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Copep)xaHue

B atoMm meTtoaM4YeckoM nocobuu npeacrtaBrieHa uvHcgpopmauma o npaBunax
AeriloBOM nNepernnucku Ha aHrfIMmMckoMm A3blke. 34ecb Bbl HaugeTe Kak
obweynortpebutenbHble B AEJSIOBON NMepennucke cCrioBa U BbIpaXeHUs, Tak "
roToBble NpUMepbl MUCEM Ha Pa3fIMYHYH0 TEMATUKY.

e OOLWMe npaBuna coctaBrieHUA AefI0BOro NUCbMa Ha aHIfIMNCKOM fA3bIKe
OCHOBHbIe BbIpaXeHusl, NPUHATbIE B AeN0BOU nepenncke
OdopmneHne nucbma-3anpoca MHopmayum
OdopmneHne nucbma-oTBeTa Ha 3anpoc nHdopmaumm
OdchopmneHne nucbma-xanoobl

OdopmneHne nucbma-npuHecCeHUs NU3BUHEHUN
NMucbmo-npockLba

NMncbmo-3anpoc nnarexa

OTueT 0 BCTpeue

Ocob6eHHOCTN 0pOopMITIEHUA INEKTPOHHbIX NUcem (e-mail)
HanucaHue HedpopmanbHoro e-mail

No3agpaBneHue ¢ npasgHUKamMmun



OOwume npaBuna coctaBneHNa AerioBoro NnUcbma

CocraBjieHue J1000ro J1€JIOBOI0 MUChbMAa HA AHIVIMMCKOM SI3bIKe MOAYMHSIETCH OﬁlIII/IM IpaBuJIaM:

Bech TekeT pa3znesnsiercss Ha a03anbl 0e3 UCMOJIb30BAHUSA KPACHOM CTPOKH.

B BepxHeM JieBOM YIUIy MMCbMA YKa3bIBAETCS MOJHOE MM OTIIPABUTE/ISA UJIM HA3BaHHe
KOMIIAHHMHM C a/IPECOM.

Jlajiee yka3bIBaeTcss MMsI aJipecaTra 1 Ha3BaHUe KOMIIAHMM, KOTOPOH NMUCHMO NPeTHA3HAYEHO,
a TakuKe ee ajJpec (C HOBOM CTPOKH).

JlaTa oTnpaBJieHUs] YKa3bIBA€TCs TPeMsl CTPOKAMM HUKe MJIM B BEPXHEM MPABOM YIUIY
nuchbMa.

OCHOBHOII TEKCT J10JI7K€H ObITH NOMEIEH B EHTPAJbHON YaCTH M CbMA.

Il1aBHast MBICJIb MMCHMA HAYUHAETCS ¢ IPUYUHBI oOpatuenusi: "'I am writing to you to ..."
OO0BbIYHO MUCHMO 3aKAHYMBAETCS BbICKa3biBaHueM Osarogapuoctu (""Thank you for your
prompt help..."") n npuBercrBuem "'Yours sincerely' , ecam aBTop 3HaeT uMs ajgpecara v

'Yours faithfully', eciin HeT.
YeTbIpbMS CTPOKAMH HHUKE CTABUTCS MOJIHOE MMSI ABTOPA M 10JI5KHOCTD.
Ioanuch aBTOpa CTABUTCHA MKy NIPUBETCTBHEM M UMEHEM.



OGpaszeu AenoBOro NUCbMa Ha aHrMUUCKOM

Mr Nikolay Roshin
ABC-company

Office 2002, Entrance 1B
Tverskaya Street

Moscow
RUSSIA 20 June 2004

Dear Nikolay,

I'm writing to you in regard of your enquiry. Please find enclosed our information pack which
contains our brochures and general details on our schools and summer centres.

In England we have two schools, Brighton and Bath, both beautiful locations which I am sure you
and your students will like. Our schools are located in attractive premises in convenient, central
positions. Brighton is a clean and safe town with a beautiful bay and countryside nearby. Bath is
one of the most famous historic cities in England, famous for its Georgian architecture and
Roman Baths.

Accommodation is provided in host families chosen for the ability to provide comfortable homes, a
friendly welcome and a suitable environment, in which students can practice English and enjoy
their stay. We have full-time Activities Organisers responsible for sports, cultural activities and
weekly excursions.

Please complete and return the enclosed registration form in order to receive more brochures and
other promotional materials.

I look forward to hearing from you and later hope to welcome your students to our schools and
summer centres.

Yours sincerely,
Tomas Green
Managing Director



;l(r : OCHOBHBbI€e BblpaXeHusl, NPUHATbIe B AeNO0BOU Nepenucke
-
q ' 3. Yka3zanue npuYMH HANTUCAHUA MUCbMA
I am writing to enquire about A nunry Bam, 4TOOBI Y3HATH ...
I am writing to apologise for A nuiry BaMm, 4TOOBI M3BUHUTHCS 34 ...
I am writing to confirm A nunny Bam, 4TO OBl MOATBEPIUTS. ..
I am writing in connection with S nyiny BaM B CBA3HM C ...
We would like to point out that ... Mbl xoTenu Obl OOpaTUTh Ballle BHUMAHUE
HA ...
4. IIpocsda
Could you possibly... He mornu Obl BHI. ..
I would be grateful if you could ... S O6b11 OBI TPpU3HATENICH BaM, €CJIU OBI BHI ..
I would like to receive S Ob1 XOTEN MOTYYHTb. ..
Please could you send me... He mornu Obl BBI BBICIIATH MHE. . .

5. Coruiamenue ¢ ycJa0BUSIMU

I would be delighted to ... S 6wt OBI paf ...

I would be happy to 51 ObL1 OBI CYACTIIUB ...

I would be glad to 51 6611 OBI paf ...

