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FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT

FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT

What kinds of things do you think people write letters of complaint about?

Have you ever written one?

THREE STEPS for writing a letter of complaint:

STEP l : qu tht YOU are w"h ng to Last Saturday evening, you and a friend went to a restaurant

Complain qbo U'I' in your town to celebrate your friend's birthday and you had
L]
a terrible experience. Write a letter to the manager of the

restaurant explaining what happened and why it was
unacceptable.
In the first paragraph, you must say why you're writing to Finally, outline what compensation you want.

complain, mentioning when the incident took place, if

. Write your letter in 220-260 words.
appropriate. q )

Use one of these expressions to begin the letter: Dear STY/MQC\QW\,

| 3w writing to com?plain about ... ! B eATEG) EEGTE ELEER (2
experience | had in your vestauvant |ast

| 3w writing to express wy disappointment Saturday evening. | was hoPing to enjoy

regarding ... 3 birthday celebration with wiy §riend
but instead had ovne of the wovst nights
| 3w writing to nform you about ... o§ wy \ife.

~
J

L] o
STEP 2: Respond 'o 'he P°| n's in the Last Saturday evening, you and a friend went to a restaurant
'I'GSk. in your town to celebrate your friend's birthday and you had
a terrible experience. Write a letter to the manager of the
restaurant explaining what happened and why it was
This is where you answer the task, writing two or three main unacceptable.
paragraphs. In this case, the task requires you to respond to Finally, outline what compensation you want.

two points, highlighted here in purple:

Write your letter in 220-260 words.

Remember to use all the great formal structures you have 'FTYS‘H\,, uPon arviving 3¢ the vestaurant

the head waiter insisted that we didn't
have 3 veservation, despite wmy having

learned and to organise your ideas well.

wade the veservation 3 mownth before,
While it 1S understandable that
sometimes these kinds of wistakes can
hatpen, we Should not have been wade to
wait Standing up for twenty winutes
while he prepared 3 table Sor us.
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STEP 3: In the final paragraph,
explain what you want.

This is the place where you ask for some compensation for
the thing you're complaining about. Even though you are

annoyed, you should always ask politely.

Here are some phrases you can use:

| would like to request a refund for ...
: | would like to vequest 3 vefund fov the
flights.

| would like to request a replacement for ...
{ would like to request 3 veplacement fovr

| the faulty television.

| would like to request a voucher for ...
| would like to request 3 voucher fov 3 weal

at your vestaurant.

| would be grateful if you could send me ...
| would be grateful i§ you could send we 3

. working |apto?.

FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT

Last Saturday evening, you and a friend went to a restaurant
in your town to celebrate your friend's birthday and you had
a terrible experience. Write a letter to the manager of the
restaurant explaining what happened and why it was
unacceptable.

Finally, outline what compensation you want.

Write your letter in 220-260 words.

Finish the letter by asking for the compensation. Don't,
however, write just one sentence. You should also say
something more, like restating why you're disappointed
or giving some advice or saying something positive.
Sign the letter off with a suitable closing and your full

name (first name and surname).

So, the end of your letter will look something like this:

Given that the evening was 3 complete
disaster, | would like to vequest a
vouchevr fov 3 wedl so that | can
celebrate wmy §riend's birthday properly.
| know that your restaurant has a
wonder§ul veputation, So |'m Sure we

will enjoy our Second visit.

Yours §aithfully,
Robert Mulcahy

Now, you're going to improve a letter of complaint.

EXERCISE 1 - Do a vocabulary exercise with phrases that you can use

when writing a letter of complaint.

(a) Use a word from the box

to fill in the gaps in these recent  responsibility

useful expressions for a letter disappointment say

of complaint. There are three

words that you don't need to take express
use. proactive lately
assistance put

(T A page:
[A143

to disappointment

to something into consideration
a experience

to take for

to provide

a huge

a approach
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(b) Use a word from the box

FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT

to fill in the gaps in these absolutely  unhelpful a AT
. First and

useful expressions. There are make response o e re

three words that you don't

need to use last grateful an attitude
foremost full unacceptable

P]“‘?;’ I would be if ...

put total | await your

EXERCISE 2 - What's wrong with this answer?

