
 



 

 

 
 

Certificate in Communication Skill  

(CCS) 

 

 

CCS-03 

Writing Skills  

 

 

Block – 2   

Informal and Formal Communication   

  

UNIT-1  Announcements, Circular Letters, Notices and Agendas  

UNIT-2  Formal Letter -I  

UNIT-3 Formal Letter -I  

UNIT-4 Informal Letter -I 

UNIT-5  Informal Letter -II     

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This course material is designed and developed by Indira Gandhi National Open 

University (IGNOU), New Delhi. OSOU has been permitted to use the material. 



Writing of announcements is often presumed to be a simple and straight forward task. ,'What is so 

difficult about writing an announcement?' it is argued. 'It is only concerned with conveying 

some information. So all that you have to do is to communicate the information factually and 

accurately, which is one of the elementary uses of language, isn't it?' In contrast, messages of 

the persuasive variety, where the aim is to persuade the reader to accept your point of view, are 

more difficult to write, since they require the ability to size up your audience, to win their 

attention, to change their established opinions, etc 
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1.0 OBJECTIVES 

At the end of this unit, you should be able to 

 Write good-news, bad-news and routine announcements in appropriate styles 

 Write circular letters (except sales letters) that will arouse and hold interest in the 

reader 

 Write notices for meetings 

 Prepare agendas for meetings 

1.1 INTRODUCTION 

Writing of announcements, general notices, and circular letters, and preparing of 

documentation related to meetings are included among the various uses of English in a business 

organization. The last of these, meetings-related documentation, includes notices for meetings, 

agendas and minutes. 

In this unit we will discuss the general and specific principles that guide the writing of 

announcements, circular letters, notices of meetings and agendas. We will take up the writing 

of minutes in the next unit. 

1.2 WRITING ANNOUNCEMENTS: GOOD-NEWS, 

BADNEWS & NEUTRAL 



But this is not wholly correct. Except the most routine type, announcements ale never purely 

informative, though they do of course convey information. We will define 'purely 

informative' announcements as those which are received neutrally by the audience, i.e. 

which convey a piece of information which makes the audience neither happy nor unhappy, 

neither pleased nor displeased. An example of a routine, purely informative, message is the 

following: 

Beginning September 1, external mail will be collected from the departments at 1.00 

pm instead of 3.00 pm. 

This change has been effected to make it easier for urgent replies to letters received by 

the morning mail to catch the mail the same day. 

It can of course be reasonably argued that even this innocuous message may please some 

and displease others and that there are really no purely informative announcements. But it 

will be generally agreed that such relatively routine messages should be distinguished, on 

the one hand, from messages to which the audience will, in general, react favorably, and 

on the other, from messages to which the general reaction will be an unfavorable one. 

Examples of the former type of messages are announcement of a benefit to employees, of a 

price-cut to customers, of an adjustment to dealers, of congratulations to a colleague, etc. 

We will call such messages good-news messages. Examples of the latter type, which we 

will call bad-news messages, are announcements of a price rise to customers, of rejection 

to job applicants, of refusal to a dealer seeking adjustment or credit, of redundancy (or 

retrenchment) to employees, and so on. We will now argue that writing announcements is 

not simply conveying information to a neutral audience all the time: there are times when an 

announcement may be pleasant to receive and there are times when it may be unpleasant. 

These three types of announcements (good-news, bad-news and neutral) cannot, and should 

not, be written in the same style. This is because when we make an announcement, our 

aim is not only to convey information factually and correctly; we also have a second 

aim, which is to maintain good relations with the people who form our audience. This 

second aim is particularly relevant when a bad-news message is to be given. If given 

badly, it could affect your relations and eventually hurt your business interests. We must 

therefore learn about the styles in which announcements can be made and then choose the 

suitable style for each type of announcement. 

1.2.1 Styles: Direct & Indirect 

In Unit 29, we favoured the direct style for writing memos. In the direct style, the main 

message is presented without any preparation. The use of this style in the case of memos 

was justified on the grounds that the memo was a means of communication at the 

workplace, where people are busy and cannot spare too much time for reading lengthy 

messages. However, the direct style is not only preferred in short messages, it is also 

preferred in certain types of announcements and letters. 

When the direct style is used in an announcement or a letter, we once again present the 

main message first, without any preparation. But we can follow the main message with other 

supporting material. For example. we may wish to give some explanation, provide some 

details, or produce some arguments which will amplify or justify the main message. In short, 

the order of the elements is Main Message> Supporting matter. 

In the indirect style this order is reversed. The main message is presented after some 

introductory material has prepared the reader for it. The introductory material may 

consist of the reasons, or justification and explanation, for what is to follow in the main 

message. The order of elements in the indirect style, therefore, is Supporting Matter> 

Main Message. 

Let us now give you two examples of announcements which illustrate the direct and the 

indirect style respectively. 

Announcements, Circular Letters, 

Notices and Agendas 

 

ANNOUNCEMENT: DIRECT STYLE 

BETA COMPUTERS is happy to announce a cut in the price of its STX range of 

personal computers. BETA computers are now cheaper than ever! 

It's not always competition that drives prices lower. There's a line below which no 

degree of competition can drive prices — only more advanced technology can! BETA 

computers are now the most advanced computers in the market. And therefore cheaper 

too! 

BETA COMPUTERS makes compromises, but with price, not with quality.2 
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ANNOUNCEMENT: INDIRECT STYLE 

You are aware the our company has been going through bad times for the past three 

years due to a sudden relaxation in the government's import policies in 19... Small 

companies like ours have been finding it difficult to compete with the cheap imports of 

electronic goods. The Association of Electronic Goods Manufacturers has repeatedly 

drawn the government's attention to the hardship being faced by its members, but the 

government is yet to respond to its petitions. 

In view of our mounting losses, we have now been forced to consider trimming of our 

workforce. Though our company has always been averse to lay-offs, we are now left 

with no other alternative if we are to avoid total closure for some more time during 

which a rescue package can be put together. 

As a first step in this direction, it has been decided to discontinue the services of all the 

temporary workers, in whatever division they may be working, with effect from the 31st 

of this month. A list of these workers is attached. They will be paid, as a goodwill 

gesture, one month's salary for every completed year of work. The company also 

assures these workers of priority in recruitment as and when it is in a position to 

increase its workforce once again. 

1.2.2 Styles in Announcements 

It must have become quite apparent from the two foregoing examples which style—direct or indirect 

— is appropriate for which kind of announcement — good-news or bad-news. The direct style 

example is an announcement of a price cut, which is good news for the customers. The 

advertiser gives the good news in the very first sentence, since there is no point in making the 

customer wait for good news. He then goes on to explain that this price cut has not been made to 

beat the competition, because that might lead thinking customers to conclude that the company 

has achieved this price reduction by compromising on the quality of the PC. By stressing the point 

that the price cut has been made possible by more advanced technology, the advertiser is able to 

turn a suspect move into positive advantage. This explanation therefore gives a solid justification to 

the good news and makes it appear genuine and convincing. 

The direct style is more suited to the good-news announcements than the indirect style, 

because by giving the good news at the very start, you put the audience in a happy state of mind. 

They then becomes more receptive to whatever you have to say. Delaying the good news in the 

announcement would give the audience the impression that the advantage is being given 

unwillingly and grudgingly, or that there is a cost or condition attached to it. 

In contrast, bad-news announcements are best made in the indirect style, especially in business. 

The reason is that, as we stated above, we cannot allow our relationship with our business 

associates, real or potential, to be spoiled on account of a single unhappy event. But this is what 

is most likely to happen if we are direct and blunt in announcing a bad news like a price increase, or 

job redundancies. It is therefore generally advisable to start a bad-news announcement with some 

'buffer material', follow it up with a description of the reasons which necessitated the negative 

decision, and only then give the decision itself in clear but diplomatic language. If possible, the 

negative decision should be followed by some helpful and positive gesture at the end, so that the 

audience is not left feeling bad. In short, a bad-news announcement should normally have the 

following structure: Buffer Material > Reasons for the Negative Decision> the Decision> a 

Positive Gesture. 

Let us now examine the bad-news example given above for this structure. As you will have found 

out, the main message of the announcement is that all the temporary workers of the factory are to be 

laid off (i.e. their jobs are to be terminated). This bad-news main message is not given till the 

beginning of the third paragraph. Ths first para is all 'buffer material'. It talks about the 

background to the problem, the efforts made to fight the problem, and the lack of success. It also 

shifts the responsibility for the undesirable action on government policies. The second para 

gives the immediate reasons for the negative action: despite the fact that the problem had been 

around for three years, the company did not take the negative step. But now the situation has 

become unavoidable, because if this measure is not taken, the whole company may have to be 

closed down soon. By taking this step, the company hopes to put off closure of the company for 

some more time during which it may be able to arrange some recovery measures. By this 

explanation, the company hopes that the 
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bad-news will become a little more acceptable to the affected persons and may at the same time 

win the support of the other workers whose jobs have been saved. 

It is after all this preparation that the negative decision is delivered without any sugar coating. 

This is quite important. Since the bad news has to be given, there should be no attempt to dilute 

it, or to leave the receiver in any kind of doubt. Any positive gesture you wish to make must be 

separated from it and kept till the end. This is what this letter does. It ends with a positive gesture: 

payment of one month's salary for every year of work put in and a promise of priority in 

recruitment when the situation improves. That should also contribute to the goal of good relations 

with the audience. 

Now let us consider routine or neutral announcements. 

Two of the general principles that govern most business writing are brevity and directness. The 

bad-news announcements are an exception because giving bad news without preparation and 

without an explanation may evoke a sharp reaction in the audience. From this it follows that 

neutral announcements, or announcements which we expect to be received without any special 

favour or disfavour, should also be written in the direct style. However, one may add a third 

principle for routine announcements which will help the announcement make a slightly better 

impact on the audience and thus help you maintain good relations with them. This principle is the 

principle of positive phrasing. Actually, this principle is applicable to most business writing, but 

it is specially relevant to neutral messages. This is so because positive phrasing cannot be 

avoided in good-news messages, while its use in bad-news messages may sound hypocritical 

and even ridiculous. As we stated above, the actual bad news must be given without any sugar 

coating. But in neutral messages, the use of positive phrasing makes a subtle difference in the 

impression you create on the audience. By sounding positive, you create a positive impression 

in the mind of the audience. Let us give you some examples. 

Notice about office timings: 

NEGATIVE : Our office closes at 6.00 pm. 

POSITIVE : Our office is open till 6.00 pm. 

Announcement about credit facility: 

NEGATIVE : We do not grant credit facility to customers of less than three years' 

standing. 

POSITIVE : You can avail of our credit facility on completing three years' standing with 
US. 

From a job ad: 

NEGATIVE : Those drawing less than Rs. 15,000 per month need not apply. 

POSITIVE : Suitable candidates are already likely to be drawing in excess of Rs. 15,000 per 

month. 

A shoe company announcing the discontinuation of a particular line of shoes: 

NEGATIVE : We have discontinued the production of the SLIMSOLE line of shoes. 

POSITIVE : The SLIMSOLE line of shoes has now been replaced by the UPRIGHT range 

which offers you a greater variety of colours and a three-way choice of soles. 

There cannot be any doubt that the reader prefers the positive version even if the content and 

purpose of both the versions is actually the same. 

To conclude, routine or neutral announcements are best written in the direct style, but in a positive 

way so that we can achieve both the aims of an announcement: to convey information 

accurately and to maintain good relationships with the audience. 

Check Your Progress 1 

1. What are the two aims to be kept in view when drafting announcements in business? 

2. What are the three types of announcements considered from the viewpoint of audience reaction?  
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 3. What are the two types of style used in writing announcements? 

4. What are the main features of the direct style? 

5. What are the main features of the indirect style? 

6. Which style is best suited to good-news announcements? Why? 

7. Which style is best suited to bad-news announcements. Why? 

8. How can we minimize the negative reaction to a bad-news announcement? 

9. Which style is best suited to a neutral announcement? Why? 

10. How does 'positive phrasing" help neutral messages? 

11. Write the following announcements: 

(i) Write a letter to the employees of your company announcing a salary cut of 5% as 

part of the economy meaures forced on the company by a steep rise in the price of 

imported raw materials. Many other companies have been affected (specify). 

Other economy measures have already been implemented. 

(ii) Write a letter to the employees of your company announcing that your company 

has procured a big and prestigious order (specify) from abroad. Timely 

completion of the order will mean great benefits for the company and the workers. 

(iii) Write an announcement to inform your customers in central and east U.P. that 

your company is opening a new branch at Lucknow with effect from June 1. 

Orders from these areas now must be sent to this branch and not to the Delhi 

branch. 

  
1.3 WRITING CIRCULAR LETTERS 

 

 
1.3.1 What are circular letters? 

Circular letters are letters, with identical content, sent to a large number of people. They are used in 

business when the same information has to be sent to a large number of people, for example, 

customers or clients. The information may be of the following or similar kinds: 

 opening of a new business 

 establishment of a new branch 

 expansion of existing business 

 moving to new premises 

 changes in partnership/ownership, etc. 

At other times, the function of the letter may not be simply to convey information but to do a 

variety of other things. For example, it may be to 

 request the customer to take some simple action (e.g., fill in a card or a 

questionnaire) 

 acknowledge an order 

 make an inquiry about non-receipt of, or delay in, the supply of an order 

 reply to inquiries (e.g. about job openings) and requests (e.g., for a line of 

credit) 

 respond to a complaint letter, etc. 

Since the content of all the letters is the same, or the function that they are to perform is identical, 

the text of the letter is prepared only once. The required number of copies of the text are then 

made, but the name and address of the recipients are entered individually. The salutation and the 

sender's signature are also individualized so as to give the letter a personalized appearance. In 

modern times, the mail-merge facility provided by the word processing programs has made this 

otherwise cumbersome process very simple. As a result of this process, the circular letter gives 

the impression of being a personal letter to each recipient. 

 

 



1.3.2 The style of a circular letter 

The style of a circular letter must reinforce this impression. This is because in business each customer 

must be made to feel important. The letter must give the impression that the writer is interested 

individually in each customer and is taking the trouble to approach him or her personally. How can 

you produce this kind of impression by your style? Here are sonic well-tried ways: 

1. Address each customer individually in the salutation. The best way of doing so as to find out 

the name of the customer (from telephone directories, etc.) A letter addressed ̀ Dr Mr Bakshi 

has, a better chance of being read through than one which begins ̀ Dear Sir' or 'Dear 

Customer'. However, if names are not available, use specific salutations like 'Dear 

Householder,' or 'Dear Subscriber.' Dear Customer' may be used only as the last resort. The 

plural forms ('Dear Customers') should never be used. 

2. Take the reader's, i.e. the customer's, viewpoint in everything you write. Keep his/her not your 

own interests uppermost in your mind. Talk to him/her directly, using the pronoun ̀ you' as 

frequently as necessary instead of the word 'customers', 'clients,' or 'people'. The following 

examples will show the difference between the two attitudes: one in which the writer keeps 

his/her own interests uppermost and the other in which s/he keeps the reader's: 

Example 1: The writer's viewpoint 

Our business has been so successful that we are opening a new department for cosmetics and 

shall be stocking a wide selection of articles. 

Example 1: The reader's viewpoint 

We are pleased to inform you that, encouraged by the response of customers like you, we are 

now opening a department of cosmetics in our store. This department will store a wide selection 

of articles and will make it possible for you to shop for all your daily necessities under one roof. 

Example 2: The writer's viewpoint 

We regret to inform you that we cannot grant you the line of credit you have requested, as the 

information provided by you in your letter in not adequate. We cannot take the risk of selling to 

companies we know very little about. 

If you wish to pursue the matter of credit further, we will advise you to have the enclosed 

form filled by your bank and mailed to us direct. If your claims are supported by the information 

provided by the bank, we will reconsider our decision and inform you accordingly. 

Example 2: The reader's viewpoint 

Thank you for your letter requesting a line of credit with our company. 

We are always glad to consider requests for credit, and have already reviewed the credit 

information so thoughtfully supplied by you. All that you have to do now is to have your bank 

fill out the standard form enclosed and return it directly to us in the envelope provided. As soon as 

we receive this information, we will let you know the status of your new account. 

The inclusion of a self-addressed envelope in the second version of the second example is only 

an additional example of the importance attached to the reader's viewpoint. The difference in 

tone from the first version is quite marked. The first version casts a doubt on the truth of the 

details supplied by the customer and says that only if the details are verified by the bank will the 

decision be reconsidered. The second version, on the other hand, puts it in an entirely different 

way, which shows a readiness to accept the details provided, making the bank's verification 

appear as a kind of formality that has to be gone through but presenting no big obstacle This 

does not mean that the request for credit cannot be denied in case of an unfavourable bank 

report; what it does mean is that even if it is, the customer is not permanently lost. 

3.While the use of personal pronouns by itself cannot be any indication of the degree of 

personalization in a letter, in general, letters which use personal pronouns (like I, me, my, we, 

our, you, your, etc.) will sound more personal than letters which use nouns like 
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(c) You are a big engineering company. You receive a large number of enquiries from 

7 

our company, our customers, clients, etc. So use these pronouns wherever possible but do 

not overdo it. In particular, use the singular I only where you must speak only for yourself. 

But avoid using third person nouns which sound cold and distant, and instead use we, our, 

etc. to refer to the company. In the fina1 analysis, of course, it is how you use these 

pronouns that will matter more than what pronouns you use. Their use should  

reflect your eagerness to help the customer do business with you. 

4. Another technique often used to give a personal touch to a circular letter is the use of 

direct address forms in the text of the letter. The most common address form is the name 

itself, which we often use in face-to-face conversation to show your earnestness, 

sincerity and friendliness. The same technique can also be used in circular letters. 

Properly used, the device win lend earnestness to your tone. Consider, for example, the 

following: 

a. I'm sure, Mrs Mehta, the foregoing account of our activities Will-have 

convinced you that investment in our company will assure you not only of 

high returns but will also serve the causes of environment protection ands 

women's welfare which, as an enlightened member of the modern society, 

must be very dear to your heart. 

b. Meanwhile, Mr Rao, I look forward to a visit from you to our main store in 

the Central plaza, where our staff can demonstrate to you the multifarious 

capacities of IPR•3990. 

