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INTRODUCTION

Welcome to this study section.  You are studying Communication at Access 3 level.

This package contains three separate lessons.  Each of these lessons is a complete ‘chunk’ of material that is similar to a traditional class lesson. The difference is that you can work at your own pace through the lesson.  Each lesson will take you approximately an hour to complete.

The theme of this study section is planning a holiday. 

This study section contains activities, self-assessed questions and a tutor assessment. 

An activity asks you to do something such as read an article or write a letter. Most activities have feedback on the next page. The word feedback just means comments. You should try the activity before reading the feedback.
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Self-assessed Question (SAQ)

When you see this symbol, you should answer the questions, and then check your answers with those given at the end of the study section.  
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Tutor Assessment (TA)

These are activities or questions that you answer then submit to your teacher or tutor for marking.

LESSON 5A

Introduction to lesson 5A

Welcome to lesson 5A.  This lesson is about reading and writing formal letters. Here are the things that you will do in the lesson:

· read a letter of compliment about a holiday

· learn what words to use to express your feelings

· write a formal letter of your own.

You will learn these skills:

· how to write a formal letter

· how to lay out a formal letter

· how to express your feelings in a formal letter.
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Writing is always a useful skill.

Sometimes you need to write to say how good something was. Sometimes you might write to complain about something. 

Reading formal letters

Formal letters are laid out in a particular way. An example of a formal letter is one that a business might write to its customer.  You might write a formal letter to apply for a job, or to complain about something.  A formal letter has certain features that you must include.
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SAQ 1
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Answer these questions about what goes into a formal letter.  Look at the letter on the previous page to help you with this SAQ.

1) Where do you write your address?



2) Where do you write the address of the person you’re writing to?


3) What is ‘the greeting’ in a letter?



4) Why do you think your letter should be in paragraphs?


	a.
	Because it fills the page. It looks like you’ve 
	

	
	written more than you have.
	

	
	
	

	b.
	Because it makes it easier to read. Each 
	

	
	paragraph is a new point.
	

	
	
	

	c.
	Because it gives you space to add more 
	

	
	information later if needed.
	


5) Give one example of a closing greeting.


6) Where do you sign the letter?

7) What do you write underneath the signature?

When you’ve finished, check your responses with the answers on page 31.

	Score  ___ out of 7
	Tutor’s comments

	Date
	Tutor’s initials and date


Writing a letter to complain

If you want to complain about something you might decide to write a letter.

Writing a letter has lots of advantages.

· You have time to think what you want to say.

· You can redraft it till you’re happy with it.

· You have a permanent record of what you said (if you keep a copy!).
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Putting your complaint in a letter 

can also stop you getting angry 

with the person you’re talking to.

When would you write a letter of complaint?

· If you have had bad service or bought faulty goods, you might write a letter to the shop to complain.

· If a new road was getting built in your local town, you might write a letter to the local newspaper complaining about it. 

· If you opened a box of cornflakes and found dirt in the box, you would want to write a letter complaining to the company. 

· If your son was being bullied at school, you might write a letter to the headmaster to complain about the school’s policy.

These are just examples. There are many reasons why you might want to write a letter of complaint.

Activity 1

Have you ever felt the need to write a letter complaining about something? I’m sure you have!

Answer these questions, even if you didn’t get around to writing the letter.

· Write down what happened that made you want to complain.





· What did you feel about this?



· [image: image13.png]


What did you want done about your complaint?






We all experience things

that make us want to complain.

Activity 1 - feedback

I’ve had many occasions when I’ve felt that I wanted to complain!

Here’s one example. Yours will be different.

· Write down what happened that made you want to complain.

I bought a new satellite dish. It broke down when it was 8 months old.  I wanted it repaired under guarantee. The company wouldn’t repair it. 


· What did you feel about this?

I felt really annoyed. I thought that it should have been guaranteed for a year. I felt that I was going to have to pay money to have it repaired.


· What did you want done about your complaint?

I wanted the company to pay for the repair. I wanted them to repair it under guarantee.

As you can see, we all experience different things that annoy us.  

I hope that you can see that being able to write letters of complaint can be useful. 

How to write a letter of complaint

Here are the things to think about when you want to write a letter of complaint.

1. Find out the name and address of the person you’re writing to.
There’s no point in writing a letter if you can’t send it.


