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Introduction

Aim [FiX H#]

The examination aims to test a candidate’s ability to understand and write connected English on busi-
ness topics and in appropriate formats. A successful candidate will have demonstrated the ability to
write creditable and accurate English on behalf of an employer, and to choose the tone, form and con-
tent appropriate to the requirements of a particular situation.

Written paper format [ &R ]

Candidates will be required to attempt all 3 questions within 2.5 hours.

Question 1 Candidates are required to attempt only one of the three writing tasks which may be
a memo, leaflet, notice, report, articles, list, etc. (40 marks)

Question 2 Candidates are asked to produce a suitable reply to an incoming business letter, mak-
ing good use of the input material which consists of the instruction, an incoming let- '
ter and some additional information given in the forms of graphs, charts, tables,
faxes, informal notes, internal reports, personal files, extracts from minutes of
meeting, etc. (30 marks)

Question 3 Candidates are required to transfer a passage of English into the target document by
either expanding or reducing it — a report or a notice from notes; a memo from a

fax/telex; an article from a description of a situation. (30 marks)

Techniques for handling exam tasks [&&i$15]

In order to accomplish the writing tasks successfully in the examination, candidates must be able to:
1. read the paper carefully (The Situation/Scenario gives information which is common to all ques-

tions. )

recognise different types of written business communication

make the choice of answer in the first question

analyse the given information

wn A W N

select relevant information and omit what is not relevant (If relevant or useful, information from

one question may be used in other questions. )

a

reorganise relevant information and arrange in logical order
7. write in the role given in the rubric by changing third person (she, he, they, etc.) to second per-
1



9.
10.
11.
12.
13.

son (you)

. follow explicit, additional instructions ( ‘Mark it urgent’, ‘send it under my name,’ ‘draft a re-

ply ready for my signature’, etc.)

adopt an appropriate tone (neutral, apologetic, tactful, warning, etc. )

lay out letters, memos, leaflets, notices, articles, lists and reports correctly
draft the answers

write the final answers

check the answers carefully

Marking Scheme [iF43Fr¥E]

*

Marks are awarded for content, accuracy in spelling, grammar and punctuation, appropriate lay-
out, as well as suitable choice of tone and style.

A typical weighting of marks for the whole paper would be:

clarity and appropriacy of layout 22%
style, tone, suitability to specified task 28%
content and communication of message 20%
accuracy of grammar, spelling, etc. 30%
total 100%

Candidates should not copy whole phrases or sentences from the examination paper.

Candidates need to achieve at least 50% of the marks available for a pass, 60% for a credit and
75% for a distinction.

Oral Test [ BiEHR]

The Oral Test is designed and conducted locally by FESCO. It is made up of a conversation (8 min-

utes) with the examiner.

******************************************

Syllabus Topic [HiA KN ]

Letter

Items covered:

&
<&

Confirming information or decisions
Providing details of ;

— current practice

— change in practice

— availability of staff, equipment, service

A ———————T A <+ o 1L e . v



— meetings

— conferences

— visits

— deliveries

Responding to complaints

Making complaints and requesting information, assistance, payment or delivery
Congratulations

Apologies

Condolences

COOOO0

Appointments
Memo

Items covered:

Giving instructions
Confirming decisions
Asking for information

OO0

Giving information/explanations regarding:

— making complaints

— organising meetings

— expressing thanks

— expressing congratulations

— organising conferences

— organising training

— implementing changes in practice, availability of staff, equipment
<> Setting dates/times for action

Leaflet

Items covered ;
<> Advantages of specified course of action:
— special offers/bargains
— rates of commission
< Giving information regarding:
— conferences
— training
— changes in practice
— dates of offer
— opening hours

~—— SUCCess rate



— sale
— legal rights
— regulations

— rules

Notice

Items covered:
< Giving information/explanations regarding:
— normal practice
— changes in normal practice
— relocation of ;
(a) office
{b) department
(c¢) personnel
(d) equipment

< Apologies
< Warnings
& Instructions
Report

Items covered:

¢ In response to a request

& Staff/customer thoughts:

— proposed course of action

— change in practice

— improvements of existing practice/service
Work of specified department, section or person
Reasons for loss/profit

Daily/monthly/yearly progress

Suggestions for improvement, reversing trend
Investigation of complaint

> 00000

icle

Items covered:
> Careers in specified industry
<> History/background of an organisation or business venture
< Ambitions
4



Working day

Appraisal of existing practice and conditions
Suggestions of ways to improve staff/customer relations
Importance of specialised training or knowledge

OCOCOOO

Advisability of specific course of action
List
Items covered:

< Main points of a letter, document, report, article, leaflet
<> Points concerning a specific topic



PART I EXAM TASKS (BEI/+48)

In this section seven exam tasks are discussed in terms of definition, layout and language. For each
writing task, two sample exam questions are given, accompanied by suggested approaches and suggest-
ed answers. There are also some further practices designed for each individual writing task.

