[bookmark: _Toc18849522]UNIT 1: AN INTROUCTION TO EMAILS
Mục tiêu của bài: 
Sau khi học xong bài này người học có khả năng: 
Understanding all functions of symbols in emails and structures of an email.
Starter:
What do you think about emails?
1. agree and disagree 
2. agree and disagree
3. agree
4. agree
5. agree and disagree
6. agree
7. agree and disagree
1/ Label the screen with the English equivalents.
1. Inbox
2. Outbox
3. Sent items
4. Drafts
5. Deleted items
6. Reply
7. Reply to all
8. Forward
9. Send/receive 
10. Contacts
11. High priority
12. Attachment
13. Subject
2/ Where or how can you do the following?
1. .In sent items
2. In the inbox
3. With the ‘forward’ command.
4. In ‘contacts’
5. In’drafts’
6. In the subject line.
7. With the ‘high priority’
8. In the attachment
3/ Look at the message. Find five things that make it different from a letter.

Differences are: the salutation (Hello instead of Dear); the use of informal language and abbreviations (hope instead of I hope or info for information); close ( Regards instead of With best regards or Your sincerely); use of subject line; layout; the length ( shorter or more concise than a letter); use of contracted forms (haven’t for have not, here’s for here is).
4/ Look at the excerpt from a typical inbox and find an email…
Answer: 
1e, 2c, 3a, 4e, 5f, 6i, 7h, 8l, 9j or k
5/ Write appropriate subject lines.
Answer: 
1. REQ: new production schedule
2. re: handbook XL20 motor
3. Holiday from 3-5 Oct
4. meeting: time change
5. REQ: staff guideline
6. Confirmation of order no 66193F/2
6/ Order paragraphs into a formal email and an informal email. 
	
	Formal email
	Informal email

	Salutation
	h
	e

	Opening sentence
	g
	b

	Body
	a
	i

	Friendly ending
	j
	c

	close
	d
	f



7/ Complete the puzzle
Answer: 
1. regards
2. outbox
3.  subject
4. forward
5. receive
6. high priority
7. message
8. reply
9. inbox
10. writing
The hidden word is ‘attachment’
OUTPUT
Activity 1: Listen to a report and answer the questions.
Answer:  
1/ They are scanning and checking their employees’emails.
2/ Many employees are not happy.
3/ They’re worried about inappropriate emails (e.g. jokes that could be interpreted as sexual harassment or emails that reveal company secrets.)
Activity 2:  Listen and fill in the blanks. 
1. Productivity
2. Monitoring
3. Firms
4. Spend
5. Computers
6. Toys
7. Receive
8. Working
--------------------------------------------------۞۞۞--------------------------------------------
[bookmark: _Toc18849523]UNIT 2: FORMAL AND INFORMAL EMAILS
Mục tiêu của bài: 
Sau khi học xong bài này người học có khả năng: 
· Understanding some emoticons’ meaning in emails
· Recognizing formal and informal emails
· Knowing how to write a formal email and an informal email.
Activity 1: Match the emoticons to the correct meaning or description:
Can you show emotion in an email? Match the emoticons to the correct meaning or description.
1c. 	:-) 		 I’m happy (smiley face)
2d.	 :-(		I’m unhappy (sad face)
3f 	;-)		I’ve made a joke or said something 			funny (one eye closed)
4g	:->		Sarcastic comment – more powerful 			than  ;-)
5b 	O:-)		I’ve just made a sweet remark ( face 			like an angel)
6a 	:-O		I’m angry or shocked ( shouting face)
7e	:-l 		No comment ( neutral face)
Answer: 1c       2d     3f      4g
5b      6a     7e
Activity 2: Read the extracts and then add the appropriate emoticon:
Have s nice weekend!
1/ You’re great! Thanks so much for helping. What would I do without you?
2/ Have you heard Paula’s leaving the company & moving to the competition?!
3/ My computer crashed yesterday& I lost all my data!
4/ I don’t believe you’re finally going on holiday. In fact, I didn’t think you even knew what a ‘holiday’ was!?
5/ You’re going to the conference with Steve? Do you know what he’s like!?
6/ Sorry, I can’t talk about that! Top secret!