1.3.3 When not to send a circular letter 

We have discussed several ways of making circular letters personal so that the recipient 

does not feel treated like a number. The need for these ways arises because, in the main, a 

circular letter is a standard text unmodified to meet individual needs or requirements. 

Therefore it is fine to use a circular letter for the kinds of purposes we have listed above: 

making announcements, proNiding information, etc. But it would be unwise for a 

businessman to send a circular letter where he feels a potential sale is involved. When you 

receive a request for a catalogue or a brochure seeking more information about a product, a 

sale may be involved. In responding to such requests it is desirable to write a letter which 

makes use of positive techniques of persuasion so that the potential sale can be turned into a 

real one. This cannot be achieved by a circular letter which at best aims at notturning away 

a customer. A positive letter of persuasion must do at least the following three things: (1) 

Provide all the information the potential customer has asked for, (2) encourage the potential 

sale and (3) leave the cugomer with a positive impression of your firm. Of these three goals, 

only the third one is positively pursued in a circular letter. 

Check Your Progress 2 

1. Answer the following questions briefly: 

(a) What is a circular letter? 

(b) Why should we try to give a circular letter a personalized appearance? 

(c) What can we do so that a circular letter produces a personalized impression on the 

reader? Name at least four things. 

(d) When is it inappropriate to send a circular letter? 

2. Write the following circular letters: 

(a) A letter announcing that your company offices are moving from their present 

location (in west Delhi) to Central Delhi (110, Rajiv Chowk), which is better 

connected to all parts of Delhi and will help you to attend to customer complaints 

more quickly. You are a big dealer in electronics goods. • 

(b) You are a big bank. You have opened a new branch in East Delhi. You want to 

find out what kind of banking services your East Delhi customers need most. 

Write a circular letter to your customers requesting them to fill in the enclosed 

questionnaire to help you serve them better. 



of reply thanking the applicants for their interest in the company. Also inform 

them that your company has included their resume details in the company database and 

they would hear from you as soon as a vacancy arose. Your letter should neither turn the 

applicant away nor give him false hope. 

1.4 WRITING NOTICES AND AGENDAS FOR 

MEETINGS 

Meetings play a very important role in the life of business organizations. It is estimated that 

11 million meetings take place every day in the United States alone. This is because business 

is no longer owned by individuals or families but by corporate bodies. Another reason is 

that modern business is a very complicated affair and requires the assistance of experts in 

various fields. Important decisions in modern business cannot be taken by individuals but 

only by boards and committees. Even where the decisions are taken by individuals, they are 

usually taken only after the individual has consulted committees at meetings. The simple 

reason for this is that a committee has the benefit of the wisdom, ideas and experience of a 

number of people, old as well as young, experts as well as generalists, radicals as well as 

conservatives. Decisions arrived at by committees are therefore generally more sound, more 

courageous and more comprehensive than decisions taken by individuals alone. 

Normally, the constitution of every business organization lays down its own rules regarding 

the meetings of its various bodies. For example, it lays down how often the Board of 

Directors is to meet (once a month, as often as necessary, at least three times a year, etc.), 

who chairs the meeting (the chairperson of the company or, in his absence, the Managing 

Director), who calls the meeting (usually the MD in consultation with the chairperson), what 

the period of notice is (usually two weeks), etc. However, there are certain general rules 

which are followed universally in the conduct of meetings of all bodies. For example, the 

notice and the agenda for the meeting are circulated in advance, the minutes are recorded 

and then presented for confirmation at the next meeting, and so on. For meetings to function 

properly, these three documents — notice, agenda and minutes — are of vital importance. 

They are prepared by the secretary of the body in consultation with the chaaperson. We 

shall discuss the first two of these - notice and agenda - in this unit and shall take up the 

writing of minutes in the next unit. 

1.4.1 Writing notices 

When the chairperson has decided that a meeting has to be held, and has with her/him a list 

of the items to be discussed at the meeting, s/he fixes a date and a time for the meeting and 

asks the secretary to send out a notice of the meeting to the members. In fixing the date and 

time of the meeting, care is taken to see that the members get sufficient notice of the 

meeting as laid down in the constitution of the company. If no period of notice is laid down, 

the members should be given a reasonable period, say a week, to prepare themselves for the 

meeting. If the notice period is very short, not only will the members not be able to prepare 

for the meeting, some of them may not even be able to attend the meeting due to other 

previous commitments. 

A notice for a meeting therefore has two purposes: (1) to give the members sufficient 

advance warning so that they can keep themselves free for the meeting and (2) to give them 

time to prepare themselves for the meeting. 

The notice of a meeting must include the following information: 

a) The name of the body which is to meet 

b) The nature of the meeting 

c) The day, date and time of the meeting 

d) Place of the meeting 

e) The purpose of the meeting 

f) Signature of the secretary 

g) Date of issue of the notice 
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(a) The name of the body: This can be written at the top and also repeated in the text.The full name of the body includes the name of the business organization, but if the 

notice is sent on the official letterhead of the organization, the company name is not repeated. 

However, if the notice is sent on plain paper, the full name of the body must be mentioned. E.g., 

 

The Third Quarterly Meeting of the Branch Managers of  

GLOBAL INSURANCE COMPANY 

(19 .................................................................... ) 

The italized portion represents the name of the body which is meeting. 

(b) The nature of the meeting: Meetings are of different kinds: routine meetings, special 

meetings, extraordinary meetings, emergency meetings, and so on. Then there are bodies 

which are supposed to meet (at least) a fixed number of times in a year, so their meetings carry a 

number: first, second, third, ................................................. etc. The notice must indicate both the  

nature and the serial number of the meeting to be held. If nothing is mentioned with regard 

to its nature, it is assumed that it is a routine meeting. In the case of bodies which are 

supposed to meet at fixed intervals (e.g., every month, every quarter, every year) the 

periodicity is also included in the description. The meeting that is being notified above is 

thus described as the third (for that particular year) 'quarterly' meeting. Such meetings can 

only be routine meetings, since there cannot be such things as quarterly emergency meetings. 

(c) The day, date and time of the meeting: All the three details—the day, the date, and the 

time—must be mentioned in full in this order, and the day and the date must be double-

checked with the calender. It is also advisable to make sure that no other meetings are 

already scheduled for that date and time in the company. The notice for the above meeting 

will therefore begin as follows: 

The third quarterly meeting of the Branch Managers of GLOBAL INSURANCE 

COMPANY (19 .... ) will be held on Tuesday, October 3, 19 ........ at 10.00 am ...........  

(d) Place of the meeting: This includes the address and the specific room or hall where the 

meeting is to be held, as follows: 

…in the Conference Hall of GLOBAL-TOWERS (Third Floor), 113, Zafar Marg, New 

Delhi .... 

It is of course not necessary to mention the address, if the members of the body work in the same 

premises. The room,or hall however must be mentioned. 

(e) The purpose of the meeting: A meeting is always called to discuss an agenda. This agenda 

may either be given in the notice itself, attached to it, or may be promised for later 

circulation. If the agenda is given in the notice itself, we may go on to add the following to 

the above notice: 

...to discuss the following agenda: 

If the agenda is enclosed: 

...to discuss the enclosed agenda. 

If the agenda is to be circulated later, we may add the following in a separate sentence: 

The agenda of the meeting will be circulated by ..................... (give a date at least three days 

before the date of the meeting). 

In this case, you may also invite the members to submit items for discussion at the meeting and 

give them a date by which to do so. E.g., 

If you have any items which you wish to be included in the agenda, please send them 

to me by September 27 at the latest. 

The full notice for the above meeting will now look as follows: 

9



Announcements, Circular Letters, 

Notices and Agendas 

 

The Third Quarterly Meeting of the Branch Managers of  

GLOBAL INSURANCE COMPANY  

(19 .................................................................... ) 

The third quarterly meeting of the Branch Managers of GLOBAL INSURANCE 

COMPANY will be held on Tuesday, October 3, 19 ...............at 10.00 am in the  

Conference Hall of GLOBAL TOWERS (Third Floor), 113, Zafar Marg, New 

Delhi. The agenda of the meeting will be circulated by September 30. If you have 

any items which you wish to be included in the agenda, please send them to me by 

September 27 at the latest. 

15 September, 19  ................................................................................................................. Secretary 

(f) & (g) Signature of the secretary & Date of notice: The notice of course must be 

signed by the secretary and carry the date on which it is issued for circulation. 

It is now becoming common to include the following information too in the notice: 

(a) How long the meeting is likely to take, and 

(b) Whether tea/lunch will be served (specially if the meeting is likely to take 

very long). Here are two more sample notices for meetings: 

MAHIMA PLASTICS 

3/12 Patel Nagar, Delhi Tel. 345765 Fax. 345987 

An emergency meeting of the Executive Board will be held tomorrow, 16 January, 

19 , at 3.00 pm in the Executive Room to discuss the situation arising from the 

notice of strike received from the Kamgar 

15 January 19  ....................................................................................................................... Secretary 

Note that for emergency and special meetings, the normal rules regarding period of notice, 

etc. do not apply. There is no separate agenda, since there is only one item to be discussed 

and that is given in th notice. 

 

MODERN CHEMICALS LTD. 

145 Sundar Nagar, New Delhi 

345654, Fax. 345 890 

The next meeting of the Inquiry Committee appointed to inquire into the causes of fire in 

the factory premises on August 18 will be held on Monday 17 April, at 10.00 am, in the 

Committee Room. The agenda for the meeting is as follows: 

1. Minutes of the last meeting 

2. Statements of Mr. Agrawal (Works Supervisor) and Dayanand (Foreman) 

3. The Insurance Company Inspector's report 

4. Report from the Chemical Lab. 

5. Draft report 

6. Any other business 

As the meeting is likely to last the whole day, lunch will be served during the 

meeting. 

10 April, 19………                                                                                                 Secretary 
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 1.4.2 Preparing Agendas 

What is an agenda? An agenda is a list of items to be discussed or of official things to be done 

at a formal meeting. This list is prepared well in advance of a meeting by the secretary a 

consultation with the Chairperson. It is circulated to the members with the notice, or a 

few days later, but always in advance of the meeting to give the members an opportunity to prepare 

themselves on the topics to be dealt with at the meeting, 

Importance of the agenda: The agenda is the backbone of a meeting. It gives structure to the 

meeting. That is because it sets out the items to be discussed and the order in which they are to be 

discussed. It channelizes the discussion and focuses the members' attention on a given topic at a 

given time. By thus controlling the discussions, it makes sure time is not wasted and the intended 

outcome of the meeting is achieved in the planned time span. 

How to make a good agenda? When you want to call a meeting, you have a purpose in mind.' 

A good agenda is one which helps you achieve that purpose. But to achieve that purpose, you 

must first prepare a good agenda. How can you do it? Here are some tips: 

a. Be clear about the purpose of the meeting.  

b.  Make a rough list the various things that are in your mind that you want to discuss at the 

meeting 

c. Consult other people in the organization who may be involved in the same work. You might 

get some good suggestions. Incorporate them in the rough list. 

d. See if items which are similar or related can be combined together, then order them 

logically, e.g., if decision on one item will facilitate discussion on another, order it before 

the latter 
e. Now start preparing the agenda. Put the routine items first and get them out of the way before 

getting down to the important items. 
f. If there are persons at the  meeting whose presence is required for only one or two items, 

order those items first so that those members do not have to waste their time waiting for their 

items to come up. 
g. Order the more difficult and complicated items before others (immediately after the routine 

items) so that they can be tackled while the minds are still fresh 
h. .Keep the number of items limited. If there are too many items, plan for two meetings. 

Meetings that run for more than two hours are tiring for members.  
i. Decide what information the members will require to understand the items and contrib-

ute to their discussion. Send the information with the agenda in the form of notes on items 

(called 'agenda notes'), and or annexures (if them are reports or documents). 
j. If there are certain agenda items which you think lie within the area of competence or concern 

of certain individuals in your organization, consider asking them to lead the item into 

discussion. Inform them in advance that they will be required to introduce the item. Indicate 

the fact in the agenda.  
k. Make an estimate of the amount of time each item will take, and mention it against each 

item on the agenda. This will act as a guideline to the speakers. 

 
Writing the agenda: The standard format of an agenda includes the following items, though 

only the agenda of a very formal meeting will have all of them. The items marked with an 

asterisk (*) may be dropped in the case of less formal meetings: 

(a) The title, date and place of the meeting 

*(b) Apologies for absence 

(c) Confirmation of the minutes of the previous meeting 

*(d) Matters arising from the minutes 

(e) Items for discussion 

(0 Any other business (AOB) 

*(g) Date, time and place of the next meeting 
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(a) Title, date and place of meeting: It is not necessary to mention this if the agenda is sent 
along with the notice for the meeting which contains this information, otherwise it is 
necessary for obvious reasons. 

(b) Apologies for absence: Members who are unable to attend the meeting, send apologies to 

the Chairperson. These are read out at the meeting before starting the proceedings. Since they 

are included in the minutes, it is proper to include them in the agenda, at least in the case of 

formal meetings. 

(c) Confirmation of minutes: The formal procedure of meetings requires that the minutes (the 
written record of the di-visions and other major points) of the previous meeting be presented before 
the members for their approval. To save time, the minutes are circulated beforehand to the e 
members for their comments. The members may send their comments, if any, to the secretary 
before the meeting in writing, or raise the points at the meeting itself. If no c comments 
are received, or points raised, the minutes re approved as being the correct record of the 
transactions of the last meeting. On the other hand, any amendments are suggested, they are 
discussed and either approved or rejected. If approved, then are incorporated in the minutes of 
the current Chairperson. When the minutes of the previous meeting have been finally 
approved, they are signed by the Chairperson. In case of any dispute in future, the approved 
minutes provide the final authority regarding the matters covered therein. 

(d) Matters arising: Even after the minutes of the previous meeting have been confirrmed, 

some members may want to raise matters related to, or arising from, the confirmed minutes. 

Chairperson need to be careful about this item as discussion under ,this item may take up a 

lot of time reserved for new items on the agenda, while doing little more than repeating things 

said at the last meeting. 

(e) Items for discussion: The major share of the time of the meeting should be devoted to these 
items. They are listed in the agenda one by one in an appropriate style. The most common style is 
to write them in the form of nouns. For example: 

Item: Proposal  from Marketing to sponsor the World Cup tournament IS 

Item: Appointment of a subcommittee to prepare a draft of Guidelines for 
sponsorships of sports events' An alternative style is to use the infinitive verb with 'to'. E.g., 

Item: To consider a proposal from Marketing ..........................  

Item: To appoint a subcommittee .............................  

Either style may be used in listing the items, but the two styles should not be mixed in the same 

agenda. 

The more important thing about the way an item is written is that it should convey to the reader a 
precise idea of what is to be discussed so that s/he can prepare himself/ herself accordingly. 

E.g., in the above examples it would not be enough simply to say `A Proposal from 

Marketing' and 'Appointment of a subcommittee'. Topics like `Worker welfare' or "Safety 
measures' should not be left unspecified. It must be made clear what proposals regarding these are to 
be considered. If there are any reports to be considered, this fact must be mentioned in the agenda and 
copies of the reports must be sent with the agenda to the members. 

(f) Any other business (A0B): This item, which is present in all agendas except those of special 
or emergency meetings, is intended to allow the Chairperson to take up any urgent matter that 

a member might wish to raise, or which the Chairperson her/himself may wish to raise, for 

discussion. Obviously, the Chairperson would raise such an item her/himself at the meeting only 
in case the matter was not known to her/him at the time of preparing the agenda, otherwise 
s/he would have included it in the agenda. Only urgent items, which cannot be put off till the 
next meeting, are normally admitted under this item, since, coming towards the end of the 
agenda, this item can otherwise upset all time-planning and prolong the meeting needlessly. 

(g) Date, time and place of next meeting: In the case of bodies which have to meet regularly 

and frequently, the date, time and place of the next meeting are decided at the end of the 

meeting. This saves the trouble of having to make telephone calls or sending out memos later. 

Let us now look at a sample agenda. 
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 Third bimonthly meeting of the Board of Directors of PASHUPATI SCOOTERS to be 

  held on August 31, 19 .....  at 11 am in the Board Room. 

 

AGENDA 

1. Apologies for absence 

2. Confirmation of the minutes of the last meeting (held on 28.6.19 ......... ) 

3. Matters arising 

4. Invitation from Ministry of Industry for participation in the rescue bid for SCOOTERS INDIA 

Ltd. (MD) 

5. Proposal from Marketing for participation in AUTO EXPO 99 to be held in Milan in Jan. 1999 

(D. Kumar) 

6. Report of the subcommittee on exports to South East Asia (R. Mahajan) 

7. Review of product prices in light of reduction in customs duties (T. Usha) 

8. Any other business 

9. Date of next meeting 

This agenda should be accompanied by notes giving some details of Item Nos. 4 & 5 and a copy 

of the report mentioned in Item 6. 

Check Your Progress 3 

1. Answer the following questions: 

a) Who issues the notice for a formal meeting? 

b) How does the person issuing the notice decide how much notice is to be given for the 

meeting? 

c) What is the purpose of a notice ? 

2. Check the items of information that the notice for a meeting must carry: 

a) The nature of the meeting 

b) Names of people attending the meeting 

c) The number of items to be discussed at the meeting 

d) The name of the body which is to meet 

e) The name of the chairperson 

f) The day of the meeting 

g) The place of the meeting 

h) Signature of the chairperson 

i) The time of the meeting 

j) The purpose of the meeting 

3. Answer the following questions briefly: 

a) What is the importance of the agenda for a meeting? 

b) What is the purpose of the item 'Confirmation of Minutes'? 

c) What is meant by 'Apologies for absence"? 

d) What are 'agenda notes'? 

e) How can you use the agenda to prevent a meeting from going on too long'? 

4. You are the secretary of the Staff Association of Information Systems Ltd. Write a notice 

calling a meeting of its Executive Committee. 

