
Chat with your partner about:

- what you did yesterday after class

- your plans for the weekend



Today

- Formal vs Informal Language
- Small Talk
- Business Writing
- Complaints
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Business Communication
- Come up with a list of formal/informal ways of 

communicating at work. 
- Think about both writing and speaking.

Formal Informal



Business Communication
- Come up with a list of formal/informal ways of communicating at work.

Formal Informal
Greeting

Small talk

Closing

Vocab

Contractions

Grammar structures



Formal Informal
Greeting Dear Sales team, Hey Kirk,

Small talk Hope this email finds 
you well. 

Hope you’re all good.

Closing Yours sincerely, Cheers, 

Vocab received/purchased/
obtained

got

Contractions cannot can’t

Grammar structures Unfortunately the 
quality of the work by 
the marketing team 
was not up to the 
required standard. 

They did a terrible job!



Opening Greeting
Hi,/Hey,
Dear Kirk,
Dear Customer Services Team, Hi marketing team, 
To whom it may concern,
Dear Sir/Madam,

Small Talk (Not a question.) 
Hope your day is going well
Hope you’re having a great week. 

Main part of email
Use indirect questions

More small talk
Have a great weekend
Don’t work too hard
Thanks for all your help

Closing Greeting
Kind regards,
Cheers,
See you later,



Small talk
- Short chats about something unimportant.
- Builds the relationship
- Culturally relevant
- Think of 3 go-to topics you can use for small talk

 



Introduction Videos (Pearson)



Being Polite

● Discuss with your partner how to be polite in English. 



First day at work Video

● Is he being polite?
● Which questions does he ask?

● BBC Learning English, BBC Learning English: Going Up: Amith's First 
Day

http://www.bbc.co.uk/programmes/p02k6qlz/player
http://www.bbc.co.uk/programmes/p02k6qlz/player




Indirect Questions

● Would you mind + ing ….. ?

● Do you know if/whether ….. ?

● Would it please be possible … ?

● Could you please tell me …. ? 



Online Grammar Quiz

● Indirect Question | What Is an Indirect Question?

https://www.grammar-monster.com/glossary/indirect_questions.htm


Direct vs Indirect Cultures

In direct cultures people 
often focus on facts, and 
give clear opinions. They 
want to communicate with 
honesty and will argue 
strongly for their ideas and 
against the ideas of others. 

In indirect cultures, the focus 
is more on feelings. People do 
not like to argue against other 
people’s ideas, and may say 
they agree to show respect for 
the person. They also try to 
avoid making things difficult for 
others. 



This tea towel stinks

Irish vs Germans offering cake

https://www.youtube.com/watch?v=2-QhJhIeIio&ab_channel=Lifeswap
https://twitter.com/killersundymann/status/1446131283969589250




Business Writing
Dear Kirk Wilson,

I hope this email finds you well.

I would appreciate if you could please….

Thank you very much for your time.

If you have any further questions please feel free to 
contact me.

Kind regards,

Angela Merkel



Business Writing
Dear Kirk Wilson,

I hope this email finds you well.

I would appreciate if you could please….

Thank you very much for your time.

If you have any further questions please feel free to 
contact me.

Kind regards,

Angela Merkel

Hey Kirk,

Hope all is good with you. My week has been pretty 
crazy!

Can you maybe help me out with… 

Thanks a lot. 

Get in touch if you’ve got any questions or want to know 
more. 

Cheers,

Angie



Business Writing
- What/Why do you need to write in English?
- Who do you need to write to and what do you/they expect?
- Can you do it over the phone instead? Why/Why not?



How to write a business email/letter

Read the article. 



Task:
You are helping organise a conference for your company from all over 
the country. You have already booked the hotel where the conference 
will be held and have just received a confirmation email. 

However, you need to make some changes to the arrangements. 
Think of what kind of changes you might need to make (for example, 
new equipment you need, date changes, etc).

Write an email of 200 - 300 words to the conference centre. Add any 
extra information you might need. 



Moodle
Upload your letter to Moodle for Kirk to check/give feedback under 

Please only upload PDF files.  



Complaining
With your partner find something to complain about for 10 minutes.

If you need any help you could complain about:

- Your boss
- Having to write a report on a Friday afternoon
- The DHSH
- poor customer service 



Complaints

Think about the purpose of a complaint.

Have you ever written an official complaint?

What should a company do if they receive a complaint?

Formal or informal language?











Complaints

Have you ever written an official complaint?

What should a company do if they receive a complaint?

Should you use formal or informal language?



Responses

How should you/a company respond to a complaint?

- Formal or informal?
- Phone call or letter?











Formal Complaint Letter

- Greeting
- Introduction (reason for writing)
- Reason for the complaint
- Your requests/threats/demands
- Contact details
- Ending



Formal Complaint Letter

- Greeting with small talk
- Introduction (reason for writing)
- Reason for the complaint
- Your requests/threats/demands
- Contact details
- Ending

Remain polite at all times. 







Please see the receipt/photo/report/quote/offer attached.

Please don’t hesitate to contact me if you have any further questions.



Response to a Complaint

● Apologise
● Make an offer to fix the problem:

○ Replacement
○ Refund
○ Discount
○ Voucher

Be polite. 
You want to keep the customer and their future business.



Role Play
Pretend you work in customer service and receive a phone call from a customer 
with a complaint.



Business Writing

● Enquiry
● Request
● Offer/Quote
● Payment
● Contract
● Complaint
● Apology



Business Writing Feedback
● An informal email should not be too informal.
● Be consistent: if you start formally, stay formal. 
●  Remember how to use present perfect (more grammar fun 

next time to review this). 
● No random capital letters!
● Dates and times (writing vs. speaking). 
● Key linking words: however, nevertheless, although, 

secondly, on the other hand…. 
● Prepositions of time/place (in, by, at, to). See Moodle for 

more information. 



Business Writing - Assessment Information

Content 4

Communication 5

Language: Spelling & Grammar 8

Organisation 8

Total 25



Letter of Complaint Worksheet

How to Write a Letter of Complaint 

Letter of Complaint Template

Extra stuff on Moodle







Task 1
Your team recently had a new IT system installed. There are problems 
with the email software and customers now aren't able to contact your 
company or there are significant delays in the communication. 

Write a letter of complaint to the IT company.

 Use 150 - 200 words and add any extra information you might need. 



Task 2
Swap your letter of complaint with the person next to you. (You can 
email it to them if you want). 

Now imagine that you work for the company that has received this 
complaint.

Respond to the complaint. You want to keep the customer so be super 
friendly and helpful. 

Apologise and offer to fix the problem

Write 150-200 words and add any extra information you might need. 



Writing

Upload your letter/s to Moodle (if you want)

 



Complaint
Upload to Moodle by 11pm 13 October

Write a complaint to the DHSH and/or your boss. 

Write 250 - 300 words.

Make sure you use the appropriate greeting, small talk and closing. 