2. Be clear what you want to say.
Tell the truth (no exaggerations)!  Stick to the facts. Don’t get too emotional.

3. Think about the words that you want to use.
Use a factual style, and say why you are unhappy.  Don’t get personal.

4. Plan your layout properly.
You can use the letter on page 3 to help you plan your layout.

5. Write it down.
Write your first draft. Try to be as clear as possible. The person you’re writing to needs to be able to understand the problem from your letter.

6. Redraft, if needed.
Good writers look at their work and re-read it.  Sometimes it’s a good idea to leave your letter for 15 minutes.  Return to it and re-read it. Correct any errors that you find. Change the order of any words, if needed.

7. Sign the letter.
Use your usual signature, and print your name underneath it.

8. Post it! 
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Don’t forget to post 

your letter.  But make sure

that you’ve checked it

for mistakes first.
Expressing your feelings in a letter

You learned how to express your feelings in lesson 1C.

Here’s some more information about expressing your feelings.

	Words that you can use to express your feelings or opinion
	Example of how to use these words to express your feelings or opinions

	· I like…
	I like the cost of the holiday, because it was cheap.

	· I love…
	I love the food in the café, because they use fresh ingredients.

	· I enjoy…
	I enjoy going on holiday, because it relieves stress.

	· I loathe…
	I loathed the staff because they were so rude.

	· I detest…
	I detest paying money to use the toilet in the hotel, because I am paying a fortune to be here.

	· I wish…
	I wish I had booked with another holiday company, because this holiday is poor.

	· I prefer…
	I prefer to go to bed before midnight on holiday.

	· I think…
	I think the holiday was poor, because the flight was awful.

	· I feel…
	I feel angry because the sea was two miles away.

	· I believe…
	I believe that you should give me compensation.

	· I can’t stand…
	I can’t stand the noise coming from the disco, because it goes on all night.

	· I think it’s unfair that…
	I think it’s unfair that the pool is shut on Mondays because I like to swim every day. 

	· I believe it’s a good idea that…
	I believe it’s a good idea for you to change your adverts, because they are misleading.

	· I hope that…
	I hope that you will do something about my complaints, because it was an awful holiday.


TA 1
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Write a letter of complaint.

You’ve just come back from holiday. It really was a ‘holiday from hell.’
Here’s what happened.

· Your hotel was 3 miles from the beach.

· Your room was dirty.

· The shower did not work in your room.

· There was no vegetarian food on the menu. You told the travel agent that there was a vegetarian in your group.

· You were supposed to have a sea view from your balcony. Instead, you were overlooking another hotel.

Write your letter to the company. Use the letter on page 3 to help you with the layout.

In your letter, explain all of the problems that you had.  Look at the list above. 

Give examples in your letter. For example, don’t just say the room was dirty, explain how dirty it was.  Explain what the problem was with the shower.  Look at the list of words on page 9 to help you to express your feelings.

Also, tell the travel agent what you want them to do about it. (For example, do you want a complete refund? Or do you want a refund of some of the money? Or do you want something else?)

Keep your letter factual.  
Do not get personal and don’t use any insulting terms. 
Remember to write in paragraphs. 

Check your spelling and punctuation before submitting your work for marking.
Try to write at least 100 words.


Give this to your teacher/tutor when you’ve finished.

Summary of this lesson

Here is a list of what you’ve learned in this lesson. 

· You learned what a business letter looks like.

· You learned where to put the different parts of a business letter.

· You learned how to write a letter of complaint.

· You learned words and phrases to help you to express your feelings.

	End of lesson 5A.  


LESSON 5B

Introduction to lesson 5B

Welcome to lesson 5B, which is all about reading and writing 
e-mails. In this lesson you’re going to do the following things:

· read an e-mail

· answer questions about the e-mail

· write an e-mail.

You will learn the following things:

· what the differences are between letters and e-mails

· how to write e-mails.

[image: image2.wmf]
Writing an e-mail is different from writing a letter.

They both need good writing skills,

but e-mails are usually a bit less formal.

Writing an e-mail

When you write an e-mail (or anything else), you must do the following things:

· Write your information so that it makes sense.
This means that you should write clearly, so that the reader can understand. It’s always a good idea to re-read your own writing before sending it.

· Put the information together in a way that makes sense.
This means that you should put things in the correct order.

· Express your feelings if appropriate.
Remember that you should say what you feel and explain why you feel this way.