Read the task on the right and the sample answer below.

Y

Can you find examples of:

using the incorrect format for a formal letter

basic vocabulary. .

You went to a classical music concert at the National Concert
Hall in your city and you had a very bad experience. Write an
email to the director of the concert hall explaining what the
problems were, mentioning how they could have been

language that is too direct / not polite avoided and saying what solution you want.

Write your email in 220-260 words.

A"E

To the director of the National Concert Hall,

Three days ago | went to the Beethoven concert with my wife. We had been looking forward to the concert
for a long time because we both love Beethoven and going to concerts. Unfortunately, it was a terrible
experience.

When we got to the concert hall, there was a long queue outside because there was only one person
checking the tickets. It was raining so everyone was getting wet.

If | were you, | would have more people working to check tickets, especially on busy nights. You know how
many people are going to the concert so it should be easy.

Then, while we were watching the concert, there were lots of people using their mobile phones to take photos
and even to talk to or text people. Can you imagine how annoying that was? The ushers should have done
something about it, or an announcement should have been made to say that this was not allowed.

Finally, there was a couple sitting behind us with two children who didn't stop talking for the length of the
performance. | can't blame the children as they were too young to know any better. | think you should change

the policy so that children under 12 can't go to concerts.

The only positive thing | can say about the whole night is that the music, what little we could hear of it, was
amazing.

| want the money back for the cost of the tickets and | also want you to think about the points | have made
because people want to be able to enjoy the music when they go to the concert hall.

Goodbye,

John Jones
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FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT

EXERCISE 3 - Fill in the gaps.

Read an improved sample answer and fill in the gaps using phrases from EXERCISE 1. Apﬂ?;'
Pay attention to the parts of the phrase that are already used in the text and remember

that you might have to change the form of some of the words so that they fit into the

sentence. There are two phrases that you do not need to use.

to express disappointment a full refund
to take something into consideration First and foremost
d recent experience to make someone aware
to take responsibility for an unhelpful attitude
to provide assistance absolutely unacceptable
a huge disappointment | would be grateful if ...
a proactive approach | await your response.
Dear Sir,
| am writing to (1) my regarding a
(2) my wife and | had at the Beethoven concert at the

National Concert Hall.

(3) , on arriving at the venue there was a
long queue of people waiting in the rain to have their tickets checked. |
recommend (4) the amount of guests expected at the

concert when arranging staff for the evening as it is

completely unacceptable that we arrived at our seats soaking wet.

Then, while we were watching the concert, not only were people using their
mobile phones to take photos but also to make phone calls and send messages.
Clearly, this is (5) .A(6) needs
to be taken to avoid this by, for example, making announcements at the
beginning of the concert asking people not to use their phones.

Finally, | would like to (7) you of the fact that there were
noisy children attending the event, whose constant chatting was impossible to
ignore. The (8) of the parents meant that we had no
choice but to endure the noise. Banning children under twelve is the obvious

solution to this problem.

Overall, the evening was a (9) especially given that the
music, what little we could hear of it, was wonderful.

| would like to request a (10) for the cost of the tickets
and | would be (11) if you would take my suggestions into account
in order to ensure that all paying guests can enjoy the concert experience.

| await your (12)

Yours faithfully,

John Jones
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FORMAL LETTER - TASK 2 - JOB APPLICATION

FORMAL LETTER - TASK 2 - JOB APPLICATION

Have you ever written a letter to apply for a job2 You probably know that in this type of letter you have to

explain why you should get the job and do so in a polite way.

THREE STEPS for writing a job application:

. ] ' at
STEP l : SGY What IOb YOU re You have just graduated from university and you are looking
H irst job. interesting j li
app|y|ng for qnd where qnd for Your first job. You se? an |T1 eresting job o.n ine so you
R . decide to apply, by email. Write to the Recruitment Manager
When YOoU saw it adverl'lsed. of the company explaining what qualifies you to do the job,
why you want the job and what benefit you will bring the
.. . . . company.
This is what you must write in the first paragraph.
Follow this format: Write your email in 220-260 words. |
- - ~
Dear Sir, Dear Sir,
| am writing to apply for the position of | am writing to apply for the position of Junior
(write the job title) as advertised Programmer as advertised on www.jobs.eu on the
on/in (write the place where you saw 10th of September 2023. | have recently
the ad - it could be on a website or in a newspaper/ graduated from the University of Munich and | feel
magazine) on the (write the date of that | am an ideal candidate for the position.
the advertisement).
Then write one more sentence summarising who you are.