6. CooO1ieHue nJI0XuxX HOBOCTEH

Unfortunately ... K coxainenuro ...

I am afraid that ... borock, 4ToO ...

I am sorry to inform you that MHe TsKeno coo01ark Bam, HO ...

We regret to inform you that ... K coxaneHuto, Mbl BBIHYK/I€HbI COOOIIIUTD

BaM O ...




’:((» _ OCHOBHbIe BbipaXXeHunsA, NnpuHATbIe B aenoBsou nepenuncke

Cywiecmeyiom cmanoapmubsle GblPANCEHUA, YACMO Ynompeoiaemvie 6 O0e1060i
nepenucke Ha aH2auickom a3vike. HX ucnonavzoeanue npuoacm 6eHCIUBHIU U
ouyuanvHLlll MOH eauiemy nOCAAHUI.

1. O0pamenne
Dear Sirs, Dear Sir or Madam (eciau BaM HE M3BECTHO UM aJipecara)
Dear Mr, Mrs, Miss or Ms (ecau BaM M3BECTHO MMS ajpecara; B
TOM CJIy4ae, KOTJla Bbl HE 3HACTE CEMEMHOE TOJI0KEHNE
YKCHIIUHBI ciaeayeT nucatb Ms, rpy0Ooii ommnoKoit
ABJISIETCS UCTIOJIb30BaHUE (hpasbl “Mrs or Miss™)
Dear Frank, (B oOpaiiieHnn K 3HaKOMOMY Y€JIOBEKY )

2. Beryniienne, mpeabiayiiee o01meHue

Thank you for your e-mail of (date) Cnacu0o 3a Bame NUCEMO OT (YUClIa)

Further to your last e-mail... OTBeyast Ha Ballle MUCHMO. ..

I apologise for not getting in contact with S iponry npoIIeHus, 4TO A0 CUX IIOp He

you before now... Harucal BaM...

Thank you for your letter of the 5th of Cnacu0o 3a Baiie nucbMo oT 5 Mapra

March

With reference to your letter of 23rd March OTHOCHUTEIBHO BallleToO MUCbhMa OT 23
Mapra

With reference to your advertisement OTHOCHUTEIBLHO Balllel pekjiambl B Taiimc

in «The Times»




;l(r : OCHOBHbIe BblpaXXeHnsA, NpuHATbLIE B AenoBou nepenuncke
-
'q 7. lIpunoxeHne K NUCbMY JONOJHUTEILHBIX MATEPHAJIOB
We are pleased to enclose ... MBI ¢ yIOBOJILCTBUEM BKJIAbIBAEM ...
Attached you will find ... B npukperninenHom ¢aiiiae Bbl HalIETe ...
We enclose ... Mp&I nnpuitaraem ...

Please find attached (for e-mails) Br1 HalijieTe npuKperieHHbIN (aii ...

8. Boicka3biBaHue 0J1ar0IaPHOCTH 32 MPOSIBJICHHBIM HHTEpPeC

Thank you for your letter of Cnacu6o 3a Barie nmucbMo

Thank you for enquiring Cnacu00 3a nposIBIICHHBIN UHTEPEC ...

We would like to thank you for your ~ Mpbl XoTenu Obl TOOJIArogapuTh Bac 3a ...
letter of ...

9. Ilepexox K Apyroii reme

We would also like to inform you ... MBI Tak e X0TeJI1 Obl COOOIIUTH BaM O ...
Regarding your question about ... OTHOCHUTENBHO BaIIETO BOMPOCA O ...

In answer to your question (enquiry) about...B 0TBET Ha BaIll BOIPOC O ...

I also wonder if ... MeHs Tak)ke HHTEPECYET ...

10. {lomoiHUTEIBLHBIE BOIPOCHI

I am a little unsure about... S HEMHOIO HE YBEPEH B ...

I do not fully understand what ... Sl He 10 KOHIIa TTOHS ...

Could you possibly explain ... He mormu Obl BbI OOBSCHUTS ...




OCHOBHbIe BbIpaXXeHUsl, MPUHATbIe B AeN0OBOW Nepenucke

11. Ilepenaya uudopmauumn

I’'m writing to let you know that ... A nutry, 9T0061 COOOIINTE O ...

We are able to confirm to you ... Mpb1 MOKEM MTOATBEPIUTD ...

I am delighted to tell you that ... MBI ¢ y10BOJIBCTBHE COOOIIAEM O ...

We regret to inform you that ... K coxanenuto, Mbl BEIHY>KJICHBI COOOITUTH
BaM O ...

12. IIpepyioxenure cBoeil MOMOIIA

Would you like me to ...? Mory nu s (cnenars) ...7?

If you wish, I would be happy to ... Ecnu xotute, s ¢ paioCThIO ...

Let me know whether you would CooOmuTe, eciii BaM OHAI00UTCST MOS.
like me to ... IOMOIIb

13. HamoMuHaHHe 0 HAMEUYEHHOI BCTpeUe UM 0KUIaHue OTBETa

I look forward to ... A ¢ HeTeprieHUEM KT,

hearing from you soon KOTJ]a CMOT'Y CHOBA yCJIBIIIATh BaC
meeting you next Tuesday BCTPEYM C BAMU B CIEAYIOIUN BTOpHUK
seeing you next Thursday BCTpEYHU C BaMu B UeTBepr

14. IToanuco

Kind regards, C yBOKCHUEM ...