Section 1 LETTERS (f5&)

Letters are used to establish and maintain business relations with the outside world. Many business let-
ters are in reply to a previous letter or action such as enquiry, complaint, application, invitation, etc.

How to present a clear, straightforward, logically structured reply is one of the key parts to be exam-
ined in the written paper.

The letter always occurs in Question 2. The question usually consists of three parts: the instruction,
an incoming letter and given material. Candidates need to establish exactly what the question requires,
analyse the given information, plan the letter, include relevant material only and write the final an-
swer. Marks are awarded for adequate content (relevance, fullness and creativity), good organisa-

tion (logical order), appropriate layout , suitable tone, and accuracy in spelling, punctuation and
grammar .



BT

Letter Layout (FULLY BLOCKED STYLE WITH OPEN PUNCTUATION ):

EEBRGHTR, Te R/ 5)

MINTTOURS PLC -
302 Nortis Road i
Rending R
Berks - ‘
Tel 4493 98942
Fax 4493 98840

9 April 1999

Mr John Adams -

Seles Mansger
Intemiational Ccmputer Sdtvucm
136 Bolt Road - i
Newbury - :

Berks

DeaerAdams

ﬂm&ymforymrletteraf%l\llar H‘j‘
1999 and the enclmsed catalogue.
I should be very mterwned in ha'
more infm'matidn\ on your SLX
word processor . Would it be possible
for your representatlve to visit our 4+
fices and give a demonstration of ti:e
equipment on gither Thumday 19 or
Friday 20 Apnl at 2 pm?..

I look ‘forward: tb recavmg your
firmation of tlns appamment

Points to note; (FRE &)

1 fully blocked style

Letterhead 153k

e company name in capitals or bold type
e full postal address

* telephone and fax numbers

Date H #§ (day/month/year)

Inside address/Addressee #(fg A

*  receiver’s name and title

*  company’s name

e full postal address

Salutation #Xi¥ (courtesy title & surname)

Main body IE3C

*  opening paragraph which provides the back-

ground information to the letter

*  middle paragraph which gives logically orga-

nized details

e closing paragraph which asks for follow-up ac-

tion

Complimentary close &5 BHUE

Signature %544

Printed name EJRiH&RE%
Title/Position 8% (initial capitals)

—~1&2

<3

—4

+5

6

7

+—8

9

+~9



It refers to that every line starts on the left-hand margin.

open punctuation

No punctuation is used in the layout except for the content of the letter.

letterhead
There is no need to mention the sender’s personal name and title in the letterhead.

date

The date is presented in full. It is not acceptable, for instance, to shorten October to Oct, or even
worse to write the date numerically as 8/10/97.

inside address/addressee
Telephone and fax numbers are not necessary in this part.

salutation )

— If you know the name of the receiver, it is usual to address him by name, e. g. Dear Mr
Smith.

— Full name is not required in salutation. Only surname is used after courtesy title, e.g. Dear
Ms Lee instead of Dear Ms Linda Lee.

— A letter addressed to an individual by title will begin with Dear Sir or Madam.

— A letter addressed to a company should commence with Dear Sirs.

body

— the opening paragraph
The function of the opening paragraph is to put the detailed message into a clearly defined con-
text by responding to a recejved stimulus. This may be achieved by acknowledging the date,
receipt and subject of any received correspondence.

