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LINC 7 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 audience of correspondence

• Using email, memo, letter and report writing conventions

• Using the appropriate degree of formality and tone

• Writing a message clearly and coherently 

• Making written requests, complaints, suggestions and recommendations

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, memos and reports:

� CLB 7-I: Convey a personal message in a formal short letter or note, or through email, expressing 

and responding to appreciation, complaint, disappointment, satisfaction, dissatisfaction and hope. 

� CLB 8-I: Convey a personal message in a formal short letter or note, or through email, expressing and

responding to sympathy, clarifying a minor conflict, or giving reassurance.

� CLB 7-III: Convey business messages as written notes to pass on routine information, make requests, or

respond to recommendations or warnings.

� CLB 8-III: Convey business messages as written notes, memoranda, letters of request, or work record

log entries to indicate a problem, request a change, or request information. 

� CLB 7/8-III: Fill out moderately complex forms.

� CLB 8-IV: Write three to four paragraphs to (…) provide a detailed description and explanation (…)
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Introduction to Business Writing

1 Discuss the following questions in small groups.

1. What kind of writing is expected in your occupation?

2. What types of business writing do you feel you need to work on? Why?

a. Emails

b. Memos

c. Formal letters (e.g., letters of complaint, cover letters, letters of enquiry)

d. Workplace reports 

3. What aspects of business writing do you find most difficult?

a. Writing clearly and concisely

b. Reporting information

c. Using the appropriate degree of formality

d. Using appropriate business-writing conventions

source: www.businesscartoons.co.uk/shop

Culture Note

Organizations and companies have different norms and expectations when it comes to internal and external 
written communication. How do you know what those norms and expectations are? Some organizations have formal
guidelines on how they want letters, emails and memos to be written. Others might have sample documents you
can examine. Many companies have no formal guidelines, so it is up to you to figure out what the norm is. One way
to do this is by looking at samples of letters, emails and memos circulating within the company. You can also take
cues from the people sending you memos, emails and letters. Think about how formal/informal their writing is and
what format they use. 
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Communicating Online

1 Read the following text about online communication.

COMMUNICATING ONLINE

Today, the Internet is at the very heart of how we communicate. It lets us write
to people all over the world and expect responses from them almost immediately,
all from the comfort and convenience of our own homes. This isn’t new anymore,
of course, but for many of us who came to the Internet as adults, it’s a constant
source of amazement. Just think of it: you can send an email message from Toronto
to someone in Stockholm in a matter of seconds, and use instant messaging to
chat with that person very nearly live.

The Internet has given us a new medium in which to communicate. This medium
demands that we develop a new process for doing so – a speaking/writing hybrid.
This process requires creativity in how we use language, sensitivity to the nuances
of language, and the ability to translate our thoughts and emotions quickly and
effectively from our minds to the screen in a way that uses the act of writing
but comes across as much closer to speaking. What’s fascinating about Internet
communication is that it combines writing with speaking to an unprecedented
degree. Email, chat and instant messaging are all written, but crucial elements
of speech come into play. 

The Internet application called “chat” automatically suggests speech, and while
people often refer to “writing” an email message, a fast exchange of email
messages quickly takes on terminology related to speaking as well. Most importantly,
the writing style tends to come very close to speech. Punctuation and grammar,
as well as other prescriptions of formal writing, get lost in the flurry of messages.
Capitalization becomes thoroughly unimportant. Slang and abbreviations abound.
People say something quickly in one message, then explain it again in subsequent
messages. And as in speech, a fast exchange forces the parties to think on their
feet and say something – type something – without taking much time to consider
what they are writing. Even email can be like this, when fast responses are
expected or demanded, or when the email “conversation” is personal.

Interpersonal communication on the Internet has required a significantly greater
degree of learning, including particular communication conventions. How do we
learn these conventions? The same way we learn all conventions of communication:
through observation, and trial and error. And where did these conventions come
from in the first place? From a combination of existing communication modes –
such as letters, memos, notes, telephone conversations, face-to-face
conversations – and from new conventions created precisely for the new mode.
And this is where the true fascination lies.

Adapted with permission from: Lingo Online: A Report on the Language of the Keyboard Generation, by Dr.

Neil Randall, Ph.D., Department of English, University of Waterloo, June11, 2002.
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Communicating Online (Cont.)

2 The following words come from the reading. Try to guess their meanings from the context and then
check your answers with a dictionary.

1. medium 5. flurry

2. hybrid 6. subsequent

3. nuance 7. abound

4. unprecedented 8. modes

3 The following idioms come from the text. Guess their meanings from the context and compare 
with a partner. Write your own sentences using these idioms.

Idiom Meaning

1. take something for granted (par. 1):

2. come into play (par. 2):

3. think on your feet (par. 3):

4. trial and error (par. 4):

4 Answer the following questions.

1. What is the main idea of the reading?

2. How has Internet-based communication changed the way we use written language?

3. How does communicating online imitate speaking?

4. What features of written language get lost in email? Give examples from the text and provide your own.

5. In your opinion, how has online communication changed the way we obtain and read information?
Give examples.

6. How has it changed the way we maintain our relationships (e.g., friends, family, co-workers)? 
Give examples.

7. What social networking Internet tools have you used? (e.g., Facebook, MSN, Twitter, Skype)?
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Email Writing: Introduction

1 In a small group, discuss each statement. Provide three reasons to support and three reasons 
to refute each statement.

a. Email has changed the way I communicate with my friends.

b. Today email is more important than the telephone.

c. Email is the best way to send correspondence to friends and relatives.

d. Email causes misunderstandings. 

e. Email makes me spend too much time in front of my computer.

2 Survey your classmates on their email habits. In pairs, agree on survey questions and conduct 
your survey. You can use an Internet polling tool (e.g., Polleverywhere) to do this. Tally the results
and summarize your findings. Present your findings to the class.

3� Search the Internet for information about email etiquette (also referred to as netiquette). 
Create a list of Dos and Don’ts. Share your list with the class or post your list on the class wiki. 

Possible search terms: netiquette; email etiquette 

DOS DON’TS
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Email Messages: Being Clear

There are a number of things that make a message clear. For example: 

• Having an effective opening sentence that states what the message is about

• Presenting the ideas in the message logically and separating them (e.g., by paragraphs or bulleted lists) 
for easy reading

• Being concise

• Being correct (having no grammatical or spelling errors)

1 Look at the messages below. With a partner, answer the following questions.

1. What makes the first message unclear? Underline the items in the letter that readers may 
find confusing.

2. What makes the second email easier to read?

� Message 1

Dear Miss Jessica,

We had the meeting yesterday of the Project Management to discuss the way to move forward. Many
things were discussed about the project and we found some problems, but the problems we can solve
with some care and attention to the technical details. For example, how to make extra time for the
retrofit phase to comply with the codes necessary? We need your help. This decision we could not take 
at the meeting, and I believe we need your advice on the matter. Mahmud, Joanna and Walid attended
the meeting, in addition to myself. There are some other things that we discussed with great success,
such as all the final specifications for the collapsible ladder and finalization of the production floor 
plan safety features and equipment, which will to be very important. We hope you can provide us with
some guidance.