1/ :-)
2/ O:-)
3/ :-O
4/ :-(
5/ :->
6/  ;-)
7/ :-I
1/ Choose which messages are formal or informal emails.
The formal emails are a,c,d, and f
The informal emails are b,e
2/ Look at the emails (in part 1) again and find the following:
1f An announcement to the staff of a new regulation
2b A message to a colleague
3e A message to a customer about a change in plans
4c A request for confirmation of an order
5d  A hotel reservation
6a An enquiry to a supplier
3/ Read emails on pages 12 and 13: identify some main parts of an email.
	More formal
	Less formal ( informal)

	Salutation and close

	Dear Mr Braithwaite
Yours sincerely
Regards
Kind regards
Thank you for your cooperation.
	Hey Gary!
Hello Gabi
See ya
Have a nice day


	Phrases & vocabulary

	We would also appreciate….
Please coul you….



(following can also be used in informal emails)
I’m writing to …
Thank you for…
I would like to … 
To inform
To confirm
To enquire
To appreciate
	I’m off to …
Just a note to tell you …
Would it be OK if ….
Hope you…
Speak to you …

Tell (instead of inform)
Put off ( a visit) ( instead of postpone)
Trouble ( instead of inconvenience)

	Abbreviation

	rep
	Info
Rep, memo ( can also be used in formal emails)
And :-)



4/ Match the vocabulary used in formal emails with the less formal vocabulary
1 ok     2 help		3 to tell  	 4 to answer		5 to be sorry  
6 to get in touch with	7 to put off		8 to set up	9 to ask	10 to need
5/ Complete the emails with suitable words or phrases.
Answer: 
1 enquire   	2 require		3 arrange    		4 inform	5 convenient  
6 contact	7 sorry     		8 put off		9 need    	10 ask
11 set up  	12 get in touch
6/ Write out the full meaning for abbreviations
Answer: 
1/ ie : in other words
2/ asap: as soon as possible
3/ Thurs: Thursday
4/ jan : January
5/ at the mo: at the moment
6/ bw: best wishes
7/ attn: attention
8/ rgds: regards
9/ pls: please
10/ w/e: weekend
7/ Read two emals and find at least 5 things that make them either formal or informal
Answer: 
Email 1 is informal
Email 2 is formal
OUTPUT
Listen to five people talking about emails
Speaker 1 and 4 think mistakes in emails aren’t that important.
Speaker 2 and 3 think they are important.
Speaker 5 thinks it depends on who you are writing to.
-----------------------------------------------۞۞۞-------------------------------------------
[bookmark: _Toc18849524]UNIT 3: ENQUIRIES
Mục tiêu của bài: 
Sau khi học xong bài này người học có khả năng: 
Making questions and answers of complaining emails:
· Writing and replying to enquiries
· Understanding the advantages and disadvantages of email
· Using polite language
Starter: match each symbol with its meaning in email or website address.
H: capital ‘h’
h small ‘h’
· Hyphen/dash
_ underscore
. dot
@ at
/ slash	
\ back slash
Dictate email and website address
1. Jason.carter@gmv.de
2. h.marlow@freeserve.com
3. p-onigl@fib.si
4. www.beat_top.com
5. geoff@hmj.ch
1/ Say about advantages and disadvantages of contacting the companies by emails.
1. Advantages: Speed, cost, time to prepare, and convenience
2. Disadvantages: emails can be less accurate than a phone call.
2/ Connect sentences and put them into the right order.
4b    1d     3a   2c
3/ Rewrite the phrases as informal ways. 
1. Please answer asap.
2. Can you help?
3. Can you please send me …?
4. I’m sending you the …in an attachment.
5. I’m sending you…
6. Thanks for your email/request.
7. Let us know if you need any more help.
8. We hope you are happy with this.
9. Thanks for choosing…
10. We are working on your request
4/ Use the phrases in exercise 3 to complete the request and reply emails.
Answer: 
1. Could you please send
2. would you be able to help?
3. ‘d ( or would) appreciate a reply asap.
4. Thanks for your email.
5. your request is being processed.
6. in an attachment
7. hope you find this satisfactory.
Thank you for your interest. / Do not hesitate to contact us if you require further assistance.
Polite language: Using Would like and Could are more polite.
Using Please in imperatives makes sentences more polite.