· Use the best spelling and punctuation that you can.
Good spelling and punctuation make your writing easier to understand.

These are things you must do in all types of writing.

Writing an e-mail is a bit like writing a letter.  However, there are some things that are different in an e-mail, compared to a letter.

Activity 2

There is an e-mail overleaf. Read it, and then re-read the letter that is on page 3 of lesson 5A.


As you read the e-mail, you should notice some differences between 

e-mails and letters.  E-mails are different from letters in several ways.

· You don’t need to put the person’s address in an e-mail.

· You don’t need to be quite as formal as a letter.

· You don’t need to start off with the word ‘Dear’.

· You don’t need to finish it with ‘Yours sincerely’.

There is no feedback after this activity.
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SAQ 2

Read the e-mail on page 14 again, and then answer these questions.

1. Who sent the e-mail? (In other words who was the e-mail from?)




2. Who was the e-mail sent to?




3. What was the purpose of this e-mail?




4. What holiday did Gerry want to book?




5. What does Gerry think about the holiday? How do you know?




6. Explain one way that an e-mail is different from a letter.


When you’ve finished, check your responses with the answers on page 32.

	Score  ___ out of 6
	Tutor’s comments

	Date
	Tutor’s initials and date


Using paragraphs in e-mails

It’s always a good idea to put your writing into paragraphs.  You’ve written quite a few different things already. I hope that you’ve been writing in paragraphs.

What is a paragraph?

A paragraph is a section of writing.  Several sentences together are called a paragraph.  Here is an example of two paragraphs:

The last holiday that I had was to Holland. I went for a week and I saw lots of different things. The windmills were unusual.  The towns and villages were all really nice. They were clean and tidy. The people were friendly too, and most of them speak English.

My next holiday will be to France.  I’m going there in January because I got a really cheap flight. I know it will be cold, but I will wrap up. I’ve been to Paris before, but never in the winter.

[image: image5.wmf]
You wouldn’t eat a whole loaf at once.

You eat it a slice at a time.  When people read something,

they want to read one ‘slice’, or one paragraph, at a time. 
What goes into a paragraph?

The sentences that go into a paragraph should all be about the same thing.  For instance, the first paragraph in the example on page 16 was about a holiday in Holland. Everything in the paragraph was about a holiday to Holland.  The second paragraph was about Paris. Everything in this paragraph was about a planned holiday to Paris.

How much space goes between paragraphs?

Leave a line between paragraphs. Look at the examples on page 16. There’s a blank line between the paragraphs. This makes it easy to see where one paragraph ends and another starts.

How long is a paragraph?

Paragraphs are usually three or four, or more, sentences long. The important point to remember is that each paragraph contains information about one thing, or one topic.
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Paragraphs shouldn’t be too long or too short.
They should be long enough to hold
all of the information needed for that topic.

SAQ 3

[image: image17.wmf]
Here are some questions to help you to check what you’ve learned about paragraphs.

1. What is a paragraph?
	a.
	Several sentences which are about the same topic.
	

	
	
	

	b.
	One long sentence which is about three or four topics.
	


2. How long is a paragraph?
	a.
	It is exactly four sentences long
	

	
	
	

	b.
	It is three or four or more sentences long.
	


3. How much space do you leave between paragraphs?
	a.
	Three or four blank lines.
	

	
	
	

	b.
	One blank line.
	


4. Is this a proper paragraph, or not? Why?

Going on holiday was great. The weather was nice.  I had a gas bill to pay last week. I was on the beach every day.

	a.
	Yes, it is a proper paragraph. It contains three sentences all about the same topic, and one sentence about a different topic.
	

	
	
	

	b.
	No, it is not a proper paragraph. It contains four sentences, but one of them is about the gas bill. This is a different topic.
	

	
	
	


When you’ve finished, check your responses with the answers on page 33. 

	Score  ___ out of 4
	Tutor’s comments

	Date
	Tutor’s initials and date


TA 2
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You have just phoned a hotel in Blackpool to book a break.  The manager asked you to send her an e-mail to give full details of your booking.

Write an e-mail to the hotel to confirm the booking.

You should write in paragraphs.

Here’s what you should put in each paragraph.

· Paragraph 1
Explain who you are and why you are sending this e-mail.

· Paragraph 2
Explain what type of rooms you will need.