Yours, Daniel 
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� Message 2

Hello Jessica,

Here is a summary of the project management meeting yesterday that Mahmud, Joanna, Walid and 
I attended.

We were able to finalize the following issues:

• specifications for the collapsible ladder

• production floor plan

• safety features & equipment

However, we need your advice on how to build in extra time for the retrofit phase to comply with
applicable codes. We’re not sure how to move forward with this. Otherwise, everything else is on track.

Please let me know your availability to talk about this issue.

Daniel



External vs. Internal Emails

In companies, email is used to convey information externally (to customers/clients) and internally (to staff within
the company). When writing an external email, you are representing the company, so it is important that your
message sound professional. 

Internal emails may be less formal, but they still need to be carefully written. Some companies monitor messages
sent by employees. Emails can also be forwarded to others, so it is important not to write anything you wouldn’t
want others to read. Here are some general tips that apply to writing emails at work:

• Make sure the subject line clearly indicates what the message is about.

• Try to make your message concise and to the point.

• Use paragraphs and bullets to make your message easier and quicker to read.

• If you send an attachment, refer to it in your email.

• Always check your message for errors before sending it.

• If you are sending a sensitive message, read it carefully for tone to make sure you are conveying your 
intended message.

1 Write email messages for the situations below. 

�

2 Proofread and edit your work. Exchange your messages with a classmate for peer editing.

Situation 1

You would like to inform a customer (who is a contractor) that the shipment of ceramic tiles he ordered
last week will be delayed. You have known this customer for 10 years and have a good working
relationship with him. Write an email and include the following:

• inform him about the delay and give reasons

• ask if he might consider an alternative product

• describe a similar alternative that is available immediately (e.g., colour, size, material)

• apologize for any inconvenience

• end the message appropriately

Situation 2

You have received an email from your manager requesting a report on your monthly expenses. She would
like to meet with you on Monday to discuss the report. You have other important business to attend to
on Monday. Write an email in response and include the following:

• confirm that you received the request and attach your report

• give reasons for not being able to meet, and suggest an alternative meeting date (or offer to
rearrange your previous commitment if needed)

• end the message appropriately
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Email Messages: Putting It in Practice

1 Write email messages for each situation below. Your messages should be no longer than three
paragraphs in length. Decide who the messages will be sent to (and whether or not you need to cc
anyone), then compose your own content for the messages.

�

Situation 1

Situation 2

� Message

To: From:
Cc: Sent:
Subject: Request for an extension Attachment:

� Message

To: From:
Cc: Sent:
Subject: Retirement party Attachment:
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Memos

Memos are a form of internal business correspondence and are used to communicate anything from routine
information to proposals and reports. They are often only a few paragraphs in length, but can be much longer
depending on their purpose. Some typical uses of memos are:

• to inform staff about new or changed policies, procedures, organizational details

• to announce meetings and events

• to present decisions, directives, proposals or briefings

• to transmit internal documents 

• to report on work-related activities

1 Discuss the following questions in small groups.

1. How would you describe the tone of the message? 

2. How would you feel if you received a memo like this in your workplace?

3. How do you think an opening sentence stating the purpose of the memo could change its tone?
Write your own example of an opening statement. 

2� Search the Internet for tips on how to write effective memos. Use those tips to evaluate the memo above. 

Possible search terms: Tips for effective memos

Memorandum

To: All staff Re: Company policy

Internet usage

1. The Internet should be used for work-related purposes only. During work hours, use of the Internet for personal
activities is unacceptable. Personal use of the Internet during break times is permitted, provided that it does not
interfere with the duties of employees.

2. The Internet cannot be used to visit websites containing offensive or inappropriate material such as pornography
or information relating to criminal activities.

3. The company reserves the right to monitor server logs of websites accessed by employees.

Email usage

1. Email should be used for work-related purposes only. Personal use of email during break times is permitted,
provided that it does not interfere with the duties of employees.

2. Company email cannot be used to exchange proprietary information or any other confidential information about the
company unless authorized by management. 

3. Employees may not create or exchange messages that are offensive, threatening or obscene in nature. This
includes chain letters or other unsolicited messages.

This policy applies to all full- and part-time staff working for PPG Inc. Failure to comply with the above noted policy
may result in disciplinary action and/or immediate dismissal.
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Writing Memos: Putting It in Practice

1 Write a memo up to three paragraphs long for one of the following scenarios. Decide who the memo
should be sent to and what the subject of the message is. Add your own information to the body of
the memo.

�

2 Exchange your memo with a partner and use the checklist below to evaluate each other’s work.

Memo-writing checklist

The memo is written in the proper format (e.g., To, From, Date, Subject, etc.) �

The subject line clearly states the purpose of the memo �

The first sentence of the memo states the purpose �

The message of the memo is clear �

Attachments included with the memo are referred to in the body of the memo �

There are no grammar, spelling or punctuation errors �

Situation 1

You are the office manager and want to remind everyone to clean up after themselves in the lunchroom.
There was recently an infestation of cockroaches. The building has since been fumigated but you still
require the cooperation of staff to prevent a re-infestation. 

State the purpose of the memo, your reason(s) for sending it (i.e. the kind of behavior you have noticed)
and what actions you want taken. 

Situation 2

You are an administrative assistant. You want to tell 10 people about an upcoming computer training
seminar. You are attaching a brochure about the seminar from the presenter, but you also need to
inform them of the following:

• what the training is for

• who the presenter is, including a brief statement about his/her background

• where the training will be held, including the date and time

• whether or not parking is available

• whether or not lunch and/or any refreshments will be served 

Situation 3

Write a memo about a topic of your choice. Tell recipients the purpose of the memo, your reason(s) for
sending it and what action (if any) you want taken. Provide suggestions in your memo if appropriate.
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Writing Coherently

Clear writing involves paying attention to how each paragraph is structured, how sentences are linked to each other
(sentence cohesion), and how each paragraph contributes to the writer’s purpose. 

Paragraph structure: Each paragraph should have a single focus, usually stated in the first sentence of the
paragraph. Each sentence in the paragraph should include details that relate to the main idea or focus. 

Cohesion: Cohesion in writing refers to the connections within and between sentences that make the intended
meaning clear and easy to follow for the reader. Specific strategies (or devices) are used to convey the relationship
between ideas in our sentences. They include using transitional words and phrases (e.g., therefore, for instance,
so), repeating key words, and using reference words (e.g., this, it, them) that refer back to something already stated. 