— the middle paragraph(s)
In the middle paragraph(s) the detailed message is logically, briefly and clearly set down.
Information is to be either given or requested. In complex letters, several middle paragraphs
are needed to deal with different points raised respectively. This will make it easier for the
reader to assimilate. '

— the closing paragraph
The essential function of the closing paragraph is to state simply what action the writer needs
from the recipient, followed by a polite closing statement.

complimentary close
There are two alternatives: Yours faithfully matching Dear Sir or Madam; Dear Sirs
Yours sincerely matching Dear Mr/Ms/Mrs/Miss surname



9 signature and printed name

Usually signature is in agreement with printed name. If a letter is signed on behalf of a superior,
‘pp’ (per pro) or “for’ should be indicated in front of the printed name (see the example above
on page 7). If you are asked to ‘write a letter under my name’ or *‘sign it on my behalf’ , use the
letters ‘pp’ , meaning ‘on behalf of” . If you are asked to ‘draft a letter ready for my signature’,
leave a space for the writer to sign. In addition, if the writer of a letter is a fernale, a courtesy ti-
tle (Ms/Mrs/Miss) should be shown in bracket immediately after the printed name.

e.g. Shn Brown

Ann Brown (Mrs)

Manager
10 If there is anything enclosed with the letter, ‘Enc/Encs’ should be indicated at the bottom.
Language & Style:
Write briefly and clearly by using simple words and short sentences

Keep the language sincere and positive
Avoid jargon and slang expressions

GO0

Be courteous and considerate

— reply to letters as promptly as possible

— explain any delay in reply

— understand and respect recipient’s point of view

— respond tactfully (A request is refused without killing a hope of future business. )

<> Adopt a tone appropriate to the letter’s aim

It should be polite in all cases: rude letters, even when written with very good reason, will annoy
the receiver and produce no other desirable result. But there are several different types of polite
tone. In reply to a request you may need to agree to it partly setting certain conditions. In the
case of unsatisfactory service or the slow payment of debts, you may need to make a firm demand

" on the receiver. Be friendly, reasonable but firm, apologetic, persuasive or conciliatory according
to the impression you wish to convey.

Useful Expressions;
a) reply to an enquiry
OPENINGS

*  Thank you for your letter dated 12 October asking for details of our electronic toys.



Thank you for your enquiry of 6 June in which you asked about. . .
We are pleased to hear from your letter dated 19 May that you are impressed with our selection
of...

With reference to your letter of 8 July in which you claim for. . .

CLOSINGS

I am looking forward to meeting you again in the future.

We hope to hear from you soon/receive your early reply.

I look forward to your confirmation of this appointment.

Please let me know if I can give you any further help.

If you require any further information, please feel free to contact us.
Your prompt reply would be appreciated.

b) reply to a complaint

OPENINGS

We are sorry to learn from your letter of 20 May that you have experienced delays in the delivery
of your sweets.

Thank you for your letter dated 10 September pointing out faults in the pens supplied to your or-
der number 8526.

[ am genuinely sorry that you were disappointed with your recent stay at one of our hotels and
have investigated the various issues you raise.

CLOSINGS

*  We hope you will be satisfied with the arrangements we have made, and offer our apologies for

the inconvenience this delay has caused you.

We apologise once again for the unfortunate mistake and can assure you that a similar incident will
not occur again.

I hope you can appreciate that we cannot accept responsibility for any of these issues. Therefore,

I am unable to offer any compensation on this occasion. However, I hope you will continue to
book your holidays with us in the future.

c) reply to an application

OPENINGS

*

Following your interview last week, I am pleased to offer you the position of. . .

10



*  With reference to your interview with. . ., our Personnel Manager, I am pleased to offer you the
position of. . . commencing on 1 January.

*  Thank you for attending our selection board on 20 April, but we regret to tell you that your appli-
cation has not been successful.

CLOSINGS

*  We look forward to welcoming you to the staff of ABC Company Ltd.
Written confirmation of your acceptance of this post would be appreciated as soon as possible.

We should like to thank you for your interest in this position and hope you will be able to secure a
position in the near future.

Middle Paragraph(s)

The body of the letter will contain at least one paragraph. Each paragraph should deal with a separate
topic. Common useful expressions are as follows:

We would like to bring a group of 20 students to visit your plant sometime next week.

We confirm that the goods ordered are in stock and will be despatched as soon as possible.
Could you please send us your latest catalogue?

Please notify our agents when you are ready to despatch our order.

Your letter has been passed on to the Sales Department, who will be in touch with you shortly.
I wonder if you could give us some indication of when the remaining copies will be ready.

If you are interested in this, perhaps we can meet each other to discuss this further.

11