. . | have vast experience with 3ll the main
STEP 2: Respond to the points in the g -

Programming |anguages not only through wy
task.

universSity courses but also because of
This is where you answer the task, writing two main various programwes +hat | have written in
paragraphs. In this case, the task requires you to wy Sree time. As well as £hat | have

respond to three points, highlighted here in purple.
P P gnie PP Pavticipated in and won wany prestigious

s ™ - -p - - -
You have just graduated from university and you are looking ?YOSYQW\W\!V\Q COW\?G‘{;I‘I‘AOV\S worlc\wm\e, deta“s
for ).Iour first job. You see. an i.nteresting job o'nline S0 you 0‘? which \’OM cawn See W\\) CV, which | have
decide to apply, by email. Write to the Recruitment Manager
of the company explaining what qualifies you to do the job, attached. FMY‘H’\GVW\OVG, havmg wovrked Sovr
why you want the job and what benefit you will bring the th - -

vee Summers w Robots Inc, located in
company. S ’
Londown | can safely Say that | am
Write your email in 220-260 words.

L ) dccustowed to wovrking both on 3 teaw and

Remember to use all the great formal structures you 1o 32 vaghsh—s?eakma SRR Fman\" l

have learned and to organise your ideas well. have 3 strong interest n the world of
vobotics theveSore | believe that | could
bring knowledge, passion and enthusiasw to

the vole,
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FORMAL LETTER - TASK 2 - JOB APPLICATION

STEP 3: Follow the standard sign-off

for a job application.

The final sentence of your letter/email is:

If you have any further questions, please do not hesitate to contact me.

or

Should you have any further questions, please do not hesitate to contact me. (This one is even more polite.)

Then, sign off with a suitable closing and your full name (first name and surname).

So, the end of your letter will look something like this:

If you have any further questions, please do not hesitate to contact me.

Yours faithfully,

Suzanne Hynes

EXERCISE 1 - Use
the right linking

WO rd S. ( page: I
144

You are going to do a gap-fill

exercise, focusing on linking
words.

When you are finished, you will
have a good sample answer

for the task on page 39.

Choose the correct linking words/
phrases from the list to fill in the
gaps. You can use each word/
phrase only once. In some cases,
more than one answer may be

possible. Add capitals where

necessary.
furthermore in spite of
as well as that finally
moreover and

not only ... but also ...

Dear Sir/Madam,

| am writing to apply for the position of Junior Programmer as advertised on
www.jobs.eu on the 10th of September 2023. | have recently graduated from
the University of Munich (1) | feel that | am an ideal candidate for
the position.

| have vast experience with all the main programming languages

(2) through my university courses (2) because of various
programmes that | have written in my free time. (3) , | have
participated in and won many prestigious programming competitions
worldwide, details of which you can see in my CV, which | have attached.

(4) , having worked for three summers in Robots Inc., located in
London, | can safely say that | am accustomed to working both on a team and
in an English-speaking environment. (5) . | have a strong interest in
the world of robotics therefore | believe that | could bring knowledge, passion
and enthusiasm to the role.

Were you to give me the opportunity to join Robotics International, | feel that |
could make a valuable contribution to your projects (6) my lack of
experience. My enthusiasm for your artificial intelligence projects and
admiration for the innovation that takes place in your company would, | feel,
more than make up for a lack of extensive experience in the workplace.

(7) , with my fresh approach and academic credentials | have no
doubt that | could bring valuable insights to any projects | worked on.

If you have any further questions, please do not hesitate to contact me.

Yours faithfully,
Suzanne Hynes

" B ESEESESEENSENEESSEAE
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FORMAL LETTER - TASK 3 - LETTER TO THE EDITOR

FORMAL LETTER - TASK 3 - LETTER TO THE EDITOR

THREE STEPS for writing a letter to
the editor:

STEP 1: Refer to the article and say

why you are writing.