1 Read the letter. Answer the questions below. 

1. What is the purpose of the letter? 

2. What is the purpose and main idea of each paragraph? 

3. In each paragraph, is each sentence related to the main idea? 

4. Within each paragraph, identify words that are used to connect or link information within a
sentence or from one sentence to another. 

Chief of Appeals, Tax Services Office

Re: Objection to 2007 reassessment

Dear Sir or Madam:

I am writing to object to my 2007 income tax return re-assessment. Yesterday, I received my 2008 Notice
of Assessment. It notified me that although I was granted a refund of $780, Canada Revenue Agency used
$730 of it to pay off the balance I owed from a 2007 re-assessment. I do not agree with the re-assessment.

Several months ago, I received a phone call from a CRA officer, who informed me that CRA was re-assessing
my 2007 income tax return. The officer said that the earnings I made from caring for my neighbour’s
daughter should have been listed on my tax return as employment income, but I listed them as occasional
earnings. She said that because those earnings are employment income, I should have made CPP
payments on those amounts. 

I do not agree that these care-giving earnings are employment income. I believe they are occasional earnings
for two reasons. First, it is not my regular employment. I am employed in a full-time position at Harlo
Industries. Second, I am taking care of my neighbour’s daughter as a favour. Because I have flexible work
hours, I was available to take care of her before and after school and I agreed to do so temporarily as a
favour to her. She insisted on paying me a small amount for this care.

Please review this objection. I am enclosing copies of my 2008 Notice of Assessment, my 2007 re-assessment,
my 2007 T4 slip from my employer, and receipts I provided to my neighbour for the care of her child in
2007. I would be pleased to discuss this matter with you. 

Sincerely,
Janika Eldo
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Writing Coherently (Cont.)

2� Search the Internet for tips on writing coherently. Choose one tip you want to work on. Share this
tip with the class. 

Possible search terms: cohesive writing; clear writing; coherent writing

3 The letter below contains some information that is not relevant. Underline that information and
compare with a classmate.

4 Rewrite the letter. Include short clear paragraphs that provide only the necessary details. Make
sure your letter is coherent. State the purpose of your letter in the opening paragraph. Provide
relevant details in the middle paragraphs. In the final paragraph, request action and include
closing remarks. 

Samba Airline
5555 Airport Rd.
Ottawa, ON
K2T 9V6
Attention: Customer Service

Dear Sir/Madam:

Last December, my husband and I planned a trip to Cuba to celebrate our tenth wedding
anniversary. This was our first trip overseas since we came to Canada eight years ago and
we were very excited about it. We made all the arrangements through Niko Travel agency in
Ottawa and our flight was with your airline.

When we got to the airport on January 12th, we checked our two suitcases. We also had two
pieces of carry-on luggage with us – my husband’s laptop and my overnight bag. The flight was
great and we have no complaints about the service on the plane. Everyone was very friendly
and helpful to us. But the problem was that when we arrived in Cuba, we found out that one
of the bags we had checked at the airport in Ottawa was missing. We were very upset because
this suitcase contained all of my husband’s clothes and other personal belongings. I am requesting
that you reimburse us for the cost of a new suitcase and the clothing we had to purchase to
replace what was lost by your airline. I am enclosing all of the receipts for the items we
purchased. Your immediate attention to this matter would be very much appreciated.

We reported the missing bag to your airline representative at the airport in Cuba and she told
us she would get in touch with us if the bag turned up. After a few days in Cuba and still no
suitcase, my husband and I had to go shopping and buy all new clothes for him to wear.
Three weeks have now passed and we still do not have the suitcase.

Sincerely,
Tina Lopez
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Level of Formality

How formal or informal a business message should be depends on several factors, for example: your relationship to
the reader, the purpose of the message, the type of correspondence and the business writing norms of the company
you are writing to or for. 

Achieving the right level of formality can be a challenge. If your message is too formal for the situation and the
reader, you may come across as overly serious or distant. If the message is too informal, the reader may think 
you are unprofessional. 

1 Look at the messages below. What makes them formal or informal? Are they appropriate for the
audience and the situation? Why?

2 Rewrite the messages using the appropriate degree of formality.

Memo

To: Management Staff
From: Tammy Saunders (Director)
Date: March 16th, 2010
Subject: Fire Safety Training

LMN Inc. places great importance on the periodic assessment of the emergency preparedness of
all staff to ensure they understand the procedures to follow upon discovery of a fire on the
premises. Our most recent fire drill indicated that many staff members were unclear about these
procedures. In the event of an actual fire, this could prove to be life-endangering. As such, I am
requesting that all management staff review the fire drill procedures with their subordinates so
that everyone is clear on how to conduct themselves during a drill. 

Dear Ms. Dolma:

We got your letter asking us to cancel your long distance plan on December 3, 2009. Sorry but
we are going to have to charge you a penalty fee of $300 if you cancel this service before
January 10, 2011 because you’re locked into a three-year contract with us. I’m sending you a
copy of the original contract so that you can have a look at it. 

If you still don’t want the service, just send a cheque for $300 and I’m sure the customer
service department will have no problem cancelling your contract. 

Cheers,
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Complaint Letters

When writing a letter of complaint:

• explain the reason for your complaint and include relevant details

• tell the reader how you are expecting him/her to resolve the issue

• state why you think your request should be granted 

When responding to a letter of complaint:

• begin by acknowledging that the letter of complaint was received, and include the date. You can use phrases
like: Thank you for your letter dated …, or This is in response to your letter of complaint dated … or I am
responding to your letter of complaint dated …

• summarize the nature of the complaint as you understand it 

• if appropriate, include a statement of apology. For example: We apologize for the problems you had with … or
We are very sorry that …

• include an explanation of how you have solved (or will solve) the problem in the body of the letter. For
example: I have asked the salesperson to refund your money as soon as possible.

1 Write a letter of complaint for one of the situations below. Exchange your letter with a partner and
write a response to his/her letter. 

�

Situation 1

Complaint

You have been having problems with your cable TV service. You called the company and asked them
to send a technician to look at it. The technician did not arrive at the scheduled time, and when he did
arrive two hours late, he said he could not do the repair. Write a letter of complaint. Include all relevant
details. State what you think should be done about the situation. 

Response

You are employed in the customer service department of a cable TV company. You have received 
a complaint from a customer. Respond to the complaint.

Situation 2

Complaint

You would like to cancel a magazine subscription that you have had for the last three years. You called
the subscription department and told them to cancel the subscription, but they did not. You have a
charge on your credit card statement for the renewal.

Response

You work for a magazine publishing company. You have received a letter of complaint from one of your
subscribers. Respond to the complaint. Write a letter to the customer apologizing for the mistake and
telling him/her how you will solve the problem.
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Grammar in Context: Articles

1 Fill in the blanks with definite or indefinite articles (the, a, or an). If no article is needed, put 
in the blank.

2 Write a letter in response to the complaint. Proofread your letter and exchange with a partner 
for peer-editing.

3� Search the Internet for activities or instructions about the use of articles. Review three websites
that offer practice activities. Choose your favourite website and in small groups, present reasons
you like it.