Yours faithfully, Hckpenne Bai, (eciu nms yenoBeka Bam

HE U3BECTHO)
Yours sincerely, (ecnu nms Bam u3BecTHO)



| —

OdhopmneHune nucbma-3anpoca MHdopmauum

Hucomo-3anpoc ungpopmavyuu (Inquiry Letter) omnpasnawomca, Kko20a Heo0X00uUMo noaydyums 0o.ee
noOpoOHYI0 UHOpMayuIo 0 unmepecylouem ac moesape uiu yciyze.
B nauane nucoma cnedyem nomecmumov Hazéanue u aopec eauieil KOMRAHUU, HUMCE O0JIHCHO UOMU

HA36aHUe KOMRAHUU, 6 Komopyw vl oopauwiaemecy. Cocmagumov MeEKCH RUCbMA bl MOdceme ¢
HOMOUbIO CT1EOYIOUUX CIMAHOAPHIHBIX 8bIPANHCEHUIL.

1. OpunuanbHoe oOpainieHne, NOCKOJbKY € aJPecaToM Bbl He 3HAKOMBI
Dear Sir or Madam, Dear Sirs

2. YKka3zaHue HCTOYHUKA HH(POPMALMH 0 KOMIIAHUH
With reference to your advertisement (ad) in ... OTHOCHUTEIIbHO Ballleil pEKJIaMbl B
Regarding your advertisement (ad) in ... KacarenpHO Baliieil pekjaaMbl B ...



OdopmneHne nucbma-3anpoca uHdopmaumm

3. [Ipocs0a BbICIATH HEOOXOAUMBIE TAHHbIE

Could you please send me ... He moryu Obl BbI BBICTIATh MHE

I would be grateful if you could ... 1 OB OBI OJTaroIapeH, €CJIu BHI ...

Can you give me some information about ... MoskeTe Jii BbI 1aTh MHE UH(POPMAIIHUIO O ...

Could you send me more details ... Moruu Ob1 BBl BBICIATh MHE 00JI€€ TOAPOOHYIO
uH(popMaIHIO ...

4. JlonoJTHUTEJIbHbIE BOIIPOCHI

I would also like to know ... S O6B1 TakKe XOTEJ y3HATH ...

Could you tell me whether ... Ckaxure, moxanyincra ...

S. HHoanmucek

Yours faithfully, Nckpenne Ba, (ecau uMsa BaM He U3BeCTHO)

Yours sincerely, (ecnu ums Bam u3BecTHO)



NMpumep nucbma-zanpoca

Kenneth Beare
2520 Visita Avenue
Olympia, WA 98501

Jackson Brothers
3487 23rd Street
New York, NY 12009 September 12, 2000

Dear Sirs,

With reference to your advertisement in yesterday's «New York Times», could you
please send me a copy of your latest catalogue. I would also like to know if it is
possible to make purchases online.

Yours faithfully,
(Signature)
Kenneth Beare

Administrative Director
English Learners & Company



| —

OdopmneHue nucbma-oTBeTa Ha 3anpoc MHcopmauum

Kozoa xomnanusa nonyuaem nucomo (Inquiry Letter) ¢ npocvooui evicnams nOOPOOHYIO
ungpopmayuio 0 ee npooykyuu, moeape uIU Yciayze, 6 OMEEMHOM RUCbME OYeHb 6ANHCHO
npouszeecmu 01A20NpUAMHOE 6neuamjieHue HaA NOMEHUUAINbHO20 KIUeHma Ulu napmuepa.

Besxcnuewtii, cpamomno cocmasnennvlii omeem 00a3amenbHo 0yoem cnocoodcmeosamsv co30aHUIO
HOO000OH020 énevyamilieHusl.

1. O0pamenue
Dear Mr, Ms

2. biarogapHocTh 3a OKa3aHHOE BHUMAHHE

Thank you for your letter of Cnacu0o 3a Balie mUchbMo ...

We would like to thank you for enquiring about ... Mpbl XoTenu Obl TOOJAroJAPUTH BaC 3a
IIPOSIBJICHHBIA UHTEPEC ...

3. IlpenocraBiaenue TpedyeMoii nHGopmManuu
We are pleased to enclose ... MBI ¢ y10BOJILCTBUEM BKJIAJIBIBAEM ...

Enclosed you will find ... B npukperieHHOM (paiisie Bbl HalIeTe ...
We enclose ... Mp&bI npunaraem ...



OdopmneHue nucbma-oTBeTa Ha 3anpoc MHcopmauum

4. OTBET HA AONMOJHUTEIbHbIE BONIPOCHI
We would also like to inform you ...

Regarding your question about ...
In answer to your question (enquiry) about ... OTBeuas Ha Balll BOIIPOC ...

MpbI Takke XOTelIu Obl COOOIIMUTH BaM O ...
OTHOCUTENIFHO Balllero BOIpoca o ...

S. Beicka3blBaHHMe HAJAEKAbI HA JajibHellee JI0OAOTBOPHOE COTPYIHUYECTBO

We look forward to ... Mpe1 Haneemcs
hearing from you yCIIBIIIATh BAC CHOBA

receiving your order IIOJIyYUTH OT Bac 3aKa3
welcoming you as our client (customer) YTO Bbl CTAHETE HAIIIUM KJIMEHTOM

6. lloagnucn,
[ToMHuTE, KOT/Ia BBl OOpaIllaeTech K YEJIOBEKY, UMSI KOTOPOTO BaM HE U3BECTHO, CIIEIYET MUCATh

"Yours faithfully' u xorna ums usBectHo — 'Yours sincerely’,



NMpnmep nncbma-oTBeTa Ha 3anpoc nHpopmaummn

Jackson Brothers
3487 23rd Street
New York, NY 12009

Kenneth Beare

Administrative Director

English Learners & Company

2520 Visita Avenue

Olympia, WA 98501 September 12, 2000

Dear Mr Beare,

Thank you for your enquiry of 12 September asking for the latest edition of our
catalogue.

We are pleased to enclose our latest brochure. We would also like to inform you
that it is possible to make purchases online at http://jacksonbros.com.