In the first paragraph, you must say what article you're

writing about. Then, you should explain why you're writing

the letter. It's usually to disagree with something in the

article. There is some flexibility with the choice of words, but

this is a good model to use:

Who is the editor anyway?

The editor is the 'boss' of a newspaper, magazine or other

publication. They are responsible for all the content. When

you write a letter to a publication, you address it to the

editor.

You read this extract from an article in a local newspaper:

School holidays for children are too long. They waste 12
weeks during the summer on doing nothing, playing computer
games and sleeping. Children should learn as much as
possible while they're young.

You decide to write to the editor of the newspaper,
disagreeing with the views expressed and explaining why you
disagree.

Write your letter in 220-260 words.

Deav Editov,
| am wvitiha i veference to the avticle

." (write the name of the article)
which was published n your newspaper on

the (write the date of the publication

of the article).

letter.

Then, write one sentence explaining the purpose of the

Deav Editov,

| am writing n veference to the article
“childven spend the Summer doing nothing'
which was published i your newspaper on
the (oth of August. | would like to propose
an 3ltevnative point of view, expldining
wmany important aspects of childven's
development overlooked by the piece.

STEP 2: Respond to the
points in the task.

This is where you answer the task,
writing two or three main
paragraphs. In this case, the task
requires you to respond to two
points. Look at the task in STEP 1
and identify the two points that

have to be written about.

As 3 tedcher, | know better than anyone the imporiance
0§ School when it comes to learning mathematics,
developing veading skills and so on. However, it is 3 well
known §act that children leavn not ownly §row books but
also fvowm the wovrld around thew. Free time allows
childven to develop their imaginations, theiv autonomy
and their personalities, 3ll of which will Sevve thew well

whewn it comes to the world of wovrk. Furthevwore, the

Remember to use all the great
formal structures you have
learned and to organise your

ideas well.

Summer wmonths offer §amilies 3 valuable oppovtunity to
SPend wove leisure time together, making Sov havpy,
well-adjusted young people.
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FORMAL LETTER - TASK 3 - LETTER TO THE EDITOR

STEP 3: End the letter politely - try to say something positive.

Write one final summarising sentence to finish. Even though you are probably writing to criticise something, it's a good

idea to try and say something positive at the end. A great way to do this is by using a contrast linker.

Here are some examples:

hOW\eSchOO\W\g.

EXERCISE 1 -
multiple-choice cloze.

You are going to do a multiple-choice
cloze exercise, focusing on grammar.
When you are finished, you will have

a good sample answer to the task on

41. [ A page:
e | A 144 I

A B C D
of in to for
which that what when
giving to explain explaining saying
nobody someone anyone you
Although Then In addition However
so also too not
whom them these which
spending  to spend passing to pass
like for as in
should must better ought
Were If Had Was
motive cause purpose intention
far soon well much
lacks misses exceeds has

@ A\-bhough this 1S 3 well-written article, | cannot dgree with the writer's views on

O While this article 1S very interesting, it should have been better reseavrched.
O This article provides 3 lot of §ood fovr thought. However, it um‘éortunate\\, lacks balance,

which | hove you will t3ke iwto dccount when writing about this subject in the futuve,

Dear Editov,

| aw writing in veference (1) ........ the article “childven spend the
Summeyr doing V\othihg", (2) ........ was Published in your newspaper on
the (0th of August. | would like to propose an dlternative point of
view, (3) ........ wmany important aspects of childven's developwment
overlooked by the piece,

As 3 teacher, | know better thawn (4) ........ the impovrtance of school
when it comes to ledrning mathematics, developing reading skills and
so own. (5) ........ , £ 15 3 well-known §act that children learn not ownly
Svowm books but (6) ........ Svowm the wovrld around thew. Free time
3llows children to develop their imaginations, their dutonomy and
their personalities, all of (7) ........ will Serve thew well when they
enter the world of work. Furthevmore, the Sumwmer months offer
fawmilies a valuable oppovtunity ) ... wove leisure time together,
waking for happy, well-adjusted young peo?le.