Possible search terms: grammar + articles practice; articles + exercises

Dear Mr. Lipias:

I am writing to express my dissatisfaction with summer camp program at Caukley
Recreation Center this year. My daughter first attended this camp about four years ago and
loved it! children did a lot of fun activities and my daughter had wonderful time.
However, in last two years I have seen program at Caukley slowly deteriorate.

My first complaint is about swimming schedule. camp offers two hours of swimming
three or four times a week. It seems that on most days, that time period is shortened by
sometimes as much as half an hour as form of punishment because some children are
misbehaving. All of children are made to sit against the wall in pool area for 30
minutes while counsellors are in pool having fun themselves. This is completely
unacceptable. 

I am also unhappy with programming offered at camp this year. In previous years,
children did lot of arts and crafts. During four weeks that my daughter spent at
camp this year, she only did art once when someone from outside organization came
to Caukley. 

And my final complaint involves behaviour of one of counsellors named Sandy. My
daughter told me that this particular counsellor was going through children’s lunches
looking for leftover snacks in afternoon because she was hungry. My daughter said
that counsellor went into her bag without asking her permission. This is extremely
unprofessional behaviour.

I am very unhappy with Caukley camp this year and I would like to have my money
refunded. I trust you will give this matter your immediate attention and I look forward to
hearing from you soon.

Sincerely, 

o
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Request Letters

There are a number of instances where you may need to write a letter of request: to ask a former instructor for a
reference letter; to get information from a company; or to ask for someone’s help in solving a problem. Here are
some things to keep in mind when writing a letter of request:

• A request can be an imposition, so it is important to be courteous.

• If needed, introduce yourself and remind the reader of your connection.

• Make the request clearly and directly, and explain why you are making it.

• Keep your message brief.

• Ask the person to contact you if they have questions.

• Thank the person at the end of the message for taking the time to consider your request.

1 Read the following letters of request and answer the questions below.

1. What is the request in each letter?

2. In each letter, how is the request expressed? Describe the differences in these expressions of request. 

3. What information that supports the request is included in each letter?

4. What is the tone of each letter?

2 Write a letter to your landlord making a request. Use details from your personal experience or make
up the details to include in your letter. 

Dear Ms. Rusza:

I was a student in your Marketing 101 course
this past year and was wondering if you could
kindly write a letter of reference for me. 

I am planning to apply for a summer position
in a marketing firm and I have been asked
to provide reference letters before they will
consider my application.

Please feel free to contact me if you have
any questions or concerns. I can be reached
at 555-345-9876 or by email at
Julie@email.ca.

Thank you for considering this request. I look
forward to hearing from you.

Sincerely,

Deari Mr. Chung:

Our records show an outstanding balance on
your account dating back to October 27, 2010.
Your October invoice was for $823.93 and
we have yet to receive payment for this amount.
Please find a copy of the invoice enclosed.

If this amount has already been paid,
please disregard this notice. Otherwise,
please forward the amount owed in full 
by December 1, 2010. As our contract
indicates, payment is due within 30 days of
receipt of the invoice, and we begin charging
18% interest for any outstanding balance
after 60 days.

Thank you in advance for your cooperation. 

Sincerely,
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Making Requests: Ontario Works

Ontario Works (OW) has a number of additional benefits for OW clients who qualify for them. One such benefit is
called the Community Start-Up and Maintenance Benefit (CSUMB). This is money given to OW clients to help pay
for expenses related to setting up or moving to a new home. The money can also be used to help people stay in
their homes if they have expenses they are not able to cover. 

1� Read the online pamphlet about the Community Start-Up and Maintenance Benefit on the
CLEONet website at www.cleonet.ca/resources < Social Assistance and Pensions. Scan the list 
for the title of the pamphlet. Answer the following questions.

1. Who is eligible for the benefit? 2. What payments does a CSUMB cover?

3. How much can you receive? 4. How often can you get the benefit?

2 Read the following situation. Answer the questions that follow.

�

1. Why do you think Pina’s request was denied? 2. What can Pina do now?

3. How much time does she have to do it?

3 It has been 15 days since Pina received the initial letter from Social Services saying that she was
not eligible for the CSUMB. Imagine you are Pina and write a letter to request an internal review.
Your letter should follow standard business letter format and include: 

• your case identification number (which is your date of birth)

• the date of the rejection letter

• your reasons for requesting the review 

• acknowledgement that you are late in requesting the review

• your reason for being late

Situation

Pina Silvera is a single mother with three small children aged two to seven. She lives in a small 
two-bedroom basement apartment that she moved into a year ago after leaving an abusive relationship.
At that time, she received $1,300 from the Community Start Up and Maintenance Benefit program to
pay for her moving expenses. 

Six months ago her basement apartment flooded after a severe rainstorm. The landlord hired a
professional crew to clean the place, but Pina feels they didn’t do a very good job. One of her children
is constantly ill and Pina suspects that mould behind the drywall is causing it. She wants to move to 
a new apartment. She spoke to her case worker about getting the benefit again, but her request was
denied. Pina disagrees with the decision.
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Writting Letters: Putting It in Practice

1 Write a letter up to four paragraphs in length for one of the following scenarios. Proofread and edit
your letter.

�

Situation 1

Write a letter to someone who works in your profession (whom you have never met) asking them to
mentor you. 

• Provide necessary information: your background and experience, how you think this person can 
help you, specific things you want the person to help you with (e.g., putting a résumé together).

• Ask the person to contact you if they have questions or concerns. 

• Thank the person for taking the time to consider your request. 

Situation 2

You are unhappy with a grade you received for a university course assignment. You spoke to the
professor who marked your assignment. The professor insists the grade is accurate. You would like 
an independent review of your assignment.

Write a letter to the Chair of the Department. In your letter of request: 

• Introduce yourself and state your request.

• Give reasons why are making the request.

• Ask the reader to contact you if he/she has any questions or concerns.

• Thank the reader for taking the time to consider your request.

Situation 3

Write a letter of request or complaint about a topic of your choice. In your letter:

• State the nature of the request/complaint.

• Provide all necessary details. 

• Say what action you want taken.

• Ask the reader to contact you if he/she has any questions or concerns.
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Workplace Reports

Here are some things to keep in mind when writing workplace reports:

• Before you begin writing, clarify the purpose of the report and who your audience is

• Structure the information in the report so that it addresses its purpose 

• Write with the audience in mind. Use the appropriate degree of formality, and include the information the
audience needs

• Make the report easy to follow by using headings and bullets

• Make sure there are no spelling, punctuation or grammatical errors

1� There are two standard types of workplace reports: information and analytical. Search the Internet
for information about one of them. 