· Paragraph 3
Explain what dates you would like the rooms.

· Paragraph 4
Ask the hotel manager to e-mail you back with details.

Finish off the e-mail with an informal closing greeting (such as ‘Thanks’ or ‘Looking forward to hearing from you’.)

Write the e-mail. You can use your PC’s e-mail programme, or you can write on the blank e-mail template overleaf.

You should try to write 80-120 words.

Send it to your teacher/tutor for comments. Check your spelling and punctuation before submitting your work for marking.
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Summary of this lesson

Here is a list of what you’ve learned in this lesson. 

· You learned that an e-mail is similar to a letter in some respects.

· You learned that an e-mail is different from a letter in some respects.

· You learned why you should use paragraphs in your writing.

· You learned that paragraphs contain one topic.

· You learned how to write an e-mail.

	End of lesson 5B.  


LESSON 5C

Introduction to lesson 5C

Welcome to lesson 5C, which is about asking questions and answering questions. In this lesson you’re going to do the following things:

· find out how to answer questions

· take part in a role-play where you ask and answer questions.

You will learn the following things:

· how to use questions to get information

· how to use questions to make a point clear.

[image: image7.wmf]
Sometimes people don’t make themselves clear.
You need to ask them questions to make the point clear. 

Other times people don’t tell you what you want to know. Again,
you need to ask them questions to get the information you want.

Responding to questions

Asking questions is important when you talk to other people.  Answering questions is important too.  Imagine how difficult it would be holding a conversation if no-one ever asked questions. 

Here are some questions that you might use in a typical conversation.  

· What time is the party?

· What colour of shirt did you buy?

· Who are you going with? 

· Did you walk home on your own?

· How do I get to the bank?

· Can you tell me where the beach is?

· What time is it?

· How much would it cost for a coffee and a sandwich?

When people ask you a question, sometimes you will just give a short answer like ‘Yes’ or ‘Not really’.  Other times, you will give lots of information in your answer.

Short answers to questions can be useful. However, full answers to questions usually make the interaction more effective.

[image: image19.wmf]
If the girl on the right really wanted to help in this discussion, she would need to give more information.  For example, she could say what she thinks about Danny and Michael.  This would help her friend to make up her mind.

Activity 3

You’ve just seen that short answers to questions can make a conversation or discussion difficult.

Think about the question that Joan asked Lynn (look at page 23 again).

Here are the facts about Danny and Michael.
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Danny is 23, and he works as a joiner. He has his own car. He dances well and always dresses smartly. He loves holidays and having a good time.

[image: image21.jpg]



Michael is 22, and is a student.  He cycles everywhere, and has a spare bike. He wears casual clothes and doesn’t like to go clubbing. He loves sport and keeping fit.

Now, read Joan’s question again and answer the question fully. You must give a detailed answer to her question.

Write your answer here.

Activity 3 - feedback

I’ve no idea what answer you gave to Joan’s question.

Here’s my answer.

[image: image22.wmf]
The difference is very clear. A full answer to the question works better because:

· it means that the conversation flows well

· it allows both parties to exchange lots of information

· it means that the person asking the question gets information without having to ask lots of questions

· it means the person answering the question gets a chance to say what he or she thinks.

Full answers make the whole process of talking
more enjoyable and more useful for everyone involved.

SAQ 4

[image: image23.wmf]
1. Why would you ask someone questions when you’re taking part in a discussion?  Choose two correct responses.

	a.
	To get more information
	

	
	
	

	b.
	To pass the time
	

	
	
	

	c.
	To make the discussion last longer
	

	
	
	

	d.
	To make something clear
	


2. Here are two people having a conversation. If you were Gail, what question would you ask Steve? (Clue: you need to be sure that you have all of the information you need. What are you going to tell the customer on the phone?)

Write your question in the speech balloon.

[image: image24.jpg]Hi Lynn. | didn't know
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When you have finished, check your responses with the answers on page 34.

Activity 4

This activity is all about asking questions and answering questions. You will have a discussion with one other person. 

Select a partner and then take part in this role-play. One person will ask questions and the other will answer the questions. 

· One of you is a customer enquiring about a holiday.

· The other person is the sales advisor in a travel agent.

Here are the instructions for the customer.

You want to enquire about a holiday.  Here are some of the things that you might want to ask.

· Where can you recommend for a one-week holiday?