We look forward to welcoming you as our customer.

Yours sincerely,

(Signature)

Position



OdopmneHne nucbma-xanoobl

Heap mucbMa-Kaja00bI
[TuceMo, conepkaiiiee kano0y WIK NPETEH3UU M0 KaYeCTBY MPUOOPETEHHOTO TOBapa U OKa3aHHBIX
ycayr, HazbiBaeTcst Complaint Letter. OCHOBHas 11€JIb TAKOIO MHMChMa — MEPeaaTh MOTHYIO
HH(pOPMaIIMIO 0 BO3HUKIIEH mpodiieme. ITMchMo Takke MOXKET BBICTYIIaTh B KaueCTBE O(UIIMATIBHOTO
JIOKYMEHTA, YBEJOMJISIIOIIETO O HEOOXOAMMOCTH MPOBEACHUS MPOBEPKU U YCTPAHEHUS HEMOJIA/IOK.
[T1uchbMO JOJKHO coAepKaTh BCIO HEOOXOIUMYIO MH(POPMAIIUIO, KACAIOIIYIOCS JAHHOW YCITyTH WU
ToBapa. Hanummure noiHoe Ha3BaHKWE U OMMCAHMS TOBapa, AaTy NPUOOPETEHUS WU YKa3aHUS YCIyTU
u T.7. Baia nens — 00bsICHUTH BCE ICTaU, HO HE MEePErpyKaTh MUCbMO HEHYKHBIMU
noapoOHocTsIMU. KpoMe Toro, He00X0IMMO yKa3aTh Ballly MOXKEIaHUs, YCIOBUSI U CPOKU YCTPAHEHUS
pooJIeM.

Komy anpecoBarp 1aHHOE MUCHMO?
[Ipu npuoOpeTeHnn ToBapa Wik 3aKII0YEHUH JI0TOBOPA, HA TIPEAOCTABICHUE YCIIYT, BbI TIOJIy4aeTe
KOHTAKTHBIN ajpec Win Tesie)oH YeI0BeKa, KOTOPBIM MOXKET PEIIUTh BCE BO3HUKIINE CIOXHOCTH.
OOBIYHO B HEOOJIBIITUX KOMIIAHUSIX 3TH BOIIPOCHI PEIIacT BiIajeiel] KOMIIaHuu. B opranuzanusix
CPEIHETO YPOBHSI — €r0 3aMECTUTEIb WX BBICIIMN PYKOBOISIIAN COCTAaB. B KpyIHBIX KOMITAHUAX
OOBIYHO CYIIECTBYET OT/IEJI IO pabOTe C KIIMEHTAMM, KOTOPBIM 3aHUMAETCS PEIICHUEM TaKUX
BOIIPOCOB.



OCHOBHbIe YaCT NUCbMa-Xanoobl

1. Berymuienue

Name of Contact Person [TonHoe nMs aapecara (€I U3BECTHO)
Title, if available

Company Name Ha3Banune kommannu

Consumer Complaint Division Otnen nmo pabote ¢ KIMEHTaMHU
Street Address

City, State, Zip Code AJnipec KOMITaHUH

Dear (Contact Person): OOpaienue

2. Beenenue, cogep:kainee HH(GOPMALMIO 0 MPUOOPETEHHOM TOBape JIM00 yciayre

* On (the Ist of July), I (bought, leased, rented, or had repaired) a (name of the product, with serial or
model number or service performed) at (location and other important details of the transaction).
1 urons s (mproOped, ciall B HaeM, apeH1I0Bajl, OTPEMOHTHPOBAI) ( ITOJIHOE Ha3BaHKME TOBapa C
CEepUHHBIM HOMEPOM WJIU BUJI YCIIYTH) TI0 azipecy ... ( Jajiee yKa3bIBaeTCs Jpyras BakHas WH(popMaius
O COBEPILICHHOM CJICIIKE).

* [ am writing to draw your attention to a problem in your customer service section.
A nuiry, 4ToOBI TPUBJIEYH Ballle BHUMAaHUE K MPOoOIeMe B OTJETIE 10 padoTe C KIMEHTaMHU.



OCHOBHbIe YaCT NUCbMa-Xanoobl

2. BBeaenue, coaep:xaniee HHPpopMaIMIoO 0 NIPUOOPETEHHOM TOBape JIH00 ycayre (IMPoaoJsKeHue)

* [ wish to complaint in the strongest possible terms about the treatment I received from a member of

your staff.
51 OBI XOTeN BRIPA3UTh MPETEH3UHU K OOPAIIEHUIO CO MHOM BaIlIeTO COTPYIHUKA.

» [ am writing to express my strong dissatisfaction with the goods I received this morning.
A nunry, 9T00BI BBIPa3UTh HEOBOJIBCTBO MPOAYKTAMH, TTOJTYYEHHBIMU CETOIHS YTPOM.

* [ am writing to complain about the quality of the product I purchased on-line from your website.
S munty, 9T0OBI BBIPA3UTh HEIOBOJIBCTBO KAU€CTBOM MPOAYKTOB, 3aKa3aHHBIX HA BAIllEM CaiTe.

* [ am writing in connection with the negative attitude of a member of your staff.
S nunny B CBSI3M C HETaTHBHBIM OTHOIIICHUEM YJICHA BaIllel KOMITAaHUH.



OCHOBHbIe YaCT NUCbMa-Xanoobl

3. Onucanmne BO3HUKILEH MP0OIeMbl

»  Unfortunately, your product (or service) has not performed well (or the service was inadequate)
because (state the problem). I am disappointed because (explain the problem: for example, the product
does not work properly, the service was not performed correctly, I was billed the wrong amount,
something was not disclosed clearly or was misrepresented, etc.).