5. The issues that you want to discuss at the meeting are: 
13



a. Election of the new Secretary for the next year 

b. Setting up a subcommittee for organising a cultural evening in a month and a half's 

time before the present Secretary lays down office 

c. Sanction of Rs. 2000/- to the subcommittee for organising the cultural evening 

d. Report on the successful fund collection drive carried out by you 

e. Preparation of a proposal for setting up a sports and recreational club; the proposal 

to be submitted to the Company for approval and assistance 

f. Starting of a badminton tournament for local clubs and schools  

Prepare the agenda for the meeting. 

6. What is wrong with the following notices: 

(a) 

A meeting of the Staff Welfare Association of AROMATICS Ltd. will be held on 

13.7.95 at 5.00 pm. 

6.7.95 Secretary 

(b)  

The first meeting of the Board of Directors of Retinex Ltd. will be held on 17.6.97 in the 

Board Room. The agenda of the meeting will be circulated later. 

16.6.97 Secretary 

7. Improve the following agenda: 

AGENDA 

1. Apologies for absence 

2. Confirmation of the minutes of the meeting held on 5.2.97 

3. To approve the revised budget for 96-97 and budget estimates for 97-98 

4. To consider applications for life membership 

5. Proposal to raise Annual and Life Membership fees with effect from 1997-98 

6. Date of next meeting 

8.       What documents/notes should accompany the revised agenda? 

1.5 LET US SUM UP 

In this unit we have discussed the writing of 

(a) Announcements 

(b) Circular letters 

(c) Notices of meetings 

(d) Agendas 

The main points we have made about each of them are as follows: 

(a) Announcements 

1. Announcements are of three types: (a) Good-news announcements (b) Bad-news 

announcements, and (c) Neutral announcements 

2. In writing announcements, our goals are two: (a) to convey the information correctly 

and accurately and (b) to maintain good relations with the audience 

3. There are two kinds of style which are used in writing announcements: Direct Style 

and Indirect Style . 
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4. In the Direct Style, the main message is given first, without any preparation. The 

supporting material follows the main message. 

5. In the Indirect Style, the supporting matter comes first (as introductory material). 

The main message follows the introductory material. 

6. Good-news announcements are generally written in the Direct Style. 

7. Bad-news announcements are generally written in the Indirect Style. 

8. In the interest of good relations with the audience, bad-news announcements 

should end with a positive gesture, wherever posible. 

9. The bad news itself, however, should not be disguised or diluted. 

10. Neutral announcements are also written in the Direct Style, but positive phrasing 

is used in the interest of good relations. 

(b) Circular letters 

1. Circular letters are letters with the same content sent to a large number of people. 

2. Circular letters are used to announce developments in business and to carry out 

routine communication with customers. 

3. Since circular letters are simply duplicated copies of the same letter, they tend to 

be impersonal. 

4. To promote good relations with the audience and thus safeguard one's business 

interests, circular letters should be made more personal. This can be done by using 

individualized salutation, taking the customer's viewpoint, use of personal 

pronouns and direct address forms, and by signing each letter individually. 

5. Circular letters are not appropriate when a potential sale is involved. 

(c) Writing notices of meetings 

1. The notice for a meeting is issued by the secretary of the body that is to meet in 

consultation with its chairperson. 

2. The period of notice is usually laid down in the rules of the organization. If it is 

not, a reasonable period should be given. 

3. The purpose of the notice is (a) to give the members sufficient warning to keep 

themselves free for the meeting and (b) to prepare themselves free for the meeting 

and (b) to prepare themselves for the meeting. 

4. The notice includes (a) the name of the body (b) the nature of the meeting (c) day, 

date and time of the meeting (d) place of the meeting (e) purpose of the meeting 

(f) signature of the secretary, and (g) date of issue of the notice. 

5. Special and emergency meetings do not observe the notice period. 

(d) Writing agendas 

1. An agenda is a list of items to be dealt with at a meeting. 

2. The agenda is the backbone of a meeting and gives it structure. 

3. A good agenda is one that is clear about the purpose of the meeting. 

4. In a good agenda, routine items are put first, important items come next, the time 

likely to be taken by each item is estimated and the meeting is not planned for 

more than two hours. 

5. A good agenda seeks to involve other people in the organization in the making of 

the agenda as well as in the execution of it at the meeting. 

6. A good agenda includes agenda notes and documents which help the members of 

the body to understand the issues well. 

7. A formal agenda includes the title, date and place of the meeting; apologies for 

absence; confirmation of minutes of the previous meeting; matters arising from 

the minutes; items for discussion; any other business; date, time and place of the 

next meeting—in that order. 
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8. Items for discussion are listed in two styles: using nouns, or 

using to-infinitives. The two styles should not be mixed in the 

same agenda. 

9. Items for discussion should be listed in such a way that the exact issues to be 

discussed about each item should be clear to the reader. 

10. Items for discussion should be listed in a logical order. 

1.6 KEY WORDS 

Agenda : the list of items to be dealt with at a formal meeting 

Agenda notes : notes enclosed with the agenda which provide necessary 

background information on each item of the agenda to the members. 

Any other business (AOB) : the last but one item on a formal agenda under which the 

chairperson can allow discussion on an item not listed in the agenda 

Apologies for absence : Usually the first item on a formal agenda containing 

apologies from members who are unable to attend the meeting 

Bad-news announcements : announcements which are received unfavourably by the 

audience 

Circular letters : Letters, with common contents, which are sent to a large 

number of people 

Confirmation of minutes : usually the second item on a formal agenda; the minutes of 

the last meeting are presented to the meeting for confirmation under this item 

Direct style : the style of writing (announcements, messages, etc.) in 

which the main message comes first and the supporting material comes second 

Good-news announcements : announcements which are received favourably by the 

audience 

Indirect style : style of writing (announcements, messages, etc.) in which 

the main message is presented after some preparatory material 

Matters arising : agenda item that appears after Confirmation of Minutes; 

the chairperson can allow discussion on matters arising from the minutes of the last 

meeting under this item 

Neutral announcements : announcements which are received neutrally by the audi- 

ence, i.e. neither favourably nor unfavourably 

Notice period : the period of time which must elapse between the issue of 

the notice of a meeting and the meeting itself 

Positive phrasing : saying something in such a language that it creates a 

positive rather than a negative impression on the reader's mind 

Reader's viewpoint : (thinking of) the reader's interests and benefits (when 

writing an announcement) 

Writer's viewpoint : (thinking of) one's own interests and benefits (when writing 

an announcement) 

1.7 SUGGESTED READING 

Rai, U. & Rai, S.M. (1992) Business Communication (IV Edition), Bombay: Himalaya 

publishing House 

1.8 ANSWERS TO EXERCISES 

Check Your Progress 1 



I. The two aims are (i) to convey the information correctly and accurately (ii) to maintain good 

relations with the audience. 

2. The three types of announcements are (i) good-news announcements (ii) bad-news 

announcements and (iii) neutral announcements 

3. The two types of styles are (i) direct style and (ii) indirect style. 

4. The main features of the direct style are (i) the main message is presented first without any 

preparation and (ii) the supporting material, or evidence, follows the main message. 

5. The main features of the indirect style are (1) the supporting material is given first as introduction 

or preparation and (ii) the main message follows the supporting material. 

6. The direct style. By giving the good news first, we put the audience in a good mood, and it 

becomes more receptive to what follows later. 

7. The indirect style. Breaking bad news without preparing the audience by giving the reasons or 

a justification first may create a negative reaction in the audience and affect relationships. 

8. (i) By preparing the audience for it by giving the reasons for the negative decision first. 

(ii) By ending the announcement with a positive gesture. 

9. The direct style. In a neutral message there is no danger of a negative reaction from the audience, 

hence we must follow the general principle which governs all business writing: Be brief 

and direct. 

10. Positive phrasing makes a neutral message sound pleasant and creates a positive impression 

on the minds of the readers. 

11. This exercise is for your practice.  

Check Your Progress 2 

1. (a) It is a letter, with the same content, sent to a large number of persons or companies. 

(b) To make the receiver feel that he is getting personal attention and is not being treated like 

one of the many customers. 

 

(c) 1. Use personalized salutation. 

2. Use word processing to make each letter appear original. 

3. Sign each letter individually. 

4. Use a personalized style of writing. 

(d) When a potential sale is involved. 

 

2. This exercise is for your practice. 

 

Check Your Progress 3 

 1.      a) The secretary of the organization in consultation with the chairperson. 

b) The period of notice is generally laid down in the constitution of the organization; if it is 

not, a reasonable period should be given. 

c) The notice has a two-fold purpose: to give the members advance warning so that they 

cen keep themselves free for the meeting and to prepare themselves for the meeting. 
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2. (a), (d), (0. (g), (1), (j) 

3. (a) The agenda is the backbone of a meeting. By listing the items to be discussed in a 

fixed order, it gives structure to the meeting. 

(b) To get the meeting's approval for the written record of the last meeting. 

(c) Those members who are unable to attend the meeting for some reason send their 

apologies to the secretary. These apologies are announced under this item of the 

agenda. 

(d) 'Agenda Notes' are notes and comments attached to the items listed in the agenda giving 

the background information to the items. 

(e) By estimating the time likely to be taken up by each item and putting it against the item 

in the agenda. This will serve as a guideline to the speakers. 

4. For your practice. 

5. The following is a possible agenda. As it is not a very formal meeting, Apologies for 

Absence and Matters Arising have been dropped. Note the order of the items to be discussed. 

Meeting of the STAFF ASSOCIATION of INFORMATION SYSTEMS LTD. to be 

held on 12.6.19 .......  at 3.00 pm in Hall No. 3 

AGENDA 

. Confirmation of minutes 

2. Report on fund collection drive 

3. Appointment of subcommittee for cultural evening 

4. Funds for the cultural evening. 

5. Proposal to start a badminton tournament 

6. Proposal to Management about a Sports & Recreational Club 

7. Election of the new Secretary 

8. Any other business 

9. Date of next meeting 

6. (a) place of meeting, purpose not mentioned. 

(b) Time not mentioned; notice period too short. 

7. — Title, date and place of meeting not mentioned; 

— Noun and verb form mixed in listing items for discussion; Items 3 & 5 

should not be discussed at the same meeting. If the fees are revised, the budget 

estimates for 97-98 will have to be revised again. 

 AOB is missing. 

8. i. Minutes of the last meeting, if not already circulated. 

ii. Revised budget for 96-97 and budget estimates for 97-98. 

iii. List of applicants for Life Membership. 

iv. Copy of proposal mentioned in Item No. 5. 
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UNIT 2 FORMAL LETTERS-I  
 
Structure 
 

2.0 Objectives 
 
2.1 Introduction 
 
2.2 Formal Style of Communication 
 
2.3 Formal and Informal Letters 
 
2.4 Essentials of a Formal Letter 
 
2.5 Mechanics of Writing a Formal Letter  

2.5.1 Drafting the Letter  
2.5.2 Some Basic Equipment  
2.5.3 The Format 

 
2.6 Letters of Request 
 
2.7 Letters of Complaint 
 
2.8 Replying to Letters of Complaint 
 
2.9 Let Us Sum Up 
 
2.10 Key Words 
 
2.11 Answers to Check Your Progress  

 

2.0 OBJECTIVES  
 
After reading this unit, you will be able to: 
differentiate between formal and informal letters; 

develop skills in writing these letters; and 

write letters of requests and complaints.  
 
 

2.1 INTRODUCTION  
 
The aim of this unit is to make you aware of some of the special features of formal letters. 
 
In the previous units we learned how to write paragraphs. In this unit and the next, we will 

concentrate on how to write different kinds of formal letters. 
 
By ‘formal’ behaviour we mean that our behaviour is in accordance with certain rules, 

customs and conventions that are observed in our society. For example, people holding 

important positions in the government may have to observe certain formalities in the 

discharge of their duties. The Secretary in the Ministry of External Affairs may, for 

instance, be required to pay a ‘formal’ call on the Ambassador of an important country 

when she/he arrives in the capital and takes up his/her new assignment. On certain 

occasions, we may have to wear a ‘formal’ dress because it is required by custom. 
 
In the same way, there are occasions when we have to use formal communication. For 

example, when we receive money from somebody, we are required to give a formal 

receipt, that is, a receipt according to commercial custom and having a revenue stamp on it, 

so that it is considered regular and in good order even for legal purposes.  

 

2.2 FORMAL STYLE OF COMMUNICATION  
 
 

In spoken or written communication also we can be formal or informal, depending on 

the situation and our relationship with the person to whom we are speaking or writing. 
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For example, the language that we use at home with our family or with intimate friends 

is the most informal. By contrast, the language that we use outside the home becomes 

progressively more formal. We are likely to use formal language with strangers, business 

associates, people of a higher status than us, and so on. Formal language is often written 

— generally in the form of official reports, business letters, legal documents, etc. Certain 

fields of human activity are usally associated with formal language, for example, 

business, law, government. 
 
What are the linguistic indicators of a formal style, especially in written language? 

You must have noticed that certain items of vocabulary are never used except in 

formal situations. 
 
Examples 
 
Formal Informal 
 
commence begin 
 
conclude end 
 
deteriorate get worse 
 
aperture opening 
 
On the other hand, many phrasal verbs are characteristic of informal style. 
 
Formal Informal 
 
Encounter (verb) (= meet unexpectedly) come across/run across (a friend) 
 
inflate/enlarge blow up 
 
investigate look into 
 
extract (verb) take out 
 
deceive take in 
 
Similarly, certain grammatical structures are more common in formal writing, for example, 

the use of the passive voice and the use of ‘it’ as an impersonal subject. Thus, in the 

instructions given to candidates at an examination we may find: 
 
‘It is suggested that candidates spend thirty minutes on each question.’ 
 
‘Full marks can be obtained by showing all the steps in the solution of the problems.’ 
 
Less formal ways of saying the same things would be: 
 
‘We suggest that you spend thirty minutes on each question.’ 
 
‘You can get full marks if you show all the steps in the solution of the problems.’ 
 
You must have noticed from the examples given above that in formal written language 

the speaker does not refer directly to himself/herself or his/her readers and avoids the 

pronouns I, you, we. 
 
The use of contracted forms of words is generally absent in formal writing. You will 

not normally find a sentence like: 
 

He’ll come at 4 p.m. 
 
Instead you may come across 
 

He will come at 4 p.m. 
 
The placing of a preposition (at the beginning or at the end of a relative clause or an 

interrogative sentence) can also distinguish formal and informal styles: 
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Examples: 
 

She longed for a friend in whom she could confide. (formal) 
 

She wanted a friend she could talk freely to. (informal) 
 

In which street do you live? (formal) 
 

Which street do you live in? (informal) 
 
There are various degrees of formality as the examples below show: 
 

When his father died, Ramesh had to look for a job. 
 

After his father’s death. Ramesh had to find a job. 
 

On his father’s demise, Mr. Ramesh Chandra was obliged to seek employment. 
 
At the outset we may tell you that it is not always necessary to use a very formal style even 

in rather formal situations. In your formal letters as well, while you may retain the form of 

such a letter, you should as far as possible avoid sounding too stilted or pompous.  
It is always a good idea to appear natural and friendly.  
 

 

2.3 FORMAL AND INFORMAL LETTERS  
 

In the course of our life, we all have to write both formal and informal letters. Let’s 

first discuss the difference between the two. 
 
As you are aware, informal letters are likely to be in the form of extended long-distance 

private conversation. But, at the same time, they are not really different from other kinds 

of writing. For instance, in a letter to a relative or a friend, you may wish to describe a 

place or a person, tell a story…. or even have an argument. In these private letters, you  
may use whatever serves you best. These letters are, therefore, rather varied in their style 

and content. 
 
Formal letters, on the other hand, are generally more ‘set’ in their style and phraseology, 

although the conventions change from time to time. They are usually written, for 

example, when you want to request an organisation to do something for you, or when the 

decisions of the government have to be conveyed to the people concerned and records 

have to be kept. 
 
What are these formal letters? These include, for example, letters of inquiry, applications 

for jobs, letters to newspapers, orders for goods, letters asking for travel and hotel 

reservations, etc. They may be semi-formal (also called demi-official) letters written to 

business/professional colleagues and addressed by name. 
 
You will no doubt realize the importance of formal letters, and how often you may have 

to write them in the course of your life.  
 

 

2.4 ESSENTIALS OF A FORMAL LETTER  
 

A formal letter has to observe the form usually adopted for such communication. There 

are certain things that one should keep in mind, when writing a formal letter. 
 

Keep your letters as brief as possible. Remember that the person you’re writing to 

does not have the time to go through a long, rambling letter. If s/he receives such a 

letter, s/he’s likely to slip it in at the bottom of his/her pile of incoming mail, with 

the thought ‘that s/he’ll look at it when s/he has more time.’ 
 

In fact, most formal letters are restricted to one or two main points. Most of them do 

not exceed one page of single-space typing, and very few are longer than two pages. 

Topics that are too complex to be treated within the space of the usual formal letter 

are generally made the subject of reports. If the situation requires a letter as well, 
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can send a covering letter with your report and state the main points and the 

conclusion. 
 

Your letters should be clear, precise and complete. This suggests that all the 

information should be given, but unnecessary details should be avoided. Care should 

be taken to highlight the main points. These points should be arranged in a logical 

sequence.  

 

Dear Mr. Kumar, 
 

Thank you for your inquiry of 6 October 2002. 
 

As requested by you, we have enclosed our catalogue and price list. All our products carry a 

two year guarantee from the date of sale. 
 

You will notice that we offer a wide selection of watches, but may we draw your attention 

to the models described on pp. 6-7 of the catalogue, which we think might best suit your 

market? 
 

If there is any further information you require, please contact us. Meanwhile, we look 

forward to hearing from you soon. 
 

Yours sincerely, 

 

You will agree that this letter is clear and precise. Let us see how the writer of the 

letter proceeds. First, he thanks the reader for showing interest in his product. He then 

informs him that he is enclosing information about his products. i.e. catalogues, price 

list, and guarantee terms. After that, in paragraph 3, instead of giving a general 

description of the items in the catalogue, he pin-points specifically what would interest 

this particular customer, thus further motivating him to buy his products. 
 

Your letters should always present the facts accurately. Figures, dates and 

explanations that are incorrect or misleading may cost time, money and good-will. 

