. When the paramedics
came, (about three minutes later) they also said that she might be in labour. They rushed her to East General
Hospital. I called Eliana’s husband to let him know what happened.

This task can be used for formative assessment purposes. The results of the assessment can help you and
learners determine what still needs to be learned or worked on. It relates to the CLB competency below.
You can use the sample assessment criteria provided or develop your own based on what you have taught.
For more information on how to assess learner progress, see the LINC 5–7 Curriculum Guidelines, pp.
37–45.

� CLB 5-IV: Write a paragraph to relate/narrate a sequence of events; to describe a person, object,
scene, picture, procedure or routine; or to explain reasons.

Sample Assessment Criteria

Holistic: � The purpose of the task is achieved

Analytic: � The report is at least one paragraph long

� It provides an accurate description, explanation or account of events

� It includes all of the necessary details

� There is good control of simple grammatical structures

� The report conveys a sense of audience in language and format

� The report includes adequate vocabulary for the topic

� The report has accurate spelling and punctuation