K coxanenuto, Bai ToBap ( yciayra) He OTBEUaeT HEOOXOUMBIM TPEOOBAHUAM , TaK Kak (yKa3bIBaeTCs
npobsema). S pazodapoBaH, MOCKOIBKY ( OOBSICHSETCSI CUTYallUsl: HAllpUMeEp, MPUOOp II0X0 padoTaeT
HE Kau€CTBEHHO, MHE MIPEAbSIBIIIN HEMPABWIHHYIO CYMMY K OIUIaTe, YTO-TO HE OBLIO OOBSICHEHO).

»  The equipment I ordered has still not been delivered, despite my phone call to you last week to say that
it was needed urgently.
3akazaHHOE 000OPYIOBaHHE BCE €IIle HE JOCTABICHO, HECMOTPSI Ha TO, YTO 5 y’KE 3BOHUJI BaM Ha
MPOIIION HENIeJI€ U COOOIIUII, YTO OHO TPEOyeTCsl HEMEIJICHHO.



OCHOBHbIe YaCT NUCbMa-Xanoobl

3. Onucanue BO3HUKIIEH MP0oOIeMbl (IIPOJAOJIKEHIE)

To resolve the problem, I would appreciate it if you could (state the specific action you want—money
back, charge card credit, repair, exchange, etc.). Enclosed are copies of my records (include copies of
receipts, guarantees, warranties, cancelled checks, contracts, model and serial numbers, and any
other documents).

Jlnst perieHust mpoOIeMbl, 51 ObLT OBl OJIAr0IaApEH, €CIIU Bbl (YKa3bIBAIOTCS BAIIIM TPEOOBAHUSI: BEPHETE
JIEHBI'H, KPEIUT, IPOBEICTE PEMOHT, ITpou3BeieTe 0OMeH U T.1.) Konuu 1oKyMeHTOB pHIIaratoTcs
(MPUIIOKUTE KOTTUKM KBUTAHITUH, TAPAHTUIHBIA TAJIOH, aHHYJIWPOBAHHbBIE YeKH, KOHTPAKTHI U T.11.).

[ look forward to your reply and the resolution of my problem, and will wait until (set a time limit)
before seeking help from a consumer protection agency or the Better Business Bureau. Please contact
me at the above address or by phone at (home and/or office numbers with area code).

A &y Bamiero OTBeTa ¢ pelieHueM Mo Moei mpodieme u Oyay kaarh A0 ( yKa3bIBaeTCsl KpalHU
CPOK) MpekK/e YeM 00paTUTHCS 3a TTOMOIIBIO B OPTaHU3AIMIO TI0 3aIUTe TIPaB MOTPEeOUTEIeH.
CBsDKUTECH CO MHOM TIO CIIEyIOIIeMy aapecy win Tenedony ( yka3blBaeTcs aapec ¥ HoOMep
TenedoHa).



OCHOBHbIe YaCT NUCbMa-Xanoobl

3. Onucanue BO3HUKIIEH MP0oOIeMbl (IIPOJAOJIKEHIE)

* Please deal with this matter urgently. I expect a reply from you by tomorrow morning at the latest.
[ToxkanyiicTa, pemure 3Ty mpobdaeMy HeMEIJICHHO. S 5Ky Balllero OTBETA JI0 3aBTPAIIIHETO yTpa.

» [insist on a full refund otherwise I will be forced to take the matter further ...
S HacTanBaro Ha MOJIHOM BO3MEIICHUH PACX0J0B, MHAUE I Oy/Ty BBIHYKJICH ...

* Unless I receive the goods by the end of this week, I will have no choice but to cancel my order.
Ecnu s He monmydy JaHHBIN TOBap /10 KOHIIA HEENH, y MEHs He OyIeT JPyroro BeIOOpa, KpoMe Kak
aHHYJIMPOBATh 3aKa3.

* [ hope that you will deal with this matter promptly as it is causing me considerable inconvenience.
51 Hazeroch, Bl pa30epeTech C ATUM JIEJIOM HEMEIJIEHHO, MOCKOJIBKY 3TO JIOCTABJISIET MHE CEPbE3HBIC
HEyn00CTBaA.

4. Oxonuanme mucbMa  Yours sincerely/Yours faithfully
Your name



| —

OdopmneHne nucbma-npmHeCeHNA U3BUHEHUN

Hucomo c uzeunenuamu (Apology Letter) omnpagnaemcsa ¢ omeem nHa nucomo-xcanooy (Complaint
Letter). Hauamp cnedyem c 8blpaxceHus comcaieHus, TUYHOU 00eCHOKOEHHOCHU C/10HCUBUIeNICS
cumyayueu. Heooxooumo o00vacnums, kKakue wazu Oyoym/Ovliu npeonpuHaAmsl, YMOObI

ycmpanumo npoonemy u uzdexcams ee noemopenusn ¢ oyoyuiem. Huowce vl naiidoeme neckonvko
¢pas3, ucnonvzyemvix npu nanucanuu Apology Letter

1. BoIpa:keHue NPU3HATEJIbHOCTH 32 COOOIIIEHUE O CJAOKUBIIECS CUTYallMU
»  Thank you for bringing the matter/issue/problem to our attention.
Cnacu0o0, 4TO COOOITUIIM HaM 00 3TOM JieJie/ipodiieme.

» [ appreciated your advising me of this incident.
JI1s MeHsI O4eHb Ba)KHO Ballle COOOIIEHUE.

2.BbIpaskeHue coxaJeHUus
*  We are very sorry to hear that.
Hawm Tsxeno cipimarb 00 3TOM.

* [ am very sorry for this situation.
51 oueHb coXKAICI0 O CIOKHUBIIECICS CUTYaIUH.