Therefore, check your facts before you state them. Remember that when you sign a 

letter, you are responsible for what it says, and sometimes it may even be legally 

binding on you. Therefore, allow yourself time to review a letter before mailing it, 

and make the changes you believe are necessary. 
 

The tone of your letter should always be courteous and considerate. Even though you 

may not know your reader, you must take into account what he/she may feel on 

receiving the letter. Always ask yourself. ‘How might I feel, if I were to receive such 

a letter?’ 
 

Suppose, for example, you are the manager of a store selling electrical appliances, 

and you receive a letter from a customer who wants free replacement of a defective 

part, but does not give the cash memo number. You could reply to him as follows: 
 

The cash memo number must be given in the letter of complaint; otherwise 

the replacement cannot be arranged. 
 

Please let us know the cash memo number, so that we can process the replacement 

immediately. 
 

Which reply do you think is better? 
 

Obviously, the second one. Notice that the second version uses the active voice while 

the first version is written in the passive voice. In general, the active voice has a 

friendlier, tone; the passive, on the other hand, tends to sound impersonal. 
 

Instead of writing in a stilted, official language, use a personal, down-to-earth style. 

There is a tendency in many of us, whenever we have to write official or business 

letters to use words or phrases that we would never use in any other situation. These 

are generally legal phrases, or the jargon of a particular trade or profession. It is true 

that there are certain conventions that we have to follow in official/business 

correspondence. But, if these are carried too far, it makes our language stylized and 

pompous. 
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Also, many of us in India tend to write business letters in the phraseology used fifty years 

ago. The overuse of ‘set phrases’ is likely to produce wrong results, in that they may sound 

like polite formulas without any meaning. 
 
Look at the following letter:  

 

Dear Mr. Chopra, 
 

Thank you for your gracious letter of the 7th instant. In response to your query, I wish to state 

that we no longer sell the equipment you enquired about. Be advised that Chand and Company 

could be of some help to you. You may address further correspondence to that firm for assistance 

in the matter. 
 

Thanking you, 
 

Yours sincerely, 
 

(Anil Saxena)  
Store Manager 

 

What are the words/phrases that you might omit? Perhaps we could replace or omit words/ 

phrases like ‘gracious’, ‘of the 7th instant’, ‘query’, ‘I wish to state that….., ‘be advised  
that,’ ‘You may address further correspondence to ……….,’ ‘Thanking you.’ 

 
As you must have noticed, the writing is full of out-of-date business jargon. Let’s try and 

avoid this, and rewrite the letter:  

 

Dear Mr. Chopra, 
 

Thank you for your letter of 7th May. 
 

We no longer sell the equipment you have asked for. However, we are aware that Chand and  
Company now deal with that line. You may like to write to them for assistance. 

 
Sincerely yours, 

 

 

(Anil Saxena)  
Store Manager 

 

Given below are words/phrases which are often used in official/business letters, but which 

you must avoid in your own writing. 
 

Avoid Instead, try to use 
 

Query request, enquiry 
 

I beg to state that…...........…. I wish to say 
 

After a dialogue with you……......... After talking to you…........…. 
 

causative factors causes 
 

optimum advantage greatest benefit/advantage 
 

answer in the affirmative yes 
 

In (accordance/compliance) as you asked for/requested…........… 
 

with your request…. 
 

I enclose herewith the papers….....… I enclose the papers…........… 
 

Pursuant to our agreement….........… As we agreed 
 

Making an in-depth survey…............ After studying........................ 
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in view of because of 

in the event of if 

in the majority of instances usually 

Not withstanding the fact that….......… although, even though 
 
Check Your Progress 1 
 
1) Given below are extracts from letters. Rewrite them, making the tone more courteous. 
 

i) ‘We hope that you have taken care of your return air/train booking. As we have 

already informed you, we do not undertake to do this for you.’ 

 
Formal Letters-I 

 
................................................................................................................................ 

 
................................................................................................................................  

 
................................................................................................................................ 

 
ii) ‘We’ve just received the goods we ordered four months ago. We are sending 

them back as we are unable to use them.’ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

iii) ‘Your request was unclear, so we cannot fulfil your requirements.’ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

iv) Dear Mr. Venkataraghavan, 
 

Your account with us is overdue. We must make your payment by the beginning 

of next week or we will be forced to initiate recovery proceedings. 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 
2) Given below are extracts from letters. Rewrite them, omitting or replacing all the 

words and phrases that you consider incorrect or inappropriate. 
 

i) ‘We are herewith sending you the final circular with information 

regarding accommodation, travel etc.’ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

ii) ‘….. However, it may not be possible to supply free of cost, so, I may kindly 

be intimated the rate of Annual Subscription of ‘Student’s Bulletin’ especially 

for the next academic session. 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 

 

24



 
 

  
iii) Dear Mr. Joseph, 

 
We have received your gracious letter of the 13th instant in which you request 

information about the Personal Computer ‘Future 3000’. 
 

Pursuant to your inquiry we are pleased to be able to inform you that “Future  
3000” will best fulfil your needs ..............................................................................  

 
................................................................................................................................  

 
................................................................................................................................ 

 
................................................................................................................................ 

 
iv) Since the work is confidential and urgent, I have been directed to request you to 

kindly spare your valuable services on Saturday. 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

v) Dear Parents, 
 

As you are aware, our constant endeavour has been to make steady improvement 

in the academic standards and achievements of our students. 
 

In order to accelerate the pace of progress, especially in the academic sphere, we 

have introduced a new system of exams, after considerable deliberations, in 

which I am happy to state some of the parents took active interest. 
 

................................................................................................................................ 
 

................................................................................................................................ 
 

................................................................................................................................  
 

 

2.5 MECHANICS OF WRITING A FORMAL LETTER  
 

In this section we shall discuss the steps we have to take in the writing of a formal letter.  
We shall talk about the lay-out of the letter, as well as the equipment used. 

 

2.5.1 Drafting the Letter 
 

We follow the same steps in composing a formal letter, as we do for any other kind of 

letter or for other kinds of writing. We offer you some hints which you may find useful in 

composing your letter. 
 

i) It is always a good idea to prepare an outline. This may involve jotting down on a 

notepad the points you wish to make, and the order in which you wish to say them. 
 

ii) Second, write a rough draft, based on the outline you have sketched. In this draft try 

to limit your writing to the focus you have chosen, weeding out unnecessary ideas, 

words and phrases. As a general rule, you can organise your letter into three parts: 
 

a) say why you’re writing 
 

b) highlight the important facts, 
 

c) describe what you would want the reader to do for you. 
 

iii) Then, go over the rough draft carefully, checking for mistakes in grammar, 

spelling, and punctuation. 
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2.5.2 Some Basic Equipment 
 
The appearance of an official or business letter may have a lot of influence on the recipient 

who has never seen you. To make the appearance of your letter attractive, you may follow 

these suggestions: 
 

Try as far as possible to word process your letters accurately. 

A clear layout is important in a letter. 
 
Letters are usually left aligned. 
 
Use unruled white paper of A4 size, and use envelopes of good quality. 
 

2.5.3 The Format 
 
A formal letter generally follows a set format. 
 
Sometimes your Company/Office may have its own format or style. In that case, you have 

to follow it. Otherwise you may follow the guidelines given below. 
 
Given below is an example of how people generally set out their letters to commercial 

companies and officials. Look at it carefully, and study the notes that go with it. 
 

Modern School  
58, DCM School Marg,  
1) New Rohtak Road,  
2) 6th May, 1988  
New Delhi-110 005  

3) Your Ref. No. RLJ/246  
4) The Manager,  
5) Rajasthan Tourism, 

Mahal Road, 

New Delhi-110 024. 
 

6) Dear Sir, 
 
7) Thank you for your letter of 2nd May sending us information about your special 

vacation tours to Rajasthan. 
 
8) (Body of the letter) 
 

9) Yours Sincerely 
 

Ronald. L. John 
 
Notes: 
 
1) Your personal address should go in the top right-hand corner. Do not put your name 

above your address. Take care not to put your address at the bottom of the letter. 
 
2) The date should go under your address. It can be written in a number of acceptable 

ways: 6th May, 2001; 6/5/2001; May 6, 2001. 
 
3) If the company or the official you are addressing your letter to has written to you 

before, there may be a reference number on their previous letter. It is better to quote 

this back to the writer. 
 
4) Write down the name or the designation of the person you are writing to. It is better to 

write both if you know them. In case you write both, you need to remove ‘The’ from 

before the designation. 
 
Example: 
 

Mr. J. Rahim,  
Manager,  
Rajasthan Tourism,  
Mahal Road, 
New Delhi- 110 024. 
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5) Write down the name of the office or institute that you are writing to, and then the 

official address. 
 
6) Place the salutation or greeting two spaces below the recipient’s address, in line with 

the left margin. In most official/commercial correspondence the normal ways of 

addressing the person you are writing to are as follows: 
 

a) if you know the name Dear Mr/Ms/Dr. Surname 
 

of the person 
 

With women who does not have a professional title, use Ms. (for both married 

and unmarried women). If the woman has expressed a preference for Miss or 

Mrs. honour her preference. 
 

Titles like Professor and Captain are not usually abbreviated. 
 

Example: 
 

Dear Professor Hasan, 
 

b) If you don't know the Dear Sir/Madam/Sirs 
 

name of the person 
 

c) In some cases you may use a word describing the position held by addressee. 

The choice will depend on the subject of the letter. 
 

Dear Parent/Guardian, (in a letter from the 

school) Dear Principal, (in a letter to University) 
 

d) These days writers who do not know the name or the designation of the recipient 

often address the letter to the appropriate department. Alternatively, the name of 

the department may be indicated in the ‘subject’ line. 
 

Example: 
 

Subject: Repair of Defective Part 
 

Dear Sirs, 
 

I am returning the three transistor radios we purchased from you, as their sound 

quality is very poor…….. 
 
7) The first line of the letter may begin immediately below the salutation as shown in 

the specimen letter. 
 
Example: 
 

Dear Sir, 
 

Could you please some information…. 
 
8) For the body of the letter, use single space between lines and double-space between 

paragraphs. It is perfectly acceptable to indent or not to indent the first line of each 

paragraph. 
 
9) Start the complimentary close two spaces below the body of the letter, either towards 

the right (as shown in the specimen letter) or towards the left. You can use standard 

expression like ‘Sincerely,’ or ‘Sincerely yours’. (if the recipient is a friend as well as 

a business associate, you can close your letter in a less formal way: ‘Best wishes’, 

‘Warm regards’, etc.). All these expressions are always followed by a comma. Four 

spaces below the complimentary close of the letter, and aligned on the left with the 

close, type your full name. On the next line you may type your business title. Then 

sign your name in the space between the complimentary close and your typed name. 
 

Additional information: Commercial/Official letters sometimes require additional 

information — an enclosure notation, or an indication that a copy of the letter is being 
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sent to more that one person. Place any such information on the left, two spaces 

below the last line of the complimentary close in a letter. 
 

Example: 
 

Sincerely, 
 

(Shruti Kamra) 
 

Regional Director 
 

Enclosure: Report of projections for the year 2001-2002 
 

cc: Mr. R. M. Parikh 

Mr. S. M. Singh 
 
Check Your Progress 2 
 
We have given below the lay-out of a letter. As you will notice, the format is not 

absolutely correct. On a separate piece of paper re-do this format correctly. You may then 

look at the specimen format given by us. 
 

6.4.2002  
Happy Home,  

Lane No. 64  
Central Road  

New Delhi-46 
 
 
Mr. P. Pandit,  
The Manager, Government Tourist Office,  
New Delhi. 
 
Dear Sir, 
 
We are spending a week’s holiday in Madras……. 
 

Thanking you,  
Your’s Obedient, 

 
(Mr. R.N. Narula) 

 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 

 

2.6 LETTERS OF REQUEST  
 

Now that we have discussed the important features of formal letters, let’s discuss some of 

the different types of formal letters. We shall take up two of them in this unit: letters of 

request and letters of complaint. Let’s first discuss letters of request. 
 
Writing to commercial organisations and to official bodies for things you want to be done 

is probably the most common form of formal letter. There are two kinds of requests you 

may make: 
 
i) Request for goods and services. 
 
ii) Requests for information of various sorts. 

 
28 

 
Formal Letters-I 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

  

CMYK 



 
 

CMYK 

 
 

 
Look at the specimen letter below. (It is a letter from a teacher to the Manager of Himachal 

Tourism. This teacher would like to take her students on a trip to Manali, and is therefore 

making preliminary enquiries. Notice, especially, the language used in the letter.) 

 
Hill Grange School,  

16 Sardar Patel Road,  
New Delhi-110 044 

 
6 August, 2002 

 
The Manager  
Himachal Tourism  
Tansen Marg,  
New Delhi. 
 
Dear Sir, 
 
Could you please send me some information about your tours to Himachal Pradesh? We 

are particularly interested in visiting Kulu. 
 
I would like to know the days when your buses run, their timings, and whether they are 

air-conditioned. Could you also tell us the fare for thirty students? 
 
I would be grateful if you could also enclose a list of all the hotels in Kulu with their 

tariffs. Yours sincerely, 

 

(Rita D’ Souza) 
 
You must have noticed that there are three ways in which the teacher has requested the 

manager of Himachal Tourism for information. What are these three ways? They are as 

follows: 
 

Could you please send me some……. 
 

I would like to know the days…… 
 

I would be grateful if you could also enclose…… 
 
There are other options that you have in making a request: 
 

Would it be possible for you to send….. 
 

Could you (possibly) send me….. 
 

I would like to inquire about…… 
 

I am writing to inquire about….. 
 
When you make a second request or require more information you could use the word 

‘also’, as in the letter above. 
 

I would be grateful if you could also enclose…. 
 

I would also like some help on…. 
 

Or 
 

Another point I am not certain about is…… 
 

Another matter I need information on is……. 
 
Check Your Progress 3 
 
1) You would like to take a Certificate course in Food and Nutrition. Complete the 

letter given below asking for information about the course. 
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Dear Sir, 

 
….. i) …… like to have some information about your Certificate course in Food 

and Nutrition beginning this September. 
 

…. ii) the prospectus for the course indicating its duration and the fees to be paid. 
 

…. iii) …. like to know if you have any plans for developing this into a 

degree course…… 
 
2) Write a letter to the Manager of a hotel in Manali. In your letter, specify how many 

rooms you require, for how many people, for how long; your arrival and departure 

time, and finally, the meals you will require. Besides the content, be careful about 

the lay-out of the letter. 
 

........................................................................................................................................ 
 

........................................................................................................................................ 
 

........................................................................................................................................ 
 

........................................................................................................................................ 
 

........................................................................................................................................  
 

 

2.7 LETTERS OF COMPLAINT  
 
There are often things in our daily life which bother us, or causes us some inconvenience, 

or which need to be changed. It then, becomes necessary to write a letter of complaint to 

the appropriate person, organisation or department. If we want a larger audience to read it, 

we can get it published in a newspaper. 
 
Here are some suggestion about letters of complaint: 
 

Take care that your facts are accurate. To complain without reason will annoy the 

recipient of the letter. 
 

Avoid sounding rude or nasty in the letter. Remember that the person who receives 

the letter may not be directly responsible for the situation you are complaining 

about. Getting angry with someone who was not at fault is neither fair nor useful. 
 

If you have a complaint to make, do not delay. Delay not only weakens your case, but 

can complicate matters for you, as the people you’re dealing with may forget the 

details. 
 

There is no need to apologize if you are complaining. You need not begin in any of 

the following ways: 
 

I am very sorry to bring this up……. 

We regret to inform you…….. 
 
This merely weakens your case. 
 
It is better to come directly to the point. 
 
Example: 
 
I bought a ‘Teleking 44’ colour T.V. from your shop last week (Copy of the cash memo 

enclosed), and it was installed by you’re man at my house. There seems to be something 

wrong with the sound system……’ 
 
‘I am writing to you to complain about the shipment of costume jewellery we 

received yesterday against our Order No. 6428….’ 
 

While it is useful to be direct and come straight to the point while complaining, the 

language should not be rude or intemperate. Words like ‘shocked’, ‘disgusted’, 

‘enraged’ have no place in a business letter. 
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Do not write in the following manner 

 
…. Unless you can give us better service, we shall be forced to consider other suppliers in 

the future. 
 

…we are far from satisfied with the service you offer. 
 

…please make sure that problems like these do not arise again. 
 

Now look at the specimen letter given below. Notice that the tone is polite but firm.  

 

ELEKTRA TELEVISION PRIVATE LIMITED 
 

14, May Fair Road, Chandigarh-160 024 
 

May 14, 2002 
 

Pear Industrial Enterprises,  
P/27A Okhla Industrial Area,  
New Delhi. 

 
Dear Sir, 

 
On 14th April, 2002 we placed an order for 50 pieces of 20" colour TV Picture Tubes. 

 
On 27th April we received a consignment of 50 pieces of 16" Colour Picture Tubes in place of 

our order for 20" colour picture Tubes. We immediately returned these 16" picture tubes with a 

note indicating the mistake that had been made. However, not only have we failed to receive the 

picture tubes we ordered, but we have also been billed repeatedly. 
 

Would you please send the picture tubes we ordered? If you are unable to do so, please inform 

us immediately, so that we can make other arrangements. 
 

Enclosed is a copy of the original order letter and the most recent bill. 
 

Sincerely, 
 

(P. K. Mukherjee)  
Sales Manager 

 
Enclosures: 1)  Original Order  

2)  Recent bill 

 

 

Check Your Progress 4 
 

The first paragraph of the following letter of complaint is missing. Fill in the gap with 

the most appropriate of the three options given below the letter: 
 

R-47, Civil lines,  
Hyderabad-500 091 

 
6th April 2002 

 
Fair Price Clothes  
16, Sadar Bazar  
Hyderabad 

 

Dear Sir, 
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................ 

 

I am sure that this particular T-shirt is not representative of your products, and that you 

will immediately replace it. 
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As a regular customer of Fair Price Clothes, I’m generally pleased with your garments 

and hope to continue shopping at your store. 
 