�

2 You are about to read a workplace report. Look at the cover page
(below) of the report and answer the questions. Then read the report
on the next page and see if your predictions are accurate.

1. What do you think the purpose of this report is?

2. Who do you think the report is for?

Student A

Search the Internet for information about writing effective analytical reports. Create a list of tips. Share
your findings with your partner and compare similarities and differences between information and
analytical reports.

Possible search term: writing analytical reports

Student B

Search the Internet for information about writing effective information reports. Create a list of tips.
Share your findings with your partner and compare similarities and differences between information and
analytical reports.

Possible search term: writing information reports
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Workplace Reports (Cont.) 

MEMO

To: Hanna Coleman (Director)
From: Beryl Johnson
Date: March 26, 2010
Re: Recruitment Trip: Taiwan, South Korea, China

From February 23 to March 14, 2010, I visited Taiwan, South Korea and China. This was my first visit to
these countries. The purpose of this three-week trip was twofold: to recruit students wanting to improve
their English language skills and to promote Ontario Language School’s programs to potential partners in
Taiwan, South Korea and China. Overall, the trip was very productive. Recruitment agents in all three
countries were very welcoming and indicated that they would appreciate future visits from the Ontario
Language School.

Contact statistics

High Schools

Schools visited: 24

Number of students: 460

Public Fairs

Education Recruitment Fairs: 2 (Taipei and Seoul)

Number of direct contacts with students/parents: 550

Overview of Asia as a recruitment market

Taiwan: According to International Trade Canada, Canada is among the most attractive destinations for
Taiwanese students after the United States because of the quality education system, a perception of
safety, competitive costs and Canada’s less-restrictive visa policies. Taiwanese parents see learning
English as a way of ensuring their children have a competitive edge in the future job market. They prefer
sending their children abroad because of the prestige of having studied in an English-speaking country.

South Korea: In Korea, studying abroad is considered an integral part of one’s education and its value in
preparing people for a global economy is highly regarded. Each year, about 150,000–180,000 students
leave Korea to pursue studies in English-speaking countries. This number increases steadily year after
year. Canada ranked second overall in 2009 (behind the U.S.) as a recognized destination. 

Korean parents are willing to make sacrifices in order to ensure the best education for their children. The
highly competitive education system in Korea is driving demand for foreign education at all levels.
International Trade Canada reports that Korean families are willing to pay high fees and even move
abroad to ensure their children have the best educational opportunities.

In Korea, more so than the other two countries, importance is placed on name-brand schools. While the
Ontario Language School was recognized as a quality school, repeat visits are needed to increase
awareness of our programs.
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Workplace Reports (Cont.) 

China: China is currently experiencing a booming economy. There is an increase in personal income and
a growing number of students are considering studying abroad. However, one drawback is that some
Chinese students have difficulty getting visas to come to Canada just to study English.\

School visits

I visited a total of 24 schools in all three countries. A typical day comprised visits to two or three schools
at which I gave a formal presentation on Ontario Language School to prospective students and school
counsellors, then answered questions. The number of students I spoke with at each school varied from
just a couple (at the top schools in Korea) to the entire graduating class of more than 100 students at
one school in Korea and several schools in China. A number of students in Korea expressed an interest in
computer-assisted language learning, which Ontario Language School does not offer at this time.

Many of the schools were outside the city center and required lengthy travel by bus or train. I spent a lot
of time spent on logistics, figuring out how to get to and from the schools. Fortunately, the concierges at
the hotels I stayed at assisted me by writing directions in Korean or Chinese and deciphering train and
bus schedules. In Shanghai, I was able to arrange for a driver. This was inexpensive and made travel
much easier. 

Education fairs

The Taipei fair was held over two days – a Saturday and Sunday. In total the Ontario Language School
booth attracted approximately 200 students and parents. In total, I spent over 14 hours at this event.
Targeted information sessions, such as the two-hour sessions in Shanghai, proved to be much more cost-
effective and attracted a relatively larger audience.

Seoul was a one-day event. Unfortunately the event was not well-marketed (schools were not contacted
directly about our participation). As a result, there were far fewer enquiries.

Promotional material

For school visits I brought copies of Private Languages’ brochures and magnets. I also distributed our
course calendar to people who requested it.

At the education fairs I had a flyer outlining the Institute’s history and achievements translated into the
dominant language (Chinese and Korean). I also distributed business cards with my name in English on
one side and in Chinese on the other wherever I went. These two items impressed many of the students
and parents I met. 

Recommendations

1. Make China the primary focus of recruitment since it has a huge market of potential students and
growing income levels.
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Workplace Reports (Cont.) 

3 Write the correct letter on each line to match the words on the left with their meanings. With a
partner, take turns using each word/phrase in a sentence.

1. competitive costs a. Necessary part of something

2. competitive edge b. Staff that provide assistance to guests in a hotel

3. integral c. By comparison to something else

4. booming (economy) d. Have an advantage over a competitor

5. concierges e. Figuring something out; de-coding something

6. decipher f. Most common, most widely used

7. relatively g. Prices that are lower than the competition

8. dominant (language) h. Doing well

4 Write three additional recommendations to complete the report above. Provide supporting details
for each recommendation.
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Common Errors in Business Writing

Business correspondence should always be proofread for grammar, spelling, punctuation or word choice errors. It is
also a good idea to read the first draft of your correspondence for tone, style and degree of formality to check that
your writing conveys your intended message.

1 The following are some examples of common errors in business writing. With a partner, discuss how
to change each sentence so that it is correct.

2� Search the Internet for other common business writing errors. Choose the errors you commonly
make in your business writing. Read about ways to avoid those mistakes. 

Possible search terms: common errors in business writing

Sentence structure

• Incomplete sentences e.g., Because he wasn’t at work that day.

• Run-on sentences e.g., The meeting was adjourned we all left right after that.

• Comma splices e.g., Julie presented the layout to the clients, they liked it.

Spelling and punctuation

• Errors using capitals e.g., She works in the ford building.

• Incorrect punctuation e.g., Dont use the photocopier.

• Spelling mistakes e.g., Puntuality is very important.

Grammar

• Incorrect use of verb forms e.g., I seen the client yesterday.

• Incorrect subject-verb agreement e.g., Every manager and employee in the company agree 
with the decision.

• Improper use of transitions e.g., The meeting was long although the team talked a lot.

• Pronoun references that are unclear e.g., Sam went to the manager’s office to pick up 
his report.

• Improper use of articles e.g., They discussed advantages and disadvantages 
of the proposal.

• Incorrect use of subject/object pronouns e.g., The boss gave a raise to Julia and I.

Word choice

• Incorrect use of similar words e.g., Their very concerned about how the layoffs will 
effect there morale. 