OdopmneHne nucbma-npmHeCeHNA U3BUHEHUN

3. U3BuHEeHHE
We apologise for...
MbI pocuM NPOIIEHUA 34 ...

Please accept our apologises for ...
[IpuMuTe HalIM U3BUHECHHUS ...

4. O0bsIcHeHHe 1eliCTBU KOMIIAHUU
Please be assured that we will ...
BynbeTe yBEepeHbl, YTO MHI ...

You have my assurance that ...
S rapanTupyro Bam ...

To compensate for the inconvenience caused ...
J1st BO3MeEIeHNsI MPUYUHEHHBIX HEYIO0OCTB ...

We are doing everything we can do to resolve the issue
Mgl fiennaem Bce BO3MOXKHOE JJIs PEIICHHSI POoOIeM



OdopmneHne nucbma-npmHeCeHNA U3BUHEHUN

4. O0bsicHeHHE TeUCTBUI KOMIIAHUM (MIPOA0JIKEHHE)
* [ can assure you that this will not happen again
O6ermaro, 9TO ATO BIPEIb 3TO HE TOBTOPUTHCS

 [am trying to sort it out/sort the problem out as a matter of urgency
51 mpITaroch pa3o0parbes ¢ ATUM/ PEIIUTh ATy MPoOIeMy HEMEJICHHO

* Please return the faulty goods, and we will refund you/repair them/replace them
[ToxkayiicTa, BEpHUTE HEKAU€CTBEHHBIN TOBap M Mbl BO3MECTHM Balllk 3aTPaThl/TIPOU3BEIEM

PEMOHT/OOMEHSEM €ro

5. HamomuHaHue 0 00161101 BaKHOCTH VIS COBMECTHOI'O COTPYIHMYECTBA
o We value your custom highly

Your satisfaction is our priorit

JIns1 Hac O4eHb BaXKHO COTPYIAHUYECTBO C BAMU



NMucbmo-npocbba

Ecnu BBl nuiure Ha4YaJIbHHUKY — 6YI[BTC NpCaACIbHO BCIKIIMBEI, OCO6€HHO, CCJIX Bbl HC YBCPCHBLI, YTO OH

(a) 3HaeT Barle uMs.
I would be grateful if ...

Ecnu BbI nuimmTe KoJijiere U oH(a) He SBIJISIETCA BAIllUM JIPYTrOM, BEIOEPUTE HEUTPAIbHBIN CTUITb —
CpeaHui Mex1y (popMalIbHBIM U HE(POPMaTbHBIM.
Could you ...?

Ecnu BbI nmUImmTe Mago3HaKOMOMY YEJIOBEKY — Oy/IbTE BE)KIIUBBI.
I wonder if you could ...?

Ecnu BeI nummmTe pabOTHUKY APYroi KOMIAHWU — CTHIIB JTOJDKEH 3aBHCETh OTTOTO, 3HAKOMBI JIH BBI C
HUM/HEW Wi 00paliaeTech BIEPBLIE.

I would be grateful if ... (K HE3HAKOMOMY )

Could you ...?7 (kK 3HaKOMOMY)



NMnucbmo-3anpoc nnarexa

B ceoux nepevlx nucbmax no noeody Heon/iau4eérnHblxX cuemoe wzedyem ObIlmMb UCKIIOUUMETbHO
GEHCIIUBLIMU — 8 HUX HE 00JIIICHO OblMb uoeu, umo eaul napmHep He xouem njiamumao.

Ecnu ewvt 8blHny(’0€Hbl Hanucamsb cepurwk) nucem C 3anpocom njiamedrica, Kasicooe nocnedylomee
MOIICHO Oenlamb Oonee meepdbm, HO ocmaesambcCslt 6 DAMKAX 6erHciueocmu.

IIpumepsr:

IHucsmo 1
According to our records, the sum of 34,500 is still outstanding on your account.
We trust that our service was to your satisfaction, and we would appreciate your cooperation in

resolving this matter as soon as possible.

IHucbmo 2
On [DATE] I wrote to you regarding your company’s unpaid account, amounting to $4,500.

May we please remind you that this amount is still outstanding. We would be grateful to receive a
bank transfer in full settlement without further delay.



NMnucbmo-3anpoc nnarexa

IIpumepsr:

ITucemo 3

I wish to draw your attention to my previous emails of [DATES] about the overdue payment on your
account. We are very concerned that the matter has not yet received your attention.

Clearly, this situation cannot be allowed to continue, and we trust urge you to take immediate action
to settle your account.

IIucsmo 4

Following my emails of [DATES] I must inform you that we have still not received payment for the
outstanding sum of $4,500. Unless we receive payment within seven days we shall have no
alternative but to take legal action to recover the money.

In the meantime, your existing credit facilities have been suspended.



OT4yeT 0 BCTpeye

OT14eT 0 BCTpeuye COCTOUT U3 4 yacrTei:

Introduction — BeTymienue (mpeaMeT oTdeTa, KTO €ro Halucall U [0 YbeMY 3aIpocy)
Background — Mcxonnbie nanHbie (001Iee ONucaHrne UMEIOIICICs CUTyalluu, TPOOIeMbl)
Findings — [Tony4yeHHbIe JaHHbBIC (BO3MOXKHBIC MYTH PA3BUTHUS CUTYAIINH, PEIICHUS MPOOJIEMBI)
Conclusion, recommendations — BeiBobI ¥ peKOMEH1alIU

IIpumep OTtuera 0 BecTpeye

Subject: Cost-cutting measures
As requested at the Board meeting of 18 April, here is my report. The full report is attached as a Word
document, but I have written a brief summary below.

Introduction
The purpose of the report is to suggest ways to reduce costs across the company. It is based on the
figures sent to me by different departments last month. I have divided the report into three sections:
background, findings and recommendations.