Sincerely, 
 

 

(Raka Sinha) 

 

Choice for the first paragraph. 
 
1) I must bring it to your attention that the T-shirt I bought from your shop just last week 

has faded and lost its shape after the very first wash. This has shocked me very much 

indeed. 
 
2) With great reluctance I bring it to your notice that the T-shirt I bought from your 

shop last week has lost its colour and shape after the very first wash. 
 
3) I bought a T-shirt from your shop last week. The cash memo No. is 6324. I find that 

after the very first wash, the colour faded and it is out of shape.  
 

 

2.8 REPLYING TO LETTERS OF COMPLAINT  
 
You may sometimes be in a position where you have to answer a letter of complaint. The 

technical term for a letter of this kind is an adjustment letter. To prepare an adjustment 

letter you must first investigate what happened, and what you can do to satisfy the person 

who has made the complaint. After you have obtained the facts, you can organise your 

letter in the following way: 
 

Acknowledge that you received the complaint, thank the person for writing to you, 

and apologize immediately. 
 
Example 
 
Thank you for your letter about the order for 50 pieces of 20" colour TV Picture 

Tubes. Please accept our apologies for not sending the proper size of picture tubes, and 

for incorrectly billing you. 
 

Sometimes it is not possible to deal with the complaint immediately. It is better not 

to keep the customer waiting, but tell him/her at once what you are doing to help 

him/her. 
 
Example 
 
‘We are sorry we cannot give you an immediate explanation. However, we assure you that 

we are looking into the matter and will write to you again shortly.’ 
 
If the complaint is justified, explain clearly why the error occurred. 
 
Example 
 
‘It was a mistake on the part of our dispatch department….’ 
 
‘We have rechecked your account, and find that we have indeed been sending you the 

wrong statement due to a confusion in names and addresses. The computer has been 

reprogrammed and there will be no more difficulties….’ 
 
You must state specifically what you intend to do or have done to solve the problem. 
 
Example 
 
‘We have already sent the correct size of Picture Tubes by road transport. You should 

receive them shortly after you receive this letter…..’ 
 
‘We have returned the T-shirt to the manufacturer. Meanwhile we request you to visit our 

store and choose another one….’ 
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Sometimes you may have to deal with a complaint which is unjustified. Even then 

you must be firm but polite in your answer. 
 
Example 
 
‘Our technical department has examined the two-in-one, and found that there were cracks 

on the body, as well as in the circuit. This could have happened only if a heavy object had 

fallen on the two-in-one, or if it had been dropped from a height. We can repair the 

machine for you, but I am afraid we shall have to ask you to pay for the repairs, as this 

kind of damage is not included in our guarantee. As a gesture of good-will, we shall only 

charge you for the parts and not include our labour charges. 
 
Check Your Progress 5 
 
You are a manager of a Company dealing in Air Coolers. Given below is a letter of 

complaint from a customer. Write an answer to the letter. Be careful about the lay-out of the 

letter as well. After you have completed the letter, you may compare it with the specimen 

letter given at the end of the unit.  

 

Shanti Building 2/15  
19 Pedder Road  
Jaipur 302 023 

 
30th November, 2002 

 
The Manager  
Quick Electrical Goods  
14, Bapu Bazar  
Jaipur 302011 

 
Dear Sir 

 
I bought a ‘Cool House’ air cooler from your shop on October 14 this year. The cash memo 

number is 457. The machine is, therefore, still under guarantee. 
 

This morning the water pump did not work. We would be grateful if you could send an engineer 

and get the fault rectified. Since both my wife and I work, please ask the engineer to come after 

6 p.m. 
 

Yours sincerely 
 

(J.P. Kalia) 

 

.............................................................................................................................................  
 

............................................................................................................................................. 
 

.................................................................................................................................. ........... 
 

............................................................................................................................................. 
 

............................................................................................................................................. 
 

............................................................................................................................................. 
 

............................................................................................................................................. 
 

............................................................................................................................................. 
 

............................................................................................................................................. 
 

.............................................................................................................................................  
 

............................................................................................................................................. 
 

............................................................................................................................................. 
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2.9 LET US SUM UP  
 

In this unit, we have made you aware of some of the important points you need to 

remember when writing a formal letter. These include brevity, clarity, accuracy and 

courtesy. We have also told you to avoid an overuse of set phrases and official jargon. 
 
We have discussed the mechanics of writing a formal letter and given you sufficient 

practice in it. 
 
Finally, we have discussed in great detail letters of request and letters of complaint. 
 
After completing this unit, you should be able to write formal letter with greater confidence.  
 

 

2.10 KEY WORDS  
 

Courteous : polite and kind 

Draft : outline, usually in the form of rough notes 

Formal : in accordance with rules, customs and conventions 

Indent (verb) : start (a line) further from the margin than the others 

Jargon : language full of technical words 

Recipient : one who receives something 

Salutation : the introduction phrase in a letter, e.g., ‘Dear Sir’, ‘Dear Rita’ 

Stilted : stiff and unnatural  
 
 

2.11 ANSWERS TO CHECK YOUR PROGRESS  
 

Check Your Progress 1 
 
1) i)   … As we have already informed you, we shall not be able to arrange it for you 
 

ii) We’ve just received the goods we ordered on March 8, 2001. Unfortunately, it is 

now too late for us to be able to use them and we will, therefore, have to return 

them to you. 
 

iii) We are not quite clear what we can do to help you. If you give us more details, 

we may be able to meet your requirements. 
 

iv) Dear Mr. Venkataraghavan, 
 

We wish to point out that your account with us has been long overdue. As we shall 

not be able to wait for more than a week for the settlement of your account, kindly 

arrange to send your cheque latest by April 7. This will save us a lot of 

embarrassment. 
 
2) i)   We are sending you the final circular giving information about…. 
 

ii) I would like to subscribe to the ‘Students Bulletin’ for the year 2001. Kindly 

let me know the rate of annual subscription. 
 

iii) Dear Mr. Joseph, 
 

We have received your letter, in which you have asked for information about the 

Personal Computer: ‘Future 3000’. 
 

We are happy to inform you that ‘Future 3000’ is available with us. We are 

sure that this newly designed personal computer will be the most suitable for 

your needs. 
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iv) ………. Since the work is confidential and must be completed urgently, 

the Director would like you to assist us on Saturday….. 
 

v) Dear Parent, 
 

As you know, we are constantly trying to improve the academic standards of our 

pupils. Therefore, in consultation with our staff and the parents, we have 

introduced a new system of examination. 
 
Check Your Progress 2 
 
Happy Home  
Lane No. 64  
Central Road  
New Delhi-110 046 
 
6th April, 2000 
 
Mr. P. Pandit  
Manager  
Government Tourist Office  
New Delhi 
 
Dear Mr. Pandit 
 
We are spending a week's holiday in Madras……. 
 
Yours sincerely 
 

 

(R.N. Narula) 
 
Check Your Progress 3 
 
1) i) I would ii) Could you send me iii) I would also 
 
2) (Specimen Answer)  
R-23, Defence Colony  
Chandigarh-160 017 
 

9 March, 2002 
 

 

The Manager  
Hill-top Hotel  
Manali 
 
Dear Sir 
 
I shall be visiting Manali with my family from 1st May to 10th May. Since we are six of 

us, we would like you to book three double rooms for that period of time. 
 
We shall be having breakfast and dinner at the hotel, but we would be grateful if you 

could arrange to give us packed lunch every day. This is mainly because we plan to go 

trekking on the mountains, and are not sure if meals will be available on the way. 
 
We have heard a lot about the good service at your hotel, and look forward to our visit to 

Manali. 
 
Your Sincerely 
 

 

(S.K. Chopra) 
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Check Your Progress 4 
 
No. 3 is the most appropriate beginning 
 
Check Your Progress 5  

 

Quick Electrical Goods  
14, Bapu Bazar  
Udaipur-302011 

 
6 December 2000 

 
Mr. J.P. Kalia  
Shanti Building 2/15  
19, Pedder Road, Jaipur 302023 

 
Dear Mr. Kalia 

 
Thank you for your letter of 30 November informing us of the problem with the water 

pump of your air cooler. 
 

We are extremely sorry for the inconvenience caused to you. 
 

Our engineer will call on you on 9th December at 6.30 p.m. and try to sort out 

your problem. 
 

Yours sincerely 
 
 

(J.P. Singh)  
Manager 
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UNIT 3 FORMAL LETTERS-II  
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3.5 Key Words 
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3.0 OBJECTIVES  
 
After reading this unit, you will be able to strengthen your skills in writing: 
 

 applications for jobs; 
 

 accepting and declining offers of jobs; 

 letters ordering goods; and 
 

 letters to government and other organisations.  
 
 

3.1 INTRODUCTION  
 
The aim of this unit is to give you practice in writing some other types of formal letters. In 

Unit 2 we talked about some of the special features of the formal style of communication. We 

told you in some detail about the essential elements of a formal letter. Two types of formal 

letters were discussed to illustrate the points that we made, namely, 
 
  letters of request 
 
  letters of complaint 
 
In this unit we shall concentrate on two other types of formal letters. These are: 
 
applications for jobs 
 
letters to government and other organisations.  
 
 

3.2 LETTERS ABOUT JOBS  
 
If you are looking for a job, or wish to change your job, you will probably have to write a 

number of letters, particularly the letters of application that you will send along with your 

curriculum vitae, by which is meant a short written account of your education and past 

employment (also known popularly as bio-data). The other types of letters may be 

requests for references, follow-up letters when you receive no reply to an application, and 

letters accepting or rejecting an offer of a job. In this section we shall discuss some of 

these letters, but shall pay the most atstention to letters of application. This letter requires 

a special effort, as you have to convince your reader that you deserve to be called for an 

interview. 
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3.2.1 Applications 
 
Whenever you send a copy of your curriculum vitae to an organisation where you are 

looking for a job, you should also send a personal covering letter, which is known as the 

letter of application. The two are sent together, and you should consider them inseparable, 

even if you are answering an advertisement that asks for only the curriculum vitae. This 

letter supplements your curriculum vitae in that it provides information that is not usually 

included in the curriculum vitae, or cannot be fitted in it for lack of space. A letter or 

application, therefore, is an elaboration and an explanation of the facts that you list in your 

curriculum vitae. 
 
There is an important difference between a letter of application and the curriculum vitae. 

The curriculum vitae is a straightforward, presentation of the facts relating to your 

education, work experience and other qualifications. These facts may qualify you for a 

number of jobs in different organizations. In the covering letter you have a chance to 

interpret these facts, and show how they are particularly relevant to the position you are 

applying for. So your letter goes beyond merely saying that you have certain 

qualifications; it shows that your qualifications are appropriate to a specific job and 

organisation. And your aim in the letter should be to offer your reader several convincing 

reasons why she/he should talk to you in person in connection with your application. 

Therefore, your letter and curriculum vitae together explain your qualifications. They also 

provide an evidence of your ability to select appropriate information and organise it for the 

reader. An effective presentation can easily make even average qualifications appear quite 

impressive. A poor presentation can just as easily make excellent qualifications look 

ordinary. 
 
Your letter of application must attempt to do three things: 
 
  catch your reader’s attention favourably, 
 
  convince your reader that you are qualified for the position, 
 
  ask for an interview. 
 
You should try to achieve the three objectives in a one-page letter. 
 
If you are applying for a specific job which has been advertised, identify the job by title, 

and state where you came to know about it. Remember that an organisation may have 

advertised for several jobs on the same day, in the same newspaper or professional journal. 

If you do not specify which job it is that you are applying for, it will confuse your reader, 

and give her/him sufficient reason to move on to the next application. 
 
Some of the ways you could begin are: 
 
I am interested in applying for the post of…… which was advertised in The Hindu on 21  
June, 2001. 
 
In answer to your advertisement in The Times of India of 21 June, 2001, I wish to apply 

for the post of… in your organisation. 
 
Your advertisement in The Hindustan Times of 21 June, 2001 for a production manager 

interested me because your requirements closely parallels my work experience. 
 
There may be occasions when you may be exploring the possibility of a suitable job in 

different organisations. Then, you should explain that you are seeking a particular kind of 

job and are writing to inquire whether the organisation has any opening for such a job. 
 
Example 
 
I am looking for a responsible position in the sales department, where my training 

in marketing and experience in selling consumer goods may prove useful. I would 

be interested in exploring the possibility of obtaining such a position in your firm. 
 
After you begin your letter (i.e. state the title of the job and indicate where you came to 

know of it), your aim should be to convince your reader that you are suitable for the job. 

You, therefore, need to explain how your experience and skills qualify you for the job. 
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 In your curriculum vitae, you should have listed the basic facts relating to your education, 

experience and special skills. In your letter, you will have to show your reader what these 

facts mean by placing them in the specific context of the job you are applying for. For 

instance, if you are applying for a sales job, indicate that your previous job has taught you 

to present a product line effectively. If you are applying for a job as an office manager, 

indicate any supervisory experience you may have had. However, if you are applying for 

your first job, highlight how your education matches the job and show your capacity for 

hard work and taking initiative. 
 
Example 
 
2) (In response to an advertisement for the post of an experienced OT B grade Nurse for 

Nayyar Hospital, 3, Amar Enclave, Navada, Uttam Nagar, Najafgarh Road).  
 

I have been employed as a nurse at Shanta Nursing Home, Samaypur and thus have the 

necessary experience. In this post I have had to assume a certain amount of responsibility. I 

have been incharge of the new entrants and have for the last three months been acting as the 

second-in-command. 
 

If I am found suitable for the post advertised, I feel that my experience and talents will 

contribute not only to the growth of your organisation, but also to my personal growth. 

 

You may want to enter into an entirely new field in which you lack experience. In that 

case you should frankly admit that you are inexperienced. At the same time you should 

give persuasive reasons why you wish to change your job, and show your keen interest in 

the new area that you wish to enter. 
 

Example 
 

iii) At the moment I am working as a nurse in a small nursing home. I do not find this 

work particularly interesting, and wish to make a career in a bigger institution. 
 

iv) Although I lack previous experience, I think I have the necessary personal qualities to 

be successful in this field. I enjoy working with people. My academic record is good, 

and the resident doctor with whom I am attached at the moment will be able to testify 

to my willingness to learn and work hard. In order to make myself more efficient in 

this field, I have registered for a correspondence course…………. 
 

The final stage of your letter is to ask your reader to do something for you. In a letter of 

application this is the place to request for an interview. Now, it is obvious that the aim of 

your letter is to ask for an interview. Therefore, the important thing is not what you ask for, 

but how you do it. The point is to do it tactfully, without appearing to beg or demand. 
 

Don’t write in any of the following ways: 
 

I hope that my letter receives your kind favour and you will give me a chance 

to appear for an interview. 
 

I am sure that when you have reviewed all the applications for this position, you will 

see that I am best qualified for this job. 
 

Try to be polite but direct; ask for what you want like this: 
 

I will appreciate an opportunity to talk to you in person about the position of….. in your  
company and will be available for an interview at your convenience. 

 
If my application is considered, I shall be available at any time to suit your convenience, 

though I would need a little notice in order to make travel arrangements. 
 

The last paragraph of your letter is also the place to state any restrictions on when you will 

be available for an interview, or special instructions about how to contact you. 
 

Examples: 
 

3) I will be happy to meet you at your convenience and provide any additional 

information you may need. You can contact me either at my home address or 

at 3426431 during regular business hours. 
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ii) Could you fix an interview to discuss my qualifications in more detail? With a 

week’s notice I can arrange to travel to Bombay at your convenience. 
 
You must make sure that you type/word process your letter and avoid all errors. 
 
Check Your Progress 1 

 

iii) Given below are sentences taken from an application for the post of a sales officer. 

Rearrange the sentences in the correct order, and organise them into separate 

paragraphs. 

 

 My present job requires me not only to sell goods but also to keep an account of 

the sales, and do a bit of typing. 

 
 I am twenty-seven years old and have a diploma in marketing. 

 

 I am interested in applying for the post of a Sales Officer which was advertised in 

Indian Express on 21 June, 1988. 

 

 I enclose my Curriculum Vitae, and will be happy to give you any 

further information that you require. 

 

 You can contact me either at my home address or at 623029 during 

regular business hours. 

 

 The reason I wish to leave this job is that I find the office routine too 

monotonous for me. 

 

 I have been working in a department store for the last three years, where I have 

often been in sole charge of the shop. 

 

 Since the job advertised involves travelling and meeting people, it would suit my 

abilities and temperament better. 

 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 

.................................................................................................................................. 

 

.................................................................................................................................. 

 

.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
.................................................................................................................................. 

 
iv) Given below is a letter of application for the post of a stenographer in a commercial 

organisation. The beginning and the end of the letter are missing. Complete the letter 
by filling in the gaps. 
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16, Indira Nagar  
Lucknow 226004 

 
16.7.2000 

 
The Personnel Manager  
Chand Book House  
Lucknow 226006 

 
Dear Sir, 

 
............................................................................................................................. ................... 

 
.................................................................................... ............................................................ 

 
I am twenty-three years of age, and have recently graduated from Indira Gandhi National 

Open University with an A Grade. I have also completed a two-year secretarial course at 

the Institute of Vocational Studies, where I studied commercial subjects and shorthand and 

typing. I may add that I also took a special course in Computer Science offered by the 

Institute, and am quite proficient in the use of the word processor. 
 

................................................................................................................................................  
 

............................................................................................................................. ................... 
 

Yours sincerely 
 

(Anita Sinha) 

 

3) Here is an advertisement that appeared in Delhi Times on 17th August, 2001. 

Keeping in mind the format discussed in this unit write an answer to the 

advertisement for the post at number (3). 
 

Jeewan Hospital requires 1) BAMS Female Resident Doctor with minimum 5 years 

experience in gynae., 2) OT Nurse, minimum 3 years experience, 3) A/B grade nurses 

for ICCU ward, 4) Lab and X-Ray technician. Contact 12 B, Shastri Nagar, Delhi. 
 

........................................................................................................................................  
 

........................................................................................................................................ 
 

........................................................................................................................................  
 

........................................................................................................................................ 
 

........................................................................................................................................ 
 