Improper tone, style or level of formality

• Use of informal style or casual language e.g., He’s really ticked off that people continue 
that is not appropriate in business writing to come late.
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3 The following report has 12 errors. Underline the errors. With a partner, identify the type of error
and correct it. 

Background

On July 17, 2010 one of the warehouse workers at NBR packaging fell off a step ladder while
loading heavy boxes into an eight-foot high storage unit he sustained numerous injuries
including several broken bones. However, this incident follows other similar incidents where
workers have suffered minor injuries using ladders in our various warehouses. 

As a member of the Health and Safety Committee for NBR, I was asked to look into the
possible causes of these accidents and provide recommendations on how you guys can stop
them from happening in the future. This report is based on my observations of how ladders
were being used in our three warehouses over a 10-week period from April to June 2010. Me
and the workers also met to talk about what I observed.

Observations

I observed several unsafe practices involving: the step ladders and extension ladders in the
three warehouses.

• Their were several instances where step ladders was used in a folded position and leaning
against a wall because there was no extension ladder available.

• At times when people were using extension ladders, they were not far enough away from
the wall to be in a safe position.

• Workers were standing on the rear part of step ladders rather than on the front steps which
is also unsafe.

• In one instance, a worker places an extension ladder in front of a door without blocking
the door before climbing the ladder. 

• Some of the ladders in the warehouse are old and are no longer in good condition.

Recommendations

I would recomend that the following actions be taken:

• Create an information sheet with tips on the proper use of ladders to be distributed to all
warehouse staff.

• Provide safety training for staff on a regular basis.

• Replace some of the ladders with new ones that are longer and have safety grips on the
bottom. 

• Consider investing in rolling safety ladders which are safer than step ladders and extension
ladders. Rolling safety ladders they may be costly but they are worth the investment if
accidents and injuries are minimized in the future.
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Report Writing: Putting It in Practice

1 Select one of the situations below and write a report. Your report should be up to four 
paragraphs long. 

�

Situation 1

Imagine you work for a settlement agency in your city or town, and you have been asked to research and
report on information about services available in your community. 

Before writing the report:
• Brainstorm the types of services you think can address the needs of newcomers (e.g., subsidized

daycare centers, ESL/LINC classes, walk-in clinics and other medical services, employment centers,
recreation facilities with programs for youth or seniors, career counselling services for women).

• Using the Internet, research the services that you would like to write about. Take notes on the most
important information. Decide which information you will include in your report.

While writing your report:
• Draft an outline, including three parts (introduction, body and conclusions). 

• Write the content of your report. Format the information so it is easy to read (e.g., you can use
tables, columns, bulleted lists). Write three or four paragraphs. 

• Edit your report and submit it for assessment.

Situation 2

The company you work for would like to replace 12 outdated computers for the office staff. A budget of
$15,000 has been allocated for this purpose. Your boss has asked you to research different options and
present a report with your recommendations. 

Before writing the report: 
• Research information about three different brands that are priced within your budget.

When writing the report:
• Clarify the purpose of the report in your opening statement.

• Use headings and bullets to highlight key details.

• Make sure your report contains facts and details about the three options as well as your reasons 
for recommending a particular brand.

After you have written the report:
• Proofread it to make sure there are no spelling, punctuation or grammatical errors.
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This section includes activities that can help learners develop the skills and background knowledge they need to
write email messages, memos, formal letters and workplace reports. These skills include: determining appropriate
ways of communicating, using an appropriate tone, stating the purpose of a message, writing supporting details,
and using standard formats. You can also use the activities in this chapter to practise preparing an outline for
a report, memo or letter, writing a first draft, and proofreading or editing.

The activities have been guided by the CLB performance conditions relating to LINC 7. If you want to develop
your own activities for business writing, consider the CLB performance conditions for business/service messages
and presenting information:

Performance Conditions

• Messages are two or three paragraph long

• Information presented in writing is three or four paragraphs long on non-personal, abstract but familiar
topics and issues

• Topics are of immediate, everyday relevance

You can use all or some of the activities in the order 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: Unit 3: Notes, Memos and Email Messages; 
Unit 4: Formal Letters and Reports.

Some of the activities in this chapter are followed by Putting It in Practice tasks. These tasks allow learners to
demonstrate their knowledge and skills in a communication task. They can be used for formative assessment
of learner progress.

� p. 205 | Introduction to Business Writing

Introduces the topic of business writing and serves as a needs assessment tool to determine the focus of instruction

You can have learners discuss the questions in small groups, then have a class discussion about learners’
interests as they relate to business writing.

Extend the Activity: Have learners read the culture note and discuss other strategies for finding out about
workplace business writing norms (e.g., asking a co-worker to check correspondence before it goes out,
finding out what the expectations are from a supervisor, etc.).

� p. 206 | Communicating Online

Introduces the topic of communicating by email

1 You could introduce the topic of online communication by asking learners how they think the Internet
has changed the way people communicate and how they think online communication will evolve in the
future. After learners read the article, you can have them complete the vocabulary activity on their own,
or assign words to specific learners and ask them to share the meanings with others in the class.

3 Answers

1. Take something for granted: Assume/accept something to be true

2. Come into play: To become an important factor in something

3. Think on your feet: Act/react quickly and instinctively
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Answers (continued)

4. Trial and error: Experimenting, making mistakes and learning from those mistakes until you achieve
a satisfactory outcome

4 Possible Answers

1. The fast-paced environment of online communication is more closely related to speaking than 
to writing.

2. A message can be conveyed quickly online. A lot of formal writing conventions are eliminated in
the fast-paced environment of online communication.

3. Online communication allows us to translate our thoughts and emotions quickly and effectively
from our minds to the screen almost as quickly as speaking.

4. Punctuation and grammar, as well as other prescriptions of formal writing, get lost in email because
messages are sent quickly. Capitalization becomes unimportant. People use slang and abbreviations.

5. We have instant access to vast amounts of information; we can instantly communicate with others.

� p. 208 | Email Writing: Introduction

A warm-up activity to introduce email writing

2 Have learners conduct a class survey about email use. They can brainstorm a list of questions in small
groups, with each group presenting their questions to the class. As a class, learners can agree on six
survey questions that can be used by everyone. Learners conduct the survey and tally the results.

Possible Survey Questions

1. Do you have an email account?

2. How often do you check your email inbox?

3. How many email messages do you receive every day?

4. How many emails do you send in an average week?

5. How quickly do you respond to email?

6. Do you ever use emoticons in your messages?

7. Do you prefer email or the telephone? Explain.

3 Ask learners to locate and read online information on netiquette. They can summarize their findings in
the table and share them with the class. They can also compile a common list of dos and don’ts for the
class and post it on the board for future reference.

� p. 209 | Email Messages: Being Clear

Provides practice identifying and correcting writing that is unclear

1 Possible Answers

1. The first message is not clearly written. It is very wordy. It contains grammatical errors (e.g., But the
problems we can solve with some care …).