Playing computer games and sleeping too wuch are 3dlso mentioned
) ........ Particuldr problems. Reqarding the |atter, studies show
that youngsters n our society Simply don't get enough Sleep,
therefore we (l0) ........ to encouvage this behaviour instead of wovYy
about it. (1IN ........ childven to Sleep wove, So the vesedrch Says, they
would be better able to ledarn and concentrate. The playing of
computer games 3lso shouldn't be 3 (12) ........ Sor cowncern as this
dctivity develops hand-eye coordination skills as (13) ........ as critical
thinking and empathy.

All n 3ll, while interesting, this article (14) ........ balance and
veseavrch. | Suggest you take this into dccount when writing about
this subject w the future,

Yours §aithfully,
Drake Downovan
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FORMAL LETTER - TASK 4 - OPENING LINES

FORMAL LETTER - TASK 4 - OPENING LINES

A good start is important! In this lesson you are going to:

choose the correct verb to complete the opening sentences for a variety of formal letters.

write the opening paragraphs for a variety of formal letters.

EXERCISE 1 - Opening lines.

A

-~

to enquire about something

to inform someone about something
to compliment someone on something
to write in reference to something

to complain about something

(a) You ordered a pair of shoes online and
the ones that came in the post were not the
correct ones. This is not the first time that this

has happened.

13w writing £0 .ot
an ovder | miade with your company
vecently. The shoes which arrived
n the Post weve not the ones | had
ovdered and, furtherwove this is
wot the §irst time that this
wistake has been wmade,

(b) You write a letter to the editor of a
magazine disagreeing with an article they
wrote about people in their 30s living with

their parents.

| aw wr’vl;’ms

article "L’w'ms with your Pavents’
which was published n your
newspaper own the [4th of Juwe, |
found your article offensive, poorly
vesedrched and disvespectful.

Using the expressions in the box, fill in the gaps

in each of these opening sentences.

page: |
144 |

(c) You were in a restaurant last night and it

was wonderful.

L 3w writing £0 . you
and your stafs ... the
wonder§ul experience | had n your

vestaurant 1ast wight.

(d) You want to do work experience in a
company but they haven't advertised any

positions.

Lam writing £0 ..o i
the ?ossibi\it\j 0§ doing work

experience i your company.

(e) You want to offer your social media

services to a business.

L am writing £o ...,
You ........... the social wedia
services wy business offers to
companies Such 3S yours.

KUP KS!AZKE »
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EXERCISE 2 - Now it's your turn.

Write the opening paragraph for each of
144

these letters.

The first sentence must always begin with 'l am
writing ...".

Then, you can finish this sentence in an appropriate
way, using a verb or expression from EXERCISE 1,
or something different if you prefer.

Then write one more sentence which could complete

the first paragraph of the letter.

(b) You are a business owner writing to the
head of a university offering students a
number of work experience positions in your

company.

| awv wyiting ...

(d) You are writing to the local authorities
complaining about the public transport

situation in your tfown.

L3 WYIEING L

FORMAL LETTER - TASK 4 - OPENING LINES

(a) You are really happy with the package

holiday you and your family just went on.

| am wyviting ...

(c) You have just written a book and you're
writing to a publishing company asking them

to publish it for you.

| aw wyiting ...

(e) You write a letter to the editor of a
newspaper disagreeing with an article they
wrote about teaching children foreign

languages.

3w WVH"-‘V‘S 5998000000000000600006000000000000600000000
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ANSWERS

FORMAL LETTER - TASK 1 - LETTER OF COMPLAINT
EXERCISE 1 - Vocabulary exercise, -+ page 36

(a) to express disappointment (b) a full refund
to take something into consideration First and foremost
a recent experience to make someone aware
to take responsibility for an unhelpful attitude
to provide assistance absolutely unacceptable
a huge disappointment | would be grateful if ...
a proactive approach | await your response
EXERCISE 2 - Wha"s Wrong Wi'h 'his answer? .................................... page 37

language that is too direct/not polite
using the incorrect format for a formal letter

basic vocabulary

To the director of the National Concert Hall,

Three days ago | went to the Beethoven concert with my wife. We had been looking forward to the concert
for a long time because we both love Beethoven and going to concerts. Unfortunately it was a terrible
experience.