3.2.2 Accepting an Offer 
 

If you are offered a job that you would like to take up, you must write a brief letter of 

acceptance as soon as possible, certainly within a week. The format of the letter is simple. 
 

  Begin by thanking the person for giving you the job. Then, accept the job that you 

have been offered. Take care to identify the job by title. 
 

  In the second paragraph you should specify when you would like to take up the post. 
 

  Conclude the letter with a statement that you look forward to working for your new 

employer. 
 

Some of the ways in which you could begin a letter of acceptance are: 
 

i) Thank you for your letter of 6 May, 2001 offering me the post of Storekeeper in 

your company, which I am glad to accept. 
 

ii) May I thank you for the kindness and courtesy shown to me when I came for 

interview on the 16th May, 2001. I am glad to accept the post of Accounts Assistant 

in your organisation on the terms stated in your letter of yesterday. 
 

iii) Thank you for your offer of the post of….. in your….. I have great pleasure in  
accepting the offer. 
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Some of the ways in which you could conclude your letter are: 
 
v) I look forward to what I am sure will be a rewarding future with Exact Time Watches. 
 
vi) I am looking forward to working for your company. 
 
vii) I feel very happy to have obtained this appointment and assure you that I shall do my 

best to make a success of my work. 
 
Check Your Progress 2 
 
Imagine a situation where you have received a letter from G.M. Modi Hospital, Saket 

saying that you have been selected for the job you applied for. Given below is the main 

part of the letter. Write a letter accepting the offer.  

 

G.M. Modi Hospital  
Saket, New Delhi 110 016 

 
October 19, 2000 

 
Dear Ms. Srija 

 
I am pleased to be able to offer you the post of a Nurse (OT) in our hospital. 

 
As we discussed during our talk with you, your initial salary will be in the scale of  
Rs. 5000-250-6500. You will also be entitled to the regular perks that we provide for our 

employees. 
 

If you accept this offer, please let us know how soon you can join our hospital. 
 

With best wishes 
 

Sincerely yours 

 

................................................................................................................................................  
 
................................................................................................................................................ 
 
............................................................................................................................... ................. 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 
................................................................................................................................................ 
 

................................................................................................................................. ............ 
 

3.2.3 Declining an Offer 
 
While searching for a job, you may have applied to several organisations and may as a 

result receive more than one offer. You will then have to select the job which is most 

attractive to you, and write a letter of refusal immediately. 
 
When writing such a letter, begin by giving a thought to your readers. Remember that they 

have invested some time and effort in you, compared you with other applicants, and found 

you the best person for the job. They may have counted on your accepting the job. If you 

refuse the offer they will have to do some of their work over again. 
 
Therefore, in your letter of refusal, you must be tactful and courteous. Try to give honest 

and sincere reasons for your refusal. If you have accepted another offer, say so, and 

explain why. Do everything to ensure that you and your readers part company as friends. 
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 You may begin the letter by first thanking them for offering you the post. Then make 

a reasonable excuse for not accepting the offer. 
 
Examples 
 
Thank you for your letter of… offering me the post of…. in your organisation. I am sorry I  
am unable to accept this offer as…… 
 
Thank you for your offer of the post of….. in your… I am afraid I am unable to accept your  
offer as….. 
 
A more unconventional but equally polite way of rejecting an offer is as follows: 
 
I enjoyed talking with you about your opening for a … and was gratified to receive your 

offer. Although I have given the offer serious thought, I have decided…….. 
 
One of the ways in which you can conclude your letter is: 
 
I appreciate your consideration, and I am sure I would have enjoyed working for your 

organisation. 
 
Check Your Progress 3 
 
Read the letter given in the exercise under Check Your Progress 2 offering you the job of 

a Nurse (OT). Write a letter in reply, refusing the offer. 
 
................................................................................................................................................ 

 
................................................................................................................................................ 

 
................................................................................................................................................  

 
................................................................................................................................................ 

 
................................................................................................................................ ................ 

 
................................................................................................................................................ 

 
................................................................................................................................................ 

 
................................................................................................................................................ 

 
................................................................................................................................................ 

 
................................................................................................................................................   

 

 

3.3 LETTERS TO GOVERNMENT AND OTHER 

ORGANISATIONS 
 
 
So far we have mainly dealt with letters you may need to write if you are applying for jobs 

in various organisations or if you are working in such organisations and have to order 

goods. There may, however, be situations, when you as an ordinary citizen need to write to 

various government or other organisations about the problems that you may be facing in 

your daily life. These are also formal letters and include letters of complaint, letters of 

request, and letter making enquiries or suggesting. We often avoid writing these letters 

because we don’t know how to. In this section we shall give you some examples of these 

letters and provide you practice in writing them yourself. 
 

3.3.1 Letters of Complaint 
 
A letter we have to write frequently is a letter of complaint or protest. You may find that 

the Electricity Undertaking or the Telephone Nigam has overcharged you. Your telephone 

may be out of order for days or even months without the authorities bothering to repair. 

The bus conductors may be rude to you. The sanitary conditions in your area may be 

deplorable. You should then write to the department dealing with your specific problem. 
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Given below is the main part of a letter written by a resident of Mayapuri 

complaining about the unhygienic conditions in the area.  
 

I want to bring to your notice that the sanitary conditions around the 696 LIG flats and as many 

adjoining Janta flats in the G-8 area, Mayapuri, are deplorable. The sewer lines are faulty and 

stinking water is stagnating in almost every open drain. The cleaners turn up once in a fortnight 

and the garbage is rarely removed. It remains lying in heaps till it finds its way to the open 

drains. 
 

With the onset of the monsoon, things have worsened. The whole area has become a breeding 

place for mosquitoes and flies, and the residents open the doors and windows of their homes at 

their own risk. Human excreta from the three houses of JB-32 LIG Block are overflowing from 

the septic tank to the open drain, as the line to the main sewer is blocked with concrete which 

got into it when the road was built. 
 

Kindly take some action immediately before the situation becomes still worse and there is an 

outbreak of infectious diseases. 

 

What are the points that you should keep in mind while writing such a letter? 
 

 Don’t make the complaint too general. Give details of what is bothering you. In 

the letter given above, for example, notice how specific the writer is. He gives the 

precise details of the area he is writing about: “around the 696 LIG Flats and as 

many adjoining Janata Flats in the G-8 area, Mayapuri…….”, “…. The three 

houses of JB-32 LIG Block”. You must include facts that your reader cannot 

possibly ignore. 
 

 Ask for satisfaction firmly but politely. If you can suggests a solution, do so   

 End your letter forcefully. Make clear what you expect of your reader. 
 

 Address your letter of protest to the appropriate person. For instance, if you want 

to complain about a bill, send your complaint to the Accounts Officer, not the 

Chairman of the organisation. 
 

 If you have made the same complaint before, say so in your letter. 
 
Check Your Progress 4 
 
There is probably something that you want to complain about to the local authorities. 

Write a letter of complaint giving details of your problem. Take care to adopt the format 

of a formal letter. 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 

3.3.2 Letters Giving Instructions 
 
We sometimes write letters in which we convey our instructions to various organisations 

in order to have something done for us. For instance, you may change your address and 

will then have to ask the circulation manager of the magazine you have subscribed to, to 

send the magazine to the new address; or you may have to instruct the post office to 

redirect your letters. 
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 What are the points that you must keep in mind in writing such a letter?  
 Give the essential information you want your reader to have clearly and 

completely. 

  Leave your reader with a clear understanding of what you expect him to do. 
 

The letter given below is from a woman who is writing to the circulation manager of the 

magazine she subscribes to, informing him of her change of residence and instructing him 

to send the magazine to the new address.  

 

W-57, South Extension  
Chandigarh-160017 

 
20.5.2003 

 
The Circulation Manager  
Reader’s Interest  
Madras 600 107 

 
Subject: Change of Residence 

 
Dear Sir 

 
I am a subscriber to Reader’s Interest. My subscription number is: D2/478. I am writing to 

inform you that I shall be moving to a new house on 2nd July. 
 

My new address will be  
642, Civil Lines  
Chandigarh 160 019 

 
Please send the future issues of the magazine at my new address. I hope we shall continue to 

receive them as regularly as we used to. 
 

Yours sincerely 
 

Chitra Subramaniam 

 

Check Your Progress 5 
 

You’ve lost a bearer cheque. Write a letter to the manager of the bank instructing him to 

stop payment. After you’ve written your letter, refer to the specimen letter given at the end 

of the unit. 
 

................................................................................................................................................  
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

................................................................................................................................................  
 

................................................................................................................................................ 
 

................................................................................................................................................ 
 

3.3.3 Letters of Request 
 
 We often have to request official bodies for various things; this is probably the most 

 common type of official letter. It includes letters to various organisations requesting for the 

 provision of services. For instance, you may request the public transport organisation in 

 your town to run more buses in your area. If you wish to meet an official, you often have to 

 write a letter asking for an appointment. Letters have to be written to universities asking for 

 

application forms or duplicate copies of certificates. 
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The following letter is a request to Delhi Transport Corporation for a better bus service in a Formal Letters-II 

specific area.   
 

Sector A/45  
Vasant Kunj  
New Delhi-110 008 

 
21.5.2003 

 
The General Manager  
Delhi Transport Corporation  
Delhi-110 054 

 
Dear Sir, 

 
I am resident of Vasant Kunj, an area rather poorly connected to the rest of the city by buses. 

The people most affected by this lack of bus service are school children and teachers, who find 

it difficult to reach a convenient bus stop in time to catch the bus to their schools. 
 

I request the DTC to improve the bus service from this area. Specifically, could you start a 

direct bus service from Vasant Kunj (touching sectors A & D) to Lajpat Nagar? It would 

benefit at least 150 school children and teachers. 
 

I hope you will take immediate action to solve our problem. 
 

Sincerely 
 

Seema Bhagat 

 

This is one type of a letter of request where you have a problem, and request a certain 

organisation to solve it for you. How is this letter organised? 
 
First, you state the problem. 
 

Then, you request the organisation to solve problem, and give details of how you 

would want it solved. 
 
Conclude by asking for immediate action. 
 
Other types of letter of request will have a different organisation. When you do the next 

exercise, you will discover it for yourself. 
 
Check Your Progress 6 
 
You want to become a postal member of a library. Write to the library asking for 

information regarding the rules for such membership. Also ask for the application form. 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................ 
 
................................................................................................................................................  
 
................................................................................................................................................ 
 
................................................................................................................................ ................ 
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3.4 LET US SUM UP  
 
In this unit, we discussed some more types of formal letters. These were: 
 
9) Application for jobs; accepting and declining offers. 
 
10) Letters to government and other organisations. 
 
You should now be able to write the different types of formal letters required for 

various purposes.  

 

3.5 KEY WORDS 
   

Curriculum vitae : A brief written account of the main events of one’s life. It 

   includes one’s personal details, education, and past 

   employment, and is used especially when one applies for a job. 

   It is also called ‘bio-data’ by many of us. 

Letter of application   : Covering letter sent with the curriculum vitae. 

 

3.6  ANSWERS TO CHECK YOUR PROGRESS 
  

Check Your Progress 1  

1) Paragraph 1 : Sentence iii) 

 Paragraph 2 : Sentence ii), vii), i) 

 Paragraph 3 : Sentence vi), viii) 

 Paragraph 4 : Sentences iv), v) 
 
5) The beginning of the letter: 
 

I would like to apply for the post of a stenographer that was advertised in Navbharat 

Times on 15 October, 2000. 
 

The conclusion of the letter: 
 

I enclose my curriculum vitae, and would appreciate an opportunity of being 

interviewed. I would, then, be able to give you a better idea of my abilities. 
 
3)  
 

Shanti Building 2,  
19 BK Roy Road  

Faridabad 
 

24.8.2000 
 

Jeewan Hospital 
 

12 B Shastri Nagar 
 

Delhi. 
 

Dear Sirs, 
 

I am interested in the job of ‘A’ grade nurse for ICCU ward advertised by 

your organisation in Delhi Times on 17th August’ 2000. 
 

I have four years experience in a Nursing home. In my present job I am 

responsible for patient care and monitoring of the entire unit. However I 

am looking for a challenging position with more responsibilities. 
 

I enclose my curriculum vitae, and will be happy to meet you at your convenience 

to provide any additional information. I would, however, need a little notice in 

order to make travel arrangements. 
 

Sincerely 
 

K. Saraswati 
 

Encl. Curriculum Vitae 
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Check Your Progress 2 
 
Dear Sir, 
 
Thank you very much for offering me the position of Nurse (OT) in your reputed 

organisation. I am pleased to accept the offer on the terms stated in your letter of 

yesterday. 
 
I will be free from the first of November, so I can start work on that very day. 

I look forward to working in your hospital. 
 
Yours sincerely 
 
S. Srija 
 
Check Your Progress 3 
 
Thank you for your letter of 19th October’ 2000 offering me the position of a Nurse (OT) in your 

organisation. 
 
I am afraid I shall not be able to accept your offer because of certain personal reasons. I 

appreciate your offer and I am sure I would have enjoyed working for your hospital. 
 
Yours sincerely 

S. Srija 

Check Your Progress 5  
 

5/26, Seva Sadan  
Hyderabad 500 008 

 
4th April, 1988 

 
The Manager  
Indian Bank, Aurobindo Marg  
Hyderabad 500 008 

 
Dear Sir 

 
I have a Saving Bank Account with your bank (Account No 2661). 

 
My bearer cheque No…….....….. dated ……..…….. for Rs. ……......…… has been lost. 

 
To prevent unauthorized withdrawal, I request you to STOP PAYMENT of this cheque. 

 

 

Check Your Progress 6  
 

I am a staff nurse in a government hospital of the capital, and wish to borrow books on 

nursing and health promotion from your library. 
 

I understand that you admit ‘postal’ members, who can borrow and return books by mail. 

Are there any conditions for this type of membership? 

I shall be grateful if you can send me the rules and regulations and an application form for 

‘postal’ membership. 

 

Yours sincerely 

Surender Bharadwaj 
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UNIT 4 INFORMAL LETTERS-1 

 

Structure 
 

4.0 Objectives 

4.1 Introduction 

4.2 Differences between Informal and Formal Letters 

4.3 The Layout of an Informal Letter 

4.4 'Thank You' Letters 

4.5 Let Us Sum Up 

4.6 Key Words 

Answers 

 

4.0 OBJECTIVES 
 

The aim of this unit is to give you examples of informal 

communication, i.e. personal letters, and make you aware of the 

difference between formal and informal letters. 
 

After completing the unit you should be able to write informal letters to 

friends and relatives 

 

4.1 INTRODUCTION 

 
Informal letters are like private conversation and are ordinarily written to the 

members of one's family and friends. For instance: a husband writing to his 

wife, a father writing to his son or daughter, or someone writing to a friend 

are typical examples of informal situations. Since the relationship between 

the participants is not formal, one can write in one's own way instead of 

following any particular rules or customs. 
 

The content of informal letters is also varied, in fact almost as varied as 

human beings are. In an informal letter, you may give news about yourself, o 

r you may wish to sermonize, argue, express sorrow, remorse or disgust. In 

fact, you may do anything that you wish to do. 

 

There are certain common features of language in all informal 

communication. This may include the use of contracted forms (e.g. isn't for is 

not), colloquialisms (that is, expressions used in familiar conversation) and 

ellipsis (i.e, the leaving out of words from a sentence when the meaning can 

be understood without them). But each Situation demands the use of 

language that is suitable for an expression of the particular attitude or 

emotion one wants to convey. 
 

There is also a greater variety of tone (that is, manner of expression) in 

informal letters. The tone of your letter depends very much on the  
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relationship with the person to whom you are writing, At one extreme, you 

may be writing to someone you don't know very well or to a much older 

person, and your tone may tend to be somewhat formal. At the other extreme, 

you may be writing to your best friend, and your tone in that case will be 

more chatty and relaxed. 

 

It is true that informal letters are essentially private letters, meant only for the 

person to whom the letter is addressed. In fact the meaning will not always 

be clear to a third person, since a number of things are left unsaid which only 

the receiver can understand. But these private letters would help you to 

develop your writing skills. 
 

In this unit and the next, we shall give you examples of informal letters and 
also give you practice in writing different types of informal letters, e.g. 
thank you letters, letters of condolence, letters of congratulations, letters of 
invitations, etc. 

 

4.2 DIFFERENCES BETWEEN 
INFORMAL AND FORMAL LETTERS 

 
Informal letters are to a certain extent linguistically, and more 
importantly, thematically different from formal letters. Some of these 
differences are : 
 
 In a formal letter you may often write to someone you do not know. It is 
written in order to make a specific point, and every word in the letter 
should be relevant to the end which you wish to achieve. In an informal 
letter you may dwell on several subjects and your letter may even ramble 
a bit. 
 
2 Formal letters aim primarily at conveying information. Informal, 
personal letters do not seek to convey information in the same sense. 
They often deal with private thoughts and feelings-topics that are likely 
to interest the person to whom they are addressed. 
 
3 Linguistically, there are certain features which one may find mainly in 
informal writing. For instance, items of vocabulary are often different in 
informal and formal writing. In informal letters, you will often find 
expressions which characterize conversation-exclamatory expressions, 
questions, contracted forms, etc. Let us look at some of these features. 
 
 
Exclamatory expressions 
 
 
Examples 
 
Dear Mr. Russell, 

 
We'll be glad to come and we'll both be so happy to see you again. How 
nice of you to ask us!                                
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You can't imagine how glad I was to get your card! I'm afraid there is no 
hope that we'll meet before long ..... 
 
 
Dear John, 
 
Thank you for your letter. I was pleased to hear that you have been 
offered a job in this 'area. Congratulations! You must be feeling very 
cheered after job-hunting for so long. From what you say I would 
imagine that you will have real prospects of promotion in that 
organization. Well done! 
 
You asked what this town is like to live in.Well, after having lived here 
for all of six months I feel qualified to tell you.You must remember how 
at school I was always ready to impart information-so here goes! 
 
( From Certificate English by A.J.S. Pringle, Oxford University Press.) 
 