· How much does it cost?

· Are meals included?

· What will the hotel be like?

· Where does the plane fly from?

· What time are the flights in and out?

· What is the resort like?

· Is the resort lively or quiet?

· What type of things can you do in this resort?

· Write your own question here_______________________


· Write your own question here_______________________


· Write your own question here_______________________
The sales advisor will ask you questions in return.  You should give as much information as you can when you answer.

[image: image26.wmf]
In a discussion, you need to ask questions
to make sure that you get 
all of the information that you need. 

Here are the instructions for the sales advisor

The customer is going to ask you to recommend a holiday.

You need to ask some questions to make sure that you can advise them.

Here are some questions that you might want to ask.

· How many people want to go on the holiday?

· What ages are they?

· Where would the customer prefer to go to?

· Write your own question here________________________


· Write your own question here________________________


The customer will ask you lots of questions.  Look at the list of questions on page 27.  Prepare some answers so that you can give advice to the customer.

Try to answer these questions as fully as possible. You must not give really short answers such as ‘Yes’ or ‘No’.

· You should give lots of information in your answer.

· You’re both now ready to go. Ask you teacher/tutor if they want to watch your role-play.

· Remember that you are practising your skills in asking and answering questions.

· You are also trying to practise giving out lots of information when you’re asked a question.

When you’ve finished, do the activity again. This time, swap roles.

Activity 4 - feedback

How did you get on with that activity?

I hope that you managed to answer the questions that you were asked. 

It’s so easy to just say ‘yes’ or ‘no’ in answer to a question.  It’s harder to give lots of information as you speak.

When you’re taking part in a conversation with other people, try to give full answers.  Give people the information that they need.


Remember to make sure that you have
 all of the information! Ask questions
if you’re not sure. Answer questions fully
to help other people to understand.
Full answers make the discussion
more useful.
Summary of this lesson

Here is a list of what you’ve learned in this lesson. 

· You learned that asking questions helps you to get information from other people.

· You learned that you should give full answers to questions. Full answers help to make the interaction more effective.

	End of lesson 5C. 


SAQ ANSWERS



1. Where do you write your address?


The top right-hand side or the top left-hand side.



2. Where do you write the address of the person you’re writing to?

On the left-hand side.  It should be lower than your address.



3. What is ‘the greeting’ in a letter?

It is the bit where you say ‘Dear so and so...’



4. Why do you think your letter should be in paragraphs?

b. Because it makes it easier to read. Each paragraph is a new point.

5. Give one example of a closing greeting.


Either ‘Yours sincerely’ or ‘Yours faithfully’


6. Where do you sign the letter?

Underneath the closing greeting

7. What do you write underneath the signature?

Print out your name, so that people can read it easily.


1. Who sent the e-mail? (In other words who was the email from?)


Gerry Donald



2. Who was the email sent to?


Brian Lawson


3. What was the purpose of this e-mail?


To confirm a holiday booking, or to say thanks for the brochures.  



4. What holiday did Dave want to book


14-night break in Rhodes.



5. What does Dave think about the holiday? How do you know?


He thinks it will be really good. He says that they can’t wait to get there.



6. Explain one way that an e-mail is different from a letter.

Give yourself one mark for any one of these answers.


· It doesn’t include the writer’s postal address.

· It doesn’t include the recipient’s postal address.

· It doesn’t end with ‘Yours sincerely’ or ‘Yours faithfully’.

· It’s less formal.


1. What is a paragraph?

a. Several sentences which are about the same topic.


2. How long is a paragraph?

b. It is three or four or more sentences long.


3. How much space do you leave between paragraphs?

b. One blank line.


4. Is this a proper paragraph or not? Why?

b. No, it is not a proper paragraph. It contains four sentences, but one of them is about the gas bill. This is a different topic.


1. You would ask questions:

· to get more information

· to make something clear.

(The reason people ask a question is to get information and to make things clear.)

2. Gail should ask a question like this:

· What price have you worked out?

· What is the price?

· How much will I tell the customer it is?

(Steve didn’t give Gail all of the information she needed. She needed to ask for more information before she could phone the customer.)
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SAQ 3 Answers 
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SAQ 2 Answers 
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SAQ 4 Answers 
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Call the customer back and tell her that I can give her a good price.  You can ask her to pay for it over the phone using her credit card.  
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