When we got to the concert hall, there was a long queue outside because there was only one person
checking the tickets. It was raining so everyone was getting wet.

If | were you, | would have more people working to check tickets, especially on busy nights. You know how
many people are going to the concert so it should be easy.

Then, while we were watching the concert, there were lots of people using their mobile phones to take photos
and even to talk to or text people. Can you imagine how annoying that was? The ushers should have done
something about it, or an announcement should have been made to say that this was not allowed.

Finally, there was a couple sitting behind us with two children who didn't stop talking for the length of the
performance. | can't blame the children as they were too young to know any better. | think you should change
the policy so that children under 12 can't go to concerts.

The only positive thing | can say about the whole night is that the music, what little we could hear of it, was
amazing.

| want the money back for the cost of the tickets and | also want you to think about the points | have made
because people want to be able to enjoy the music when they go to the concert hall.

Goodbye,
John Jones
EXERCISE 3 - FiII in 'he gaps. ------------------------------------------------------------------ pcge 38
1. express disappointment 7. make aware
2. recent experience 8. unhelpful attitude
3. First and foremost 9. huge disappointment
4. taking into consideration 10. full refund
5. absolutely unacceptable 11. grateful
6. proactive approach 12. response

KUP KS!AZKE »
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ANSWERS

FORMAL LETTER - TASK 2 - JOB APPLICATION
EXERCISE 1 - Use the right linking words. (suggested answers) - page 40

and

not only .... but also ...
As well as that
Furthermore

Finally

in spite of

Moreover

FORMAL LETTER - TASK 3 - LETTER TO THE EDITOR
EXERCISE 1 - Multiple-choice cloze. -, page 42

NoLAwbd =

1.¢c 8. b
2.a 9.c
3.¢ 10.d
4, c 11. a
5.d 12. b
6. b 13.¢
7.d 14. a

FORMAL LETTER - TASK 4 - OPENING LINES
EXERCISE 1 - Opening lines. -+ page 43

(a) | am writing to complain about an order | made with your company recently. The shoes which arrived in the post
were not the ones | had ordered and furthermore, this is not the first time that this mistake has been made.

(b) 1 am writing in reference to the article "Living with your parents" which was published in your newspaper on the 14th
of June. | found your article offensive, poorly researched and disrespectful.

(c) | am writing to compliment you and your staff on the wonderful experience | had in your restaurant last night.
(d) | am writing to enquire about the possibility of doing work experience in your company.

(e) | am writing to inform you about the social media services my business offers to companies such as yours.

EXERCISE 2 - Now it's your turn. (suggested answers) -+ page 44

(a) | am writing to compliment your company on the quality of the holiday we just enjoyed in Malta. Never before have
| experienced such high levels of customer care.

(b) | am writing to inform you about a number of work experience positions available in my company which your
students might like to apply for. | am in need of ten programmers for the summer months and your university has a

wonderful reputation for computer skills so | would like to offer this opportunity directly to you.

(c) | am writing to enquire about the possibility of getting a book which | recently wrote published by your company. |
have written the next bestseller and am looking for a company like yours to get my work on the bookshelves.

(d) | am writing to complain about the availability and price of public transport in our town. Retired people are fed up
with having to wait a long time for buses and pay a very high price when they finally come.

(e) | am writing in reference to the article 'Don't teach languages in kindergarten' which was published in your
newspaper on the 1st of April. As a kindergarten teacher and a mother of bilingual children, | couldn't disagree

more with your views.
KUP KSIAZKE »
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GUIDE TO
WRITING FOR

Advanced

A Guide to Writing for Advanced provides a straightforward,
clear guide to the C1 Advanced Cambridge (CAE) writing exam.

® Do exercises to help you improve your writing skills specifically aimed at the six writing tasks in the
C1 Advanced exam - the essay, report, proposal, review, formal letter and informal letter.

® Understand the different styles of writing required for each of the writing tasks.

Read 27 sample answers to exam style writing tasks.

Get advice on how to use the grammar, vocabulary and linking words you already know to
improve your writing.

Understand how your writing is corrected and marked.

Get lists of useful phrases you can use for each writing task.

Revise key grammar and vocabulary needed for writing tasks.

Full answer key provided.
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