Back in Germany! How I envy you! Although I have not seen it since  
my school days, the spell is still strong upon me-the breath of intellectual 
freedom, the discussions, the music, the lighthearted comradeship… 

 
 
(From Addressee Unknown by Kressmann Taylor) 
 
ii) Questions 
Questions are generally used to seek information, but  they can also be 
used as a stylistic device to reinforce a point, to persuade the hearer to 
agree'with the questioner and to make oneself better understood. 
 
 
Notice how questions have been used in the following extracts from 
letters. They seldom elicit new information but rather consolidate the 
relationship by expressing a certain mood and attitude 
 
 
Dear Garnett, 
 
Did 1answer, your last letter? I can't for my life remember. Why do you 
take so much trouble for me? 
 
 
(From D.H. Lawrence: Selected Letters, Penguin Books) 
 
Why can't you ever come? You could if you wanted to, at Christmas. 
Why not? We should love to have you, and it costs little. 
 
 
I was shocked to hear the news of your terrible accident. Why should this 
happen to you? You have never done anything to deserve such an unkind 
treatment from Nature! 
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iii)  Imperatives 
Imperatives are more often found in spoken than in written English, and 
land a distinct intimate tone to the letter. 
 
Examples 
 
 You sound so miserable. It's the damned work. I wish you were here 
for a while. If you get run down, do come quickly. Don't let yourself 
become ill This is such a beastly dangerous time. And you could work 
here, and live cheap as dirt with us. 

                                Don't mind ifI 1’m impertinent. Living here one gets so different..... 
   
 
..... I have, however, succeeded in having the questionnaire typed. Am 
sending you a copy. Jusl let mc know whether it’s ok-or   if you have to 
suggest changes-do so. 
 

 
And now, you two, for God's sake don’t get in a state. I myself am 
always on the brink of another collapse. I begin to tremble and feel sick 
at the slightest upset : you letter for instance. Do be mild with me for a bit 
Don't get silly notions. I've waited for you for two years now, and am far 
more constant to you than ever you are to me-or ever will be. Which you 
know. So don't use foolish language. 
  

 
iv)  Contractions 
The use of contractions is a very common feature in informal writing of 
any kind especially letters. 
 
Examples 
 
 My dear ....., 
 
I'm not so lucky as you are-to   be doing work. Well, I've been doing 
something-struggling to get well so that I may be able to start work. 
 
..... It'll take a long time for the Pune trip to go to the back of my mind. 
You know. I parting is sad and painful especially when one knows and is 
sure that such a dose of happiness may not come again. I don't know how 
Deepa feels, I don't know how you feel, but I feel quite terrible…. 
  
 
v) Ellipsis 
In informal letters, one often tends to omit certain 'grammatical' items. 
This is known as ellipsis. Despite this, the meaning remains clear. 
 

a)      Good Luck and cheer up. Anything you want just let me know. 
               Honestly -okay?l 
 
 
 

Will be writing a letter to Manjit apologizing for the dinner, etc., 

etc. Will also keep in touch with S. Banerjee. Should write to Alok 

and Rina too. Have to keep my public relations strong. Will be 

writing a letter of thanks to Yogi shortly. 
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 Arrived here on the 28th and fell ill on the 30th with viral 

infection and a very high temperature. Thank God it's over, I 

was back at office on the 12th. So you see no work at all for a 

fortnight! I have, however, succeeded in having the 

questionnaire typed. Am sending you a copy ..... 

 

Notice the omission of certain words in these letters. For 

example in extract (a), the complete sentences would have been 

'If you want anything, just let me know.' 

'1 mean this honest.' 

 

In extracts (b) and (c) the first person pronoun 'I' is missing in 

most of the sentences. 

 

'(I) will be writing letter to Manjit .....' 

'(I) should write to Alok and Rina too  .....' 

'(1) arrived here on the 28th .....' 

'So you see (I've done) no work at all for a fortnight' 

'(I) am sending you a copy .....' 

 

vi) Order of constituents in a sentence 

Very often the way parts of a sentence are arranged lends it a 

certain informality or intimacy. In a formal communication, the 

usual 'subject + verb + object' pattern is followed. However, in 

speech and intimate communication, the ordering of 

constituents in a sentence may be changed. 

 

Examples 

  

A bit of loud thinking that was. I should have started by wishing 

you. your family and all our friends a very happy and peaceful 

new year. .....  

 

 

 4.3 THE LAYOUT OF AN INFORMAL LETTER 

 

 The layout of an informal letter is quch less rigid than that of a 

formal letter, which is based on accepted rules and customs as 

shbwn in Units 2-3. However, it may.be useful to adopt the 

layout shown below. 
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  (1) Flat No. 15,2nd Floor, 

   Shanti Building 2, 

   19, Pedder Road. 

   Bombay400 026. 

 

 

  (2) 20 Sept., 88 

(3) Dear Neera,  

 

Thanks a lot for your letter which I received today .....  

  

(Body of the letter) 

 

 

(4) Love, 

 

 

Anju 

 

 

Notes 

 

1) If you are the sender of the letter, your address always goes 

into the top right-hand corner. Even if you are writing to a 

friend who knows your address, it is still better to write it. 

Never write your name in this place. 

 

The address can be written as shown in (I), or each succeeding 

line beginning farther td the right as shown below : 

 

Flat No. 15, 2nd Floor. 

Shanti Building 2, 

19 Pedder Road. 

Bombay-400 026. 

 

In a personal letter certain words can be abbreviated; for 

example, 

 

Street St. Society              Soc. 

Road Rd. Apartment Apt. 

Avenue Ave.  
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Note that the address of the person you are writing to does not 

appear in a personal letter. 

 

2) The date always goes under the address. Leave a little space 

between the address and the date as is shown in the specimen 

layout. The date can be written in any of the following ways : 

20 September, 1988 

 20th September, 1988 

 20 .Sept., '88  

September 20, 1988 

20/9/88  

20.9.88 

 

 

3) The salutation of greeting in an informal letter depends 

upon your relationship with the reader of the letter. But 

generally the forms of address are : 

 

i) Dear (or My dear) + first name e.g. Dear Rita 

 

ii) Dear + title + Surname e.g. Dear Mr. Goel 

 

Note that if you are writing to Ashok Goel, the salutation should 

be either 

 

Dear Ashok 

or 

Dear Mr. Goel 

 

But not 

 

*Dear Mr. Ashok 

 

4) The complimentary close: you can end a personal letter in a 

number of ways, and this again depends upon your relationship 

with the person addressed. In fact the end of your letter must 

match the greeting at the beginning of your letter. 

 

Love, and variations (lots of love, etc.) are intimate and 

affectionate. 

 

Yours, Regard, With best wishes 

show friendliness without expressing intimacy. 
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There may be other very intimate ways of ending a personal 

letter, which you'll develop'naturallywith a close friend. 

 

5) P.S. means Postscript... Jf .you have forgotten to..write" or 

say something in your letter you could mention it here. 

 

Example   

 

 See you on Sunday 

  Yours,  

  Rita  

P.S. Don't forget to bring my book! 

  

The points given above show you the general layout of an 

informal letter. We now suggest cerrtain ways of opening and 

closing a letter which you may find useful. Of course these are 

merely suggestions, as there is really no set way of beginning a 

letter.  

 

 

If someone has already written to you, thanking that’ person for 

the letter is a fairly common way of beginning a letter the letter 

for example, 

  

 Many thanks for your letter .....  

 Thank you for your letter .....  

 Thanks for your letter .....  

 Thank you so much for your letter.  

 

You may also begin your letter in some of the ways given 

below :  

 

 I was glad to get your letter, and .....  

 ,We were very glad to hear from you.  

      I received your letter yesterday, and the books this morning. 

It is very good of you . 

    Had your letter the other day-glad   that you are well and 

happy.  

 

Many of us are lazy about answering letters. So when we write 

after a long time, we often have to apologize for the delay, and 

then give the reason or excuse for not writing for so long. Some 

of the ways in which you could begin such letters are : 
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I'm sorry I haven't written for so long but I've been very busy    

recently. 

I've been wanting to write to you for such a long while but..... 

I really wish I could manage to write to you more regularly..... 

 

Here are suggestions for ending an informal letter. In a personal 

letter, it is customary to good wishes to the family of the 

recipient of the letter. 

 

Examples 

 

Remember me to Rina and the kids. All good wishes to you and 

your family. Please do member me to both Rama and Anjani 

and convey to them and their family my greetings and good 

wishes. Please convey my regards to your family. 

 

Check Your Progress 1 

 

Given below is an incorrect layout of a personal letter. Make 

corrections wherever necessary. 

 

Salim Khan 

Amrita Sher Gill Marg, 

House No. 7 

New Delhi. 

 

 14th Feb, 1988 

 

My dear Ahmed, 

Thanks for your letter .....  

 

Sincerely, 

R.k.Ram 

 

 

 

 

………………………………………………………………… 

………………………………………………………………… 

………………………………………………………………… 

…………………………………………………………………

………………………………………………………………….

………………………………………………………………… 
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4.4 'THANK YOU' LETTERS 

 

As we have already told you, the subject matter of a personal 

letter may be almost anything. However, certain common 

feelings-of gratitude, sorrow, good wishes, and so on-often need 

to be expressed. We hesitate or avoid writing such letters 

because we don't know how to express these feelings, especially 

to people we know rather well. When we do write such letters, 

they appear stilted and formal. Let's write in such a manner that 

our letters sound as sincere expressions of emotion rather than a 

more formality. 

 

'Thank you' letters 

 

We often need to write letters expressing gratitude-for services 

rendered, for acts of kindness shown, and so on. 

 

Example 

You and your family have just spent a vacation with some 

friends. Given below is a letter thanking them for the good time 

you had. 

 

 Flat No. 15,  

 Navjivan Colony,  

                 Mahim,  

 Bombay-400 501.  

 11 Feb., 1988  

 

 My dear Sunita and Salil, 

 

Just a short note to tell you that we reached home in one piece-

and how much we enjoyed staying with you! 

This was one of the best vacations we have had in a long time-

and you contributed so much to making it so. Thanks a lot for 

looking after us so well! 

The children still keep talking a b u t the picnic at Kamptee 

Falls and the joy they felt while putting on their new swim-suits 

and splashing around in the water.. We're looking forward to the 

photographs. 

It goes without saying that we hope you'll spend the nex't 

summer with us. We'll have fun together again. 

Renu and the kids send their love. 

YOURS 

 

      Rajah         



 
 

 

 

Some expressions of gratitude which you might find useful are : 

 

Thank you (somuch/verymuch) for the ..... 

 

I must thank you for ..... 

 

Your     very generous/ ) present arrived this morning ..... 

           ( beautiful   

Thanks a lot for ..... 

It was nice of you to ..... 

 

It is also usual to say something about the present received and 

the sender's thoughtfulness 

 

It was very thoughtful of you to remember my birthday ..... 

 

The book was just what I wanted ..... 

 

For service rendered or kindness shown :. 

I really do appreciate it ..... 

It was (really) very      kind of you. 

considerate 

thoughtful 

 

Check Your Progress 2 

 

A friend looked after you when you fell ill. Now that you've 

reached your home town and better, write a letter thanking 

him/her. 

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

………………………………………………………………… 
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…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

…………………………………………………………………

……………………………………………………................... 

………………………………………………………………… 

………………………………………………………………… 

…………………………………………………………………. 

…………………………………………………………………

………………………………………………………………… 

 

 

4.5 LET US SUM UP 

 
In this unit we have dealt with one type of informal 

communication-a personal letter. We have tried to show you 

some of the differences between a formal and an informal letter. 

We have also given-you the layout of an informal letter. 

  

4.6 KEY WORDS 
 

colloquial/ke'leukwieV  (adj.) : suitable for informal 

conversation rather than formal writlng. 

con'tracted'forms : shortened forms of words,.for example. don't 

for do not 

el'lipsis : the leaving out of one or more words from a sentence, 

when the meaning can be understood without them. 

im'perative : the form of a verb used in commands, e.g., sit 

down. 
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ANSWERS 

 

Check Your Progress 1 

 

 

House No. 7, 

Amrita Sher Gill Marg, 

New Delhi. I 

  

14th Feb., 1988  

 

 

My dear Ahmed, 

 

Thanks for your letter ..... 

 

 

With love 

 

 

R.K. Ram 
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Check Your Progress 2 

 

 

 

                        3C Century 

Towers,  

46 Barnaly Road, 

Kilpauk, 

Madras400 0 10. 

 

                                          My dear Suraj, 

 

Just a note to tell you that I am much better and should be 

returning in about two weeks. 

 

It was really nice of you to invite me to your house and let me 

stay there for several days when I was not well. I remember how 

you took me to the doctor when I fell ill-in fact, I sometimes 

feel that you saved my life! Am I being very dramatic?! 

 

Please thank Saroj-also for making me feel at home and looking 

after me so well. It was such a joy to get to know your children. 

My love to everyone. 

 

Looking forward to seeing you soon. 

 

Yours, 

Suresh 
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UNIT 5 INFORMAL LETTERS-2 

 

Structure 

5.0 Objectives 

5.1 Introduction 

5.2 Letters Expressing One’s Feelings 

5.2.I  Letters of Congratulations 

5.2.2  Letters of Condolence 

5.2.3  Letter of Apology and Explanation 

 

5.3 Letters of Request and Letters of Invitation  
5.3.1 Letters of Request 

5.3.2 Letters Inviting people 

 

5.4 General Personal letters 

5.5 Let Us Sum Up 

5.6 Key Words 

Answers 

 

5.0 OBJECTIVES 

 

In the previous ( Unit 4 ) we tried, to make you aware of some of the linguistic features 

of informal letters We also discussed the general layout of such letters. 

The aim of this unit is to give you examples of, and practice in the following types of letters 

written in an informal style: 

Letters of congratulation                                      

Letters of condolence 

Letters of apology 

Letters of request 

Letters of invitation; letters accepting and refusing invitations... 

We shall also give you examples of typical informal letters which are part of a regular 

correspondence, dwell on several topics, and deal with the private thoughts and feelings of 
the writer. 

5.1 INTRODUCTION  

 

Personal letters can broadly be divided into two kinds-those written for a particular purpose to a 

person with whom one way not be in regular correspondence; and those written as part of regular 

correspondence. The first type may include (i) letters which express one's feelings such as letters of 

gratitude (already discussed in Unit 4), and letters of congratulation and condolence; (ii) letters of 

request, invitations, acceptance and refusal of invitations, etc. Letters of the second type are 

probably those that one may write to one's close friends or to one's relatives, etc., if one is living 

away from them. The subject matter may be almost anything, and one is likely to touch on several 

topics. This kind of letter is less likely to have a definite shape than a letter of the first type. Its style 

is more rambling and the tone is conversational. 
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In this unit, we shall take up both kinds of letters. We shall first deal with letters written for a 

particular purpose, and then the more general personal letter. 

 

5.2.1  Letters of Congratulation 

We write letters of congratulations to friends. members of our family and close 
acquaintances when something pleasant happens to them. or if they are successful in 
something. Let's look at a short letter congratulating a friend who has decided to get 
married. 

 

5.2 LETTERS EXPRESSING ONE'S FEELINGS 

As we mentioned in the previous unit, letters expressing feelings are difficult to write, especidly to 

people we care for. If we do write them, we often tend to sound stilted and formal, when we 

actually wish to express warmth and friendship. We shall discuss three 

 

5.2.1 Letters of Congratulation 

We write letters of congratulations to friend’s members of our family and close acquaintances 

when something pleasant happens to them, or if they are successful in something. Let’s look at a 

short letter congratulating a friend who has decided to get married. 
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                                                                362, AsianGames Village, 

                                                                           New Delhi- I IO 049. 

      7 July `89 

               My dear Sudha 

 

 

Congratulations! You cannot imagine how happy I am to read that you _are 

getting married. I really am!! I’m afraid I will not be able to make it to your 

wedding-but wish you all the love, peace, stability and happiness that married 

life can offer. 

I look forward to your detailed letter (after the event and when you find time) 

and of 

course, the photographs. 

Please convey my best wishes `to your parents and brother-they must be 

thrilled! 
 
With Love, 
Prabha 

 



 
 

Pr&tap House, 

50, Civil Lines, 

Jaipur-302 006. 

 

 

6 May, 1987 

 

 

Dear Anil,, 

 

 

1. Since you love travelling-even to obscure, godforsaken places-it is 

probably the right sort of job for you. 

2. It was really great to know, that you made it to the Foreign Service! 

3.  Rinku joins me in congratulating you, and is waiting eagerly for the party! 

4. Celebrations, I'm sure are in order-so when's the big party? 

5. P.S. Where’s the first posting- do you know? 

6. Please convey my best wishes to your parents 

 

Yours 

Salil 

You could also use the following phrases to convey your congratulations: 

It was great to hear that you..... 

Congratulations on your success in..... 

I’m {delighted to hear that you ..... 

\ pleased    / 

Well done! 

 

Check Your Progress 1 

a)Given below is a letter to a friend congratulating him on his success in getting the job 

he wanted. The sentences are in a jumbled order. Put it in the right order, and indicate 

the paragraphs. Then answer the questions given below. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

b) i) What do you think is the relationship between Rinku and the writer of the letter, Salil? 

…………………………………………………………………………………………………. 

ii) Pick out those sentences where you think the order of the constituents is different from that i 

formal sentences 

……………………………………………………………………………………………………… 

……………………………………………………………………………………………………….. 
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5.2.2 Letter of Condolence 

If someone dies and we write to his relatives to express our sympathy, we are offering our condolence’. 

The two most important things about letters of condolence are that they should be written immediately, 

and that they should be sincere. Read the letter given below carefully: 

          

 

C-3A/44 B, 

Pankha Road, 

Janakpuri, 

New Ihi-IlO 058. 

 

7 May, 1988 

 

 

Dear, dear Kiran, 

 

I am extremely sorry to hear of the death of your mother especially since I know how 

close you were to her. 

I had the opportunity to get to know her on the two occasions I stayed with you, and 

remember how comfortable she made me feel. 

I realize this must be a very difficult time for you , Meera  and your father. If  I can be 

of any help, please don’t hesitate to contact me   

Love 

Juhi    

 

 

 

 

 

Some other ways to express sympathy can be : 

I was (very extremely) sorry to hear that…… 

I would be deeply upset to learn that….. 