2. The second message is easier to read. The message is clear and concise. There are no errors. It separates
information into paragraphs. It contains a bulleted list of important points.
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� p. 210 | External vs. Internal Emails

Provides practice writing internal and external email messages

� p. 211 | Email Messages: Putting It in Practice

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

1 Have learners write one- or two-paragraph email messages for each of the situations provided.
Encourage them to proofread their email messages when they are done. You could have learners 
peer edit each other’s work and provide feedback.

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

� p. 212 | Memos

Introduces workplace memos and how tone can be conveyed

1 You can use the memo to discuss the tone and purpose. Elicit learners’ impressions of the memo. It is
grammatically correct with proper punctuation and spelling, but learners may have different opinions
about its tone. The tone is formal, impersonal and seems somewhat stern. There may be reasons for using
this tone, especially when writing about policies. However, you can discuss the effect of tone on the
reader, identify the words and grammatical structures that convey this tone, and discuss some strategies
for softening the tone (e.g., providing a purpose statement, or prefacing statements with “please”).

Possible Answers

3. It has come to management’s attention that the Internet and email are being used by staff for purposes
that management considers unacceptable. The following policy outlines how the Internet and email
should be used at PPG Inc.

Extend the Activity: Learners can search the Internet for clear explanations and examples of how tone
is conveyed in business messages. Possible search terms: tone + business writing.

� CLB 7-III: Convey business messages as written notes to pass on routine information, make
requests, or respond to recommendations and warnings.

Sample Assessment Criteria

Holistic: � The purpose of the message is achieved

Analytic: � The learner uses the appropriate degree of formality

� The learner uses clear and concise sentences

� Provides adequate details relevant to the message

� The learner uses grammar structures correctly, (e.g., verb tenses, articles, subject-verb
agreement, indirect questions, etc.)

� The learner uses correct punctuation, capitalization and spelling

� Uses correct punctuation, capitalization and spelling
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2 Have learners search the Internet for tips on writing effective memos. They can compile a general list of tips
for a class discussion. They can use the list of tips to evaluate the sample memo and their own memos
(e.g., for the Putting It in Practice task).

Possible Answers

When learners evaluate the memo, they may notice that it does not include the date and sender, 
the subject of the memo is not clearly stated (“Company policy” is too vague), and the memo is
missing an introduction that states what the memo is about and why it is being sent.

� p. 213 | Writing Memos: Putting It in Practice

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

1 Have learners write a one- or two-paragraph memo for one of the situations provided. Encourage them to
proofread their memos when they are done. You could have learners peer edit each other’s work using
the memo-writing checklist and provide feedback.

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

� p. 214 | Writing Coherently

Provides an introduction to elements of coherent writing

1 Learners use the sample letter to identify the structure of the letter, the main idea of each paragraph and
the cohesive devices used in sentences.

Answers

1. To object to the 2007 income tax re-assessment

2. Par 1: main idea: I object to my 2007 income tax return re-assessment.

Par 2: main idea: phone call from a CRA officer

� CLB 8-III: Convey business messages as written notes, memoranda, letters of request, or work
record log entries to indicate a problem, request a change, or request information.

Sample Assessment Criteria

Holistic: � The purpose of the memo is achieved

Analytic: � Conveys essential information to the reader

� Clearly states the purpose of the memo

� Uses the appropriate degree of formality

� Uses clear and concise sentences

� Uses grammar structures correctly, e.g., verb tenses, articles, subject-verb agreement,
indirect questions, etc.

� Uses correct punctuation, capitalization and spelling
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Answers (continued)

Par 3: main idea: I do not agree with the re-assessment

Par 4: States request (please review this objection).

3. Yes.

4. Par.1: although, it, this

Par 2: but, because, who, them, those, those

Par 3: First, Second, Because, these they

3 Point out to learners that this letter is not an affective business letter for two key reasons: it includes
irrelevant information, and the purpose of the letter (and of each paragraph) is not clearly stated.

Answers (Irrelevant information)

Paragraph 1:

• Trip planned to celebrate 10th wedding anniversary

• This was their first trip overseas

• They came to Canada eight years ago

• They were excited about the trip

• Travel arrangements made through Niko Travel agency

Paragraph 2:

• Information about carry-on luggage

• Details about how enjoyable the flight was

Extend the Activity: Have learners practise writing concisely and coherently by writing a letter about a
similar situation.

� p. 216 | Level of Formality

Provides practice using the appropriate level of formality in business writing

Extend the Activity: Have learners search the Internet for explanations and online practice with formal
and informal language. Possible search terms: formal and informal language practice activities

� p. 217 | Complaint Letters

Provides practice writing complaint letters and responses to the complaint

Extend the Activity: Have learners search the Internet for sample letters of complaint and then analyze
the language used. Possible search term: complaint letters samples
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� p. 218 | Grammar in Context: Articles

1 Answers (underlined)

Dear Mr. Lipias:

I am writing to express my dissatisfaction with the summer camp program at the or � Caukley Recreation
Centre this year. My daughter first attended this camp about four years ago and loved it! The children
did a lot of fun activities and my daughter had a wonderful time. However, in the last two years I have
seen the program at Caukley slowly deteriorate.

My first complaint is about the swimming schedule. The camp offers two hours of swimming time three
or four times a week. It seems that on most days, that time period is shortened by sometimes as long as
half an hour as a form of punishment because some children are talking. All of the children are made to
sit against the wall in the pool area for 30 minutes while the counsellors are in the pool having fun
themselves. I find this completely unacceptable.

I am also unhappy with the programming offered at the camp this year. In previous years, children did
a lot of arts and crafts. During the four weeks that my daughter spent at camp this year, she only did �
art once when someone from an outside organization came to Caukley.

And my final complaint involves the behaviour of one of the counsellors named Sandy. My daughter
told me that this particular counsellor was going through the children’s lunches looking for � leftover
snacks in the afternoon because she was hungry. My daughter said that the counsellor went into her
bag without asking her permission. This is extremely unprofessional behaviour.

I am very unhappy with � Caukley camp this year and I would like to have my money refunded. I trust
you will give this matter your immediate attention and I look forward to hearing from you soon.

Sincerely,

2 Learners write a response to the letter of complaint. They can use the Letter Writing Checklist (in Business
Writing LINC 5) to check their work before they give it to a partner to proofread.