Background
As can be seen in table 1 in the attached document, demand for our products has been falling over the
last year, and sales and profits are both down. This has led a situation where cost-cutting measures are
necessary.



OT4yeT 0 BCTpeye

Findings

There are three main areas where cost reductions are possible:

The marketing budget is very high. As mentioned above, sales are going down, but we are still
spending large sums on magazine advertising and street posters. This is not justified.

Production costs are also high. Table 2 in the report shoes that raw material costs have gone up by
12% over the last year. We must find a way to bring these down.

We may also have to dismiss a small number of administrative staff, which will be very unpopular. See
section 4.2 of the full report for suggestions on how to proceed.

Recommendations

In conclusion, I suggest that the company should be able to cut costs significantly by the end of the
year. My specific recommendations are as follows:

1. Marketing Dept to make reductions in the advertising budget of 10% or 15%.

2. Production Dept to identify opportunities of using different suppliers to bring down materials costs.
3. Head Office to investigate the possibility for cutting a limited number of jobs, in case the situation
deteriorates.

Please have a look at the full report and let me have your comments by 2 June at the latest. This will
then be circulated to all departmental managers in time for the meeting on 16 June. Please feel free to
contact me if you have any questions.



| —

OcobeHHOCTU OhOopMNEHUA INEKTPOHHBLIX Nucem (e-mail)

Inekmponnan nouma cmaia OCHOBHOU Popmoil 00uleHUs MeHcoy RPeOCmasumeAmMu pa3iuuHbvlX
OP2AHU3AUUIL NO CAMBIM Pa3HbiM eonpocam. Cnedyiime caedyougum npasuiam npu oOuWeHuu no
INEeKMPOHHOIU noume:

1. Xopoiiio nipeacTaBsTe cede aapecara. OTTOro, KOMy Bbl MUIIUTE, OYy/I€T 3aBUCETh CTUIJIb NTMCHhMA.
Uewm Onvrke OTHOIICHUSI — TEM MEHbIIE (DOpMaTbHOCTEM.

2. CocraBisiiTe MOCIaHue MO BO3MOXKHOCTH KPaTKUM M YETKUM. JTO MPABUIIO PACTIPOCTPAHSIETCS Ha
BCE BU/IbI JEJIOBOTO OOIIEHUS, HO JJIs QJICKTPOHHOM MOYTHI CTAHOBUTCSI HauOOJIee aKTyallbHbIM,
MOCKOJIBKY BOCIIPUHUMATh HH(POPMAITHIO C MOHUTOPA CIIOXKHEE, YeM C JINCTa. JlaliTe BO3MOXXHOCTD
BallleMy aJipecaTy OTBETUTb TaK»Ke KOpoTko. Hampumep, BMecTo TOro, 4ToObl ucath: ~Let me know
what you think”, imydiiie noctaButh Bonpoc Tak: “Is 3 PM or 5 PM best for you?”

3. [Tone “rema” AOMXKHO OBITH 3aMOJHEHO TaK, YTOOBI YETKO OTPAXXaThb OCHOBHYIO UEIO MHChMA.

4. IlpuBerctBue (Dear Sir/Madam) He 0053aT€IBHO 711 CTAHIAPTHOM MEPENUCKH, OJHAKO B JICTOBBIX
MMChbMax HE OyAyT JIUIIHUM.

5. B nepBbIX cioBax HaJ0 cHOPMYJIUPOBATH, B CBS3U C YEM BbI TUIIUTE MUCHMO: Bbl OTBEUACTE,
Ha3HA4YaeTe BCTPEUY MJIM BBICKa3bIBAETE CBOU COOOpaKeHUs B CBSI3U ¢ ueM-To. Hanpumep: I am
replying to your letter dated 15 January 2007 wherein you asked for information concerning our
Spring courses on Business Writing.



OcobeHHOCTU OhOopMNEHUA INEKTPOHHBLIX Nucem (e-mail)

6. Ecniu B 35IeKTpOHHOM NTHMCHhME Bbl HAYMHAETE CJIOBO C 3arJIaBHOM OYKBBI, 3TO 03HAYAET, UTO BbI
XOTHUTE BBIICJIUTH €r0, KaK Han0o0Jee BAXKHYIO MbICITb.

7. JlinHa Ka)J0M CTPOKU HE JOJKHA MPEBBIIIATh 65 3HAKOB, B IPOTUBHOM CITy4ae TEKCT MOXKET
MCKa3UThCA MPU NPOYTEHUH MUChMa Ha JPYTOM KOMIIBIOTEPE.

8. [IMChMO JOJKHO OBITH XOPOIIO CTPYKTYPUPOBAHO — BCTYIUICHUE, OCHOBHAs 4acTh ((PakThl) U
BBIBOJI.

9. KISS (Keep it short and simple). [lomHUTE, 4TO BEPOSITHO Balll aJJpeCcaT MOIy4aeT ACCATOK ITUCEM B
JI€Hb — CTOUT SKOHOMUTH €TI0 BpEMS.

10. Mcnosib30BaHKE CTaHIAPTHBIX COKPAILICHUH, XapaKTEPHBIX JJIsl HOBCEITHEBHOM MEPENMUCKH , TAKHUE
kak "IMHO” ( In My Honest Opinion) Tak:xe HE IPUBETCTBYIOTCSI.

11. TuarenbHO NPOBEPHTE MUCHMO, U3MEHUTH WU YAAJIUTh €0 TIOCJE OTIPABKU YKE HEJIb3S.

12. OOpaTHbIi 3IEKTPOHHBINA aIpeC U UMSI OTIPABUTENS Jy4Ille HATMCATh B KOHIIE MUChMA, HA Cly4yai
€CJIM MUChMO OYZIET BBIBEJICHO Ha MeYarth.