If a young person has died unexpectedly ..... 

We were shocked to hear that ..... 

It was a great shock to learn of the                                                           66 



 
 

Some don’ts about letters of condolence: 

 

Don’t dweIl on the details of illness or the manner of death. There is also no need to quote 

from poets or scriptures. The letter should express sympathy for the loss and a genuine 

appreciation of the person who has gone. 

 

Check Your Progress 2 

Complete the following letter, filling in the blanks with appropriate words and phrases. Put the 

letter in the correct format and include the salutation, conclusion. etc. 

 
| It was &.,........ to learn ......... of your brother. As you know, he was a........ friend of  

 mine. He will be........ by the boys at the university. ........ accept my ........  

 If I can be of .........., please let me know irnmcdiately.  

 

5.2.3  Letters of  Apology and  Explanation 

We often fail to keep appointments and sometimes make mistakes or hurt people. Then we 

need to write a letter of appology. When we do so, it is clear that an explanation is also 

required. Given below is a letter from someone apologizing to a friend for not arriving at a 

certain place in time-and giving as explanation for this failure. 

 

 

                                                                     3C .Ccntury Towers,  

                                                          46, Grant Road, 

                                                   Kilpauk, | 

                                                                                                     Madras-600 010. 

      

                                                                                                               August 10, 1987 

 

 

Dear Ramesh., 

 

 

I’m awfully sorry that I failed to arrive in Lucknow last Friday as we had planned. I 

know that you had made special arrangements for my visit and I hope that this did 

not inconvenience you too much. I'm really sorry about this mess! 

However, I’m sure that you’ll be ready to forgive me when I telI you that I had an 

accident on Thursday, and had to stay in hospital on Friday to get all the tests 

done. Fortunately. the various scans and X-rays show that I’m  still in one piece-

and quite a healthy one at that!! 

 

Yours, 

Umesh 

  



 
 

 

There are a number of simple phrases that could be useful in offering apologies : 

I`m      terribly   sorry 

     awfully , 

              Very 

             really 

 

I am sorry 

I am really sorry           

The option that we choose will depend on who we are writing to, and also on the 

importance or seriousness of the situation. 

 

Check Your  Progress 3 

 

Write an answer to the letter given above, reassuring your friend that he is forgiven_ for 

messing up the arrangenments made, and expressing concern about the accident 

 

………………………………………………………………………………………………….. 

 

…………………………………………………………………………………………………. 

 

………………………………………………………………………………………………… 

 

…………………………………………………………………………………………………… 

 

…………………………………………………………………………………………………. 

 

………………………………………………………………………………………………… 

 

………………………………………………………………………………………………… 

 

………………………………………………………………………………………………… 

 

……………………………………………………………………………………………….. 

 

……………………………………………………………………………………………….. 

 

………………………………………………………………………………………………. 

 

5.3 LETTERS OF REQUEST'AND LETTERS OF INVITATION 

 
Besides writing letters which express our feelings,  there are other informal letters that we 

need to write from time to time. These may be letters of request-for making arrangements, 

for instance; or letters of invitation, or letters accepting or refusing Invitations. 
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5.3.1 Letters of Request 

 
When we go to another city we often ask our friends or relatives (if they happen to live in that city) 

to make arrangements for us. These arrangements generally concern our stay, meeting us at the 

railway station/airport, and booking of rail or air tickets. In these letters it is important to be specific 

about the date and time of arrival, the number of days you are staying and where. Any kind of 

vagueness in these matters can cause 

 

 

 

 

15A, University Road, 
Sudhir Bose Marg, 

                                                                                                                      

Delhi-110 007. 

 

7 August, 1987 

 

Dear Suresh, 

 

 
I have to visit Poona on some official work from 19th to 21st August. 
But it will also be a pleasure trip, since I would get to meet you, 
Meeta and the kids. I must say I'm really looking forward to this 
'official' trip! 

 

 

I’ll be taking the Jhelurn Express which arrives at Poona at 10 p.m. on 18th 

August. Could you meet me at the station? I'll be staying with you for about 

three days, if it's not too inconvenient for you. 

 

 

I hope you're all well. Till we meet. ... 

 

 

 

Yours 

 

 

Arun 
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Some phrases which might be useful in writing this kind of letter 

 I'll be arriving .... 

 I should be getting in at half-past eleven... 

 The flight gets in at.... 

 I'm spending.... 

 I'm planning to. ... 

 I'm thinking of .... 

 I'm hoping to.. .. 

 I'd like to.... 

 One thing I'd like you to arrange is.... 

 

Check Your Progress 4 

You are planning to visit some friends who live in Kashmir. Write a letter telling them about 

your programme. 

………………………………………………………………………………………………………………………… 

………………………………………………………………………………………………………………………. 

……………………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………………….. 

…………………………………………………………………………………………………………………………. 

……………………………………………………………………………………………………………………..... 

………………………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………………………. 

………………………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………. 

………………………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………………………. 

…………………………………………………………………………………………………………………………. 

………………………………………………………………………………………………………………………… 

………………………………………………………………………………………………………………………… 

………………………………………………………………………………………………………………………… 

5.3.2 Letters Inviting People 

 

We often invite our friends and relatives to stay with us from time to time. Given below is a 

letter written by a person to a friend who has returned to India on a short visit, inviting her to 

stay with her 
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Lodi Road, 

New Delhi-l 10 003 

26 October, 1988 

Dear Rani, 

I've just heard from your parents that you'll be coming to India on some 

project. That’s splendid! 

Why don't you spare some time and come down and see us for a few days--

or longer? It'll be good to relive old times, talk about the present and the 

future. You'll also get to see little Seema - the new addition to our family. 

I do hope you can come. Ramesh and I are really looking forward to it. 

With love, 

Rima 

 

 

 

Check Your Progress 5 

1 Imagine that you are Rani. Write a letter to Rima accepting her invitation. 

 

……………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………… 

 

…………………………………………………………………………………………………………………... 

 

………………………………………………………………………………………………………………….. 

 

…………………………………………………………………………………………………………………. 

 

…………………………………………………………………………………………………………………. 

 

………………………………………………………………………………………………………………… 

 

………………………………………………………………………………………………………………… 

 

………………………………………………………………………………………………………………… 

 

……………………………………………………………………………………………………………….. 

 

……………………………………………………………………………………………………………….. 
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2. Write another letter to Rima, expressing your inability to accept the invitation 

 

……………………………………………………………………………………………………………………….. 

 

………………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………… 

 

………………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………… 

 

……………………………………………………………………………………………………………………… 

 

…………………………………………………………………………………………………………………….. 

 

……………………………………………………………………………………………………………………. 

 

……………………………………………………………………………………………………………………. 

 

…………………………………………………………………………………………………………………….. 

 

…………………………………………………………………………………………………………………….. 

 

……………………………………………………………………………………………………………………. 

 

…………………………………………………………………………………………………………………….. 

 
5.4 GENERAL PERSONAL LETTERS 

We have just discussed informal letters written for a particular purpose, to friends and 
with whom we may not be in regular correspondence. 

 Now let’s discuss the more general personal letter which we sometimes tend to write 
to members of our family (if we live away from them), or to close friends with whom 
we get rather well. These letters are a way of keeping in touch-by communicating bits 
of news, information and personal anecdotes. No two letters of this sort can ever be 
the e-one may be light and chatty, another serious and thoughtful; but the style of 
such rs is usually very close to the idiom of speech. 

 

Read this letter from Indira Gandhi to a very close friend-Dorothy   Norman. 

                   Prime Minister's House 

New Delhi 

May 31, 1955 

Dorothy, my dear, 

 

1 It is really unpardonable of me not to have replied to the very sweet 
letters you have been writing. 

 
2 You have been much in my thoughts at various stages and I have often 

enough wanted to write but I cannot explain why it didn't come off! 
Sometimes of course there just wasn't the time. 

 
3 What a life I have made for myself! Often I seem to be standing outside  
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myself, watching and wondering if it's all worth the trouble. One acts  

4 the way one is made and it is only once in a lifetime that opportunity 
comes our way. I cannot say 'whether I have made good use of it or not. 

 
5 It's certainly true that I have grown enormously since you saw 

me,last. I am confident of myself but still humble enough to feel 

acutely embarrassed when all kinds of V.1.P.s come for advice and 

even help in their projects, as is increasingly happening. I still 

haven't gotten used to being on the Working Committee of the 

A.1.C.C.I (It is something like the National Executive of your 

political [parties].) Can you imagine me being an "elder 

statesman"? 

 

6 My duties and responsibilities have also grown enormously. I have my 

finger in so many pies that it would take too long even to list them. 

And if you remember me and what a perfect tyrant of a conscience 1 

have got, you will understand that this does not mean merely the 

lending of my name to some association or the attendance at 

committee meetings. It means hard work, planning, organizing, 
directing, scouting for new helpers, humouring the old and so on, in-

several fields-political, social welfare and cultural. Not to mention 

the visiting dignitaries-what a spate of them we have had this year!-

and the constant entertaining and being entertained that it entails. 

The touring and public speaking. Besides all this, I have become 

almost a professional shoulder to lay upon for all those who are in 

trouble-the   latest are two rather young widows whose husbands 

have died suddenly and very tragically. One of them (the husbands) 

was shot down by the Pakistanis in our latest "border incident." His 

widow is 26 and has three small daughters. 

 

7 My first favourite-folk  dancing-is merrily on its way and able to fend 

for itself. The current favourite-"community singing". As known in 

Europe and America this just does not exist in India, although we 

have folk songs that are sung by small groups, mostly women, at 

festival times. But this will soon be independent too. The "pet baby': 

is a recreation centre for 500 poor children. This is still at the plan 

stage and is going to shock a lot of people when it comes into being. 

I have "discovered" a young architect who has studied under Frank 

Lloyd Wright; even so it took a lot of doing to get him to plan 

somethlng which is of no known shape or design and yet is practical 

and functional, with every room just where it is needed. We feel that 

it will be rather lovely when complete but most people do hate the 

new and unusual, so we are prepared for all kinds of criticism too. 

 

 

8 As a trial, I have been running such a recreation centre on a small scale 

(70 children, all varieties, belonging to sweepers, MPs and government 

officials) in my own garden. A stupendous success. So much so that we 

have been forced to start a club for their fathers (not the officials!) and a 

welfare centre for the mothers! So you see the more one does, the more 

one can do and the more there is to be done. 

 

9 I have been and am deeply unhappy in my domestic life. Now, the hurt 

and the unpleasantness don't seem to matter so much. I am sorry, though,  
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to have missed the most wonderful thing in life, having a complete and 

perfect relationship with another human being: for only thus, I feel, can 

one's personality fully develop and blossom. However, and perhaps as 

compensation, I am more at peace with myself. One of our 17th-century 

poets has said "Go where thou wilt ... if thy soul is a stranger to thee, this 

whole world is unhomely". I think I have come to a stage where home is 

wherever I go. 

 

 

10 The boys are growing fast. They are in boarding school. I often go to see them 

at weekends and never cease to be surprised at the amount of ice cream they 

can consume at a sitting! 

Love, 
Indira 

 

iv)   All-India Congress Committee. 

(From Indira Gandhi : Letters to a friend, 1950-1984, edited by Dorothy Norman, published by 

Weidenfield and Nicolson, London, 1986.) 

Glossary 

 ,V.I.'P. : very important person 

 'elder' statesman : person whose unofficial advice is sought and valued because of his or her long 
experience 

 a 'perfect 'tyrant of a 'conscience : a conscience that keeps troubling one 

 'scouting : lloking around 

 'humouring : behaving in a manner that will put another in a good mood 

 'dignitary : a person holding a high office 

 'border 'incident : an exchange of fire on the border 

 a stu'pendous suc'cess : a great success 
 ,compen'sation : something that makes up for a loss 

 

Notice how this letter develops: 

Paragraphs 1-2 : The writer first apologises to her friend for not answering her letters, and gives the reasons for it. 

Paragraph 3 :  The tone of the letter becomes reflective and introspective. 

Paragraphs 4-7 : The writer then talks of the various events in her life, for example her involvement with the 
AICC, her involvement with people, and the various projects she's interested in. 

Paragraph 8   :  Again the letter takes on a reflective tone-but   now it is regarding a specific issue-her   unhappy 

personal relationship with her husband. 

Paragraph 9 : The letter ends in a lighter vein-when she talks about her sons and the ice cream they are capable 

of consuming. 

 

Now this was a rather serious, introspective letter to an intimate friend. You can also write a light, chatty letter like 

the one given below. 
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Check Your Progress 6 

Read the letter given below carefully.This leter is in a much lighter vein.Imagine that 

you recieverd the letter. Write an answer to the letter. 

 

 

 

365 D, Alaknanda 

Kalkaji 

New Delhi-1110019 

8 August,1988 
 

 

Dear Roshni, 

Thanks for your letter. It came just at the moment when I had given up on you. I’m not 

surprised at your decision to quit your job, and to take up free lancing seriously. That 
I'm sure will be much more interesting and challenging. I only hope that you'll not feel 

any financial strain-which might happen at the initial stages. 

 Myself-well, we’re giving the final touches to our new house. While having built 

this house feel like we've achieved something (tho' why we feel this way I don't 

know), us with innumerable little loans to pay back, and has converted us into 

bonded laborers for the next 12 to 13 years. 

  My job front is quite smooth, although quite hectic. I seem to be one of those rare 

souls who are   actually excited about a Monday morning! Of course, there are minor 

aggravations, but nothing that I haven't been   able to control so far. I don't, however, 

get time to, read very much these days. I have started on The Golden Notebook – dip 

in to it  whenever 1 get into the mood. Otherwise I subsist on a fare of old issues of 

Reader’s Digest, of which we have quite a collection, going back to the early 1950s. 

So, how are your parents? How's your brother? Raja, who is with ITI, has been 

posted to Banglorewhile Govind, the younger one, is now with Shaw Wallace. Of 

course, my husband doesn’t want to move out of Madras at all, unless it is to some 

place like Dubai-which doesn’t appeal to me at all. So in Madras we stay! 

Do write, Roshni-soon-I’ll be a wee bit worried till you settle down. 

With love, 

Dharam 

 

5.5 LET US SUM UP 

 In this unit, we have given you some more examples of informal letters and given you 
some practice in writing them. 

We have divided informal letters into two kinds-those which are written for a particular 
purpose and are not part of regular correspondence; and those which are written to close 
friends or relatives as part of regular correspondence. The style of such letters is very 
close to the idiom of speech. 

You would now be able to handle personal correspondence to friends and relatives. 

5.6 KEY WORDS 

Anecdote : a short, entertaining account of what has happened to a person 

Condolence: expression of sympathy. at somebody's loss 
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ANSWERS 

 

Check Your Progress 1 

Pratap House, 

50, Civil Lines, 

Jaipur-302 006 

6 May, 1987 

Dear Anil, 

It was really great to know that you made it to the Foreign Service! Since you 
love travelling -even to obscure, godforsaken places-it is probably the right sort 
of job for you. 

Celebrations, I'm sure, are in order-so when's the big party? Rinku joins me in 
congratulating you, and is waiting eagerly for the party! 

Please convey my best wishes to your parents. 

Yours, 

Salil 

 

P.S. Where's the first pasting-do you 
know 

 

 

b) i)  They are evidently husband and wife. 

ii) Celebrations, I'm sure, are in order. Where's the first posting--do  you know'? 

 

 

Check Your Progress 2 

 

Devi Bhawan, 

City Station Road. 

Udaipur-3 13 001 

May 6, 1988 

Dear Sunil Bhai, 

It was a great shock to learn of the death of your brother. As you know, he was a good 

friend of mine. He will be missed by the boys at the university. 

Please accept my condolences. 

If I can be of any help, please let me know immediately. 

Yours 
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Check Your Progress 3 

 

 

A4, PWD Bungalows, 

 

Mahanagar, 

Lucknow-226 006 

 

15 August, 1987 

Dear Umesh, 
 

 

To be frank with you, I was a bit upset when you failed to arrive in Lucknow on 

Friday. 

However, all that is forgotten, and I'm concerned about the accident-altho' you 

assure me that you are in one piece! What happened? How? And where? Please 

let me know the details. 

Now, what are your plans for coming here? 1'11 be glad to make arrangements 

for you 

So see you soon-and-keep me informed.... 

Yours, 

Ramesh 

 

 

Check Your Progress 4 

 

16, Amrita Sher Gil Marg, 

New Delhi-I10 003 

 

May 14th, 1988 

Dear Rita and Hasan, 

 

I thought I'd drop you a line to confirm the arrangements for my trip to 

Kashmir-I must say, I'm really looking forward to it. 

 

I should be leaving Palam Airport at 10 in the morning on the 27th. The flight 

gets in at about noon. Could you meet me at the airport? But before you come, 

please do check if the flight is on time. I'd like to stay with.you for about 3 days, 

and then, on the 31st of May, I'll be going across to see another old friend for a 

couple of days. I’ll be back with you on the 3rd of June, and then we can 

proceed on our trekking trip. I must be back in Delhi on the 20th of June. 1 hope 

these arrangements are OK with 

You-if  not, let me know immediately. Till we meet .... 

 Yours 

Amit 
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Check Your Progress 5 

 

Dear Rima, 

It was really nice to hear from you. I shall be in India for about three months working on a 

project on literacy. I will be relatively free sometime in the middle of January and the idea of 

spending some time with you, Ramesh and the kids sounds marvellous! Let me be more 

precise-would it be convenient for you to have me from the 15th to the 20th of January? 

 

Well, maybe we could work out the details later. Will be in touch with you when I am in. India. 

With love, 

 

 

 Rani 

 

 

 

 

 

 

 

 

Dear Rima, 

 

 

1 was really glad to hear from you - and congratulations on little Seema's birth. 1 would have 

loved to see her, and be with you and Ramesh for a few days. Unfortunately, much as I want 

to, I simply won't be able to make it to Lucknow. You see, I have this project on literacy which I 

have to complete in 3 months. About two months would be spent on collecting data-and after 

that I have only a month to do some library work. Maybe, on my next visit we could plan 

something. 
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