� p. 219 | Request Letters

Provides practice writing letters of request

Extend the Activity: Have learners search the Internet for sample letters of request and then analyze the
language used. Possible search term: sample request letter

� p. 220 | Making Requests: Ontario Works

Provides practice writing request letters; provides background information about a supplementary Ontario Works benefit

1 Have learners find the Community Legal Education Ontario (CLEO) online pamphlet and refer to it to answer
the questions. You could provide the website address, or have learners find the webpage through an Internet
search using these instructions: Go to the CLEONet website at www.cleonet.ca/resources > Social Assistance
and Pensions > Community Start-Up and Maintenance Benefit. Then click on the link to the PDF document.
(Note: The symbol > means click on or select)

Search the Internet for the CLEO website homepage using the search term CLEO Ontario. Then click on
Publications. Then click on Publications Online. Then click on Social Assistance.
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Answers

1. People who are on Ontario Works (OW) or Ontario Disability Support Program (ODSP) and are in one
of the following situations: a) they are leaving an institution that provided for their basic needs and
shelter; b) they have been evicted or their landlord is beginning the eviction process; c) they have
received a final demand for a mortgage payment; d) one of their utilities is about to be cut off unless
they make a payment (or has already been cut off); e) they need to move because it would be harmful
to stay.

2. The benefit can help pay for things you need to set up a new home or stay in the home you live
in now. It can cover costs such as household goods, moving costs, rent you owe, last month’s rent,
late utility payments.

3. You can get up to $1500 (up to $799 if you have no dependent children).

4. You can get the benefit once every 24 months (unless there are exceptional circumstances or you
did not receive the maximum the last time you received the benefit).

2 Answers

1. Pina’s request was probably denied because she had already received money a year ago. A person
can only apply for the benefit once every 24 months.

2. She can appeal the decision.

3. She has 10 days to appeal the decision.

3 Ask learners to write a letter of request for Pina. Since the letter is dated 15 days after the denial letter,
they will need to include a reason why the request letter is late. Elicit from learners what a good excuse
might be. A valid excuse might be that she was in the hospital, or that there was a death in the family.

Encourage learners to proofread their letters when they are finished. They can exchange their letters with
a partner for peer-editing.

Extend the Activity: Ask learners to write letters to request appeals to decisions for other situations
(e.g., Canada Revenue Agency decision, EI benefits being denied, a Children’s Aid Society (CAS)
decision, an appeal to the Landlord and Tenant Board Tribunal). Learners would need to research
information about the appeals procedures for the specific agency (e.g., CAS) before writing the letter.

� p. 221 | Writing Letters: Putting It in Practice

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

1 Learners select one of the situations and write either a letter of request or a complaint letter.
Alternatively, they could write a letter about a topic of their choice. Learners can use the Letter 
Editing Checklist (in Business Writing LINC 5) to review their letter.

This task can be used for formative assessment. The results of the assessment can help you and learners
determine what still needs to be worked on. The task relates to the CLB competency below. You can use
the sample assessment criteria provided or develop your own based on what you have taught. Learners can
use the same criteria for self-assessment. For more information on how to assess learner progress, see the
LINC 5–7 Curriculum Guidelines, pp. 37–45.
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� p. 222 | Workplace Reports

Provides background information about workplace reports

1 You could begin this activity by eliciting from learners examples of the kinds (and purposes) of workplace
reports that may be expected in specific occupations. Then have learners research information about
different types of reports and present their findings to a partner. They could print sample reports and analyze
their format, level of formality, length and purpose.

3 Answers

1. g competitive costs 5. b concierge

2. d competitive edge 6. e decipher

3. a integral 7. c relatively speaking

4. h booming (economy) 8. f dominant (language)

4 Possible Recommendations

1. Make China the primary focus (bigger market, growing income levels)

2. Use promotional materials translated in Chinese and Korean when traveling in this region

3. Use targeted promotion instead of attending fairs

4. Hire drivers for school visits

5. Only stay at hotels that offer concierge service

6. Travel with a translator

7. Do more research on schools to target in China

Extend the Activity: Have learners locate sample memos and reports written by Ontario first-year college
students from the Ontario College Writing Exemplars accessible at www.hol.on.ca. Each writing sample has
evaluative comments about the strengths and weaknesses of the memo or report. They can analyze the
samples, and compare the evaluative comments on those rated at a level 1 (considered a pass, but at a low
level) and level 4 (highest rating).

� CLB 8-III:  Convey business messages as written notes, memoranda, letters of request (…) to
indicate a problem, request a change, or to request information.

Sample Assessment Criteria

Holistic: � The purpose of the letter is achieved

Analytic: � Clearly states the purpose of the message

� Uses the appropriate degree of formality 

� Uses clear and concise sentences

� Provides adequate details relevant to the message

� Clearly states whether or not the reader should do anything

� Uses grammar correctly (e.g., verb tenses, articles or any grammar item taught in class)

� Follows a letter format

� Completes all sections of a letter accurately and correctly

� Uses correct punctuation, capitalization and spelling
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� p. 226 | Common Errors in Business Writing

Provides information about common business-writing errors

1 Learners can discuss the errors in pairs and rewrite the sentences individually.

Extend the Activity: Have a class discussion about the types of errors learners typically make. 
These errors could be the focus of more in-depth instruction.

2 Learners can research other common errors in business writing. The class could compile a list of common
errors that could be used when learners edit their own writing.

Extend the Activity: Give learners written passages with different types of errors and have learners
correct them. Alternatively, the class could analyze samples of learners’ writing for errors.

3 Answers

� p. 228 | Report Writing: Putting It in Practice

Provides an opportunity for learners to demonstrate their knowledge and skills in writing a report

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

Error Type of Error Correction

NBR packaging Capitalization NBR Packaging

… he sustained numerous injuries
including several broken bones.

Run-on sentence He sustained numerous injuries
including several broken bones.

However Improper use of transitions No transition needed

on how you guys can stop them
from happening in the future.

Use of informal style that is 
not appropriate

… on how we can prevent this
from happening in the future.

Me and the workers Incorrect use of subject/
object pronouns

The workers and I …

involving: the step ladders Incorrect punctuation No colon necessary

Their … Incorrect use of similar words There …

Where step ladders was used Subject-verb agreement Where step ladders were …

At times when people were
using extension ladders, 
they were …

Unclear pronoun references At times when people were
using extension ladders, 
the ladders were …

places Incorrect verb tense placed

recomend Spelling mistake recommend

Rolling safety ladders they may
costly …

Incorrect use of pronoun 
(none needed)

Rolling safety ladders may be
costly …
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Extend the Activity: Learners can give an oral presentation of their report. They can include visuals and
create handouts with the most important information for the audience.

� CLB 8-IV: Write three or four paragraphs to: … provide a detailed description …

Sample Assessment Criteria

Holistic: � The purpose of the report is achieved

Analytic: � Expresses main ideas and supports them with details

� Provides accurate and detailed descriptions/explanations in the report

� Uses the appropriate degree of formality

� Demonstrates good use of complex grammatical structures with only minor errors

� Provides an introduction, development and conclusion in paragraph form

� Uses adequate vocabulary for the topic

� Presents information in a coherent way using appropriate logical connectors

� Uses accurate punctuation, capitalization and spelling