13. O6uieHue no 3MEeKTPOHHOM NOYTE MPEANOIAracT akTUBHOE B3aUMOICHCTBUE TI0O3TOMY, ITOJTYYUB
AJIEKTPOHHOE MUCHMO, Ha KOTOPOE Bbl HE MOXKETE OTBETUTh HEMEJIEHHO, CIEAYET OTIPABUTH
COOOIIIEHUE O MOJYYEHUH MUCbMAa U MIPEANOoJaraéMoM BPEMEHH OTIPABKH MOJHOTO OTBETA.



| —

HanucaHue HecpopmanbHoro e-mail

anofce 6 Hed)OthlJleOM nucome cnedyem ocmaeambCs 6EHCIUBBIM U CmaApPpAmMbCA coenamov RUCOMO
ROHAMHBIM U XOPOULO €20 CMPYKmYypupoeamtb.

PexoMeHnayeMblil IOPAA0K OCHOBHBIX NYHKTOB TAKO:

1. Ipy:xeckoe npuBeTCTBUE

2. biarogapHocTh MJIM Ipyroe ynoMuHaHHe NpeAbIAYIIero KOHTaKTa
3. Han0oJiee BaKHbIH MYHKT MUCHMAa MJIM IPO0dIeMa

4. Ipyrue BaxHbIe YHKTbI

5. MeHee Ba)KHbI€e IIYHKTHI

6. Boipa:kenue HaJexKAbl HA OyIylIUH KOHTAKT

7. 3aBepuieHue (MokeJTAHUSA U MOAINUCH)



HanucaHue HecpopmanbHoro e-mail

Ipumep:

Hello, Ili

Thanks for sending the agenda for our meeting.

D’m afraid I may not be able to make the 8:00 start. The train connections can be very difficult at
that time of day.

Would it be possible to start at 9:00? It means we would finish at 17:00 instead of 16:00. Please let
me know if that’s a problem for you.

You asked me to send the feasibility report and I am attaching it here. Please note that this is not yet
in the final draft and there may be some mistakes.

D’m looking forward very much to seeing you next week.

Best regards, Jacqui



NosapaBneHue c npasgHUKamum

Ilepeo npazonukamu uacmo 603HUKAEM B0NPOC — HO30PAGIAMb UMW He NO30PAsIAmb OuzHec-
napmuepoe u Kiuenmos. Bcezoa nyuwie nozopasums, yem He nozopasums, m.K. n030paensnsn 6vl
Modiceme:

1. Ykpenuth OTHOILIEHUS C CYIIECTBYIOIIMMHU KJIMEHTaMU/IapTHEPaAaMuU

2. IIpuBiieub HOBBIX KJIMEHTOB

3. HarmtoMHUTH CTapbIM KJIMEHTaM O TOM, YTO BbI CYIIIECTBYETE

4. Beika3aTh MPU3HATEIBHOCTH 110 OTHOIICHUIO K HAaM0O0JIe€ JTOSIIbHBIM KIMEHTaM

OHHaKO, peuiast, ¢ KaAKUM UMCHHO IIPA3AHUKOM IMO3APABUTD, JIYHUIIC CIIPABUTHCA B CITUCKE
HallUOHAJIbHBIX U PCIIMTIMO3HBIX IIPAa3JHUKOB HaA TGKYHII/Iﬁ Ton.

Ecnu BBl COMHEBAETECH B TOM, YTO UMEHHO IMPA3IHYET Ball IapTHEP [0 OM3HECY, HAITUIIUTE MTPOCTO
MERRY HOLIDAYS.

Korna ornpaBisiTs mo3apasjieHue
Jlyudiue pasblie, yem nozxe. [lycTh jydiie Baiia OTKpbITKa IPUAET Nepe] Mpa3aHUKaMU U OyeT

3aMeueHa OJHOM M3 TIEPBBIX, YEM MCUE3HET B Kyde MO3APaBICHHUM, KOTOPHIE, K TOMY K€, BEPOSITHO,
OyyT pa30UpaThCs yKe MOCIIEC KAHUKYI.



NosapaBneHue c npasgHUKamum

Kak nucarb no3apasieHue

[To3npaBiieHUE — 3TO TOJBKO MO3/IPABICHUE, TTOBOJ JJIsl XOPOIIMX MOXKEIAaHUM U BBIPAKEHUST JOOPBIX
qyBCTB. brU3HEC-BONPOCHI 371eCh HE JOJIKHBI YITIOMUHATHCSL.

[To3npaBiieHUE B aHTJIIMHCKOM SI3bIKE CTPOUTCS MHAYE, YeM B pyccKoM. Hurke mpuBeeHbI HECKOIBKO
00pa3IoB MO3APABICHUNA, KOTOPbIE MOXHO MOAUMUITUPOBATH B 3ABUCUMOCTH OT CUTYAIIUH.

At this joyous time of year, we are grateful for our work with you. We wish you abundance,
happiness, and peace in a new year filled with hope. Happy holidays!

I hope you and all your coworkers, family, and friends have a lovely holiday season filled with joy
and meaning. Best wishes for a prosperous new year.

It has been a pleasure to work with you this year. We wish you the best of holidays and a happy new
year!

As the year ends, we think about all we are grateful for. Our relationship with you is one thing we
treasure. Thank you for the opportunity to serve you. We wish you a merry Christmas and much
success in the new year.



NosapaBneHue c npasgHUKamum

Kak nucarb nozapanJjienue (poaoJKeHHe)

As gifts are given and received this holiday season, I think of the gift of knowing you. Thank you for
the pleasure of working with you. Happy holidays!

Thank you for giving me the opportunity to work with you this year. It has been an honor and a
valuable experience for me. I wish you a happy Hanukkah and a new year filled with all good
things.

Merry Christmas! I hope you have a holiday that fills your heart with joy!
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