5/ Rewrite some emails on page 22 to make them polite
6/ Unscramble the words, use them to complete the gaps.
Answer:
2 require     3 asap   4 satisfactory
5 send         6 appreciate    7 enquiry
8  know    9 interested      10 receive
7/ Read the enquiries on the page 23. Then write the replies.
OUTPUT
Activity 1: Read two scenarios and answer the questions.
Answer: 
Scenario 1: You should delete the attachment
Scenario 2: You should check with your friend that they really did send the email before opening the attachment.
Activity 2: Listen to the report and answer the questions.
Answers:
1/ You can install firewalls and virus protection software.
2/ You shouldn’t open attachments to emails from people you don’t know. If you do know the sender, but the attachment looks suspicious, you should check with them first.
3/ NO;viruses can have been a big problem since the early days of the Internet.
----------------------------------------۞۞۞-----------------------------------------------
[bookmark: _Toc18849525]UNIT 4 REQUESTING ACTION
Mục tiêu: 
Sinh viên có khả năng viết thư cho đồng nghiệp phù hợp với vị trí trong công ty và bàn bạc về thời hạn và tiến trình thực hiện công việc.
2. Nội dung chương:
2.1. Writing to colleagues
2.2. Talking about deadlines and taking action
2.3. Common verb-noun phrases
3. Thực hành:
Starter:
Activity 1:
Match acronyms or abbreviations with their meanings.
1/ Thx = thanks
2/ Tia = thank you (or thanks) in advance
3/ Re = regarding
4/ FAQ = frequently asked questions
5/ CU = see you!
6/ FYI = for your information
7/ Rgds = regards
8/ BTW = by the way
9/ Fwd = forward
10/ REQ = request
11/ IMO = in my opinion
12/ ATB = all the best
Activity 2: Write the sentences out in full.
1/ Looking forward to seeing you next week .
2/ Thank you in advance for your help.
3/ I will be in touch tomorrow with the updated figures.
4/ Please call me regarding our meeting on Thursday morning.
5/This is just a quick email to give you new dates.
6/ Have you  got any exciting plans for the  weekend?
7/ There is no information on pay raising at the moment. I hope to hear something soon though.
1/ Read 2 emails and then answer the questions (p.26)
2/ Unscramble the sentences and put them in the correct order.
Barbara’s reply: 	d     a      c          b
Thilo’s reply: 	g     f     e
3.Use the words in the brackets to complete the gaps in the emails.
1/ will be (‘ll)
2/ Have you ordered … yet
3/ Have you contacted … yet
4/ have you sent … yet
5/ ‘ve just ordered
6/ ‘ll be delivered
7/ ‘ve just had a look
8/ Have you seen
9/ ‘ll forward
10/ ‘ve left
11/ hasn’t called back yet
12/ ‘ll try
13/ (will) ask
14/ ‘ll email
4.Activity 1:  Make verb-noun phrases:
Answers:
-arrange an appointment/ a meeting
-attach a document/ the minutes/ a report 
-clarify details
-demand payment
-finalize details/ the minutes/ a report
-inform colleagues
-meet colleagues/ a deadline
-notify colleagues
-schedule an appointment/ a meeting/ payment
-send details/ the munutes/ payment/ a report
-update a database
-write the munites/ a report 
Activity 2: Complete the sentences with words above. (p.29)
Answers:
1/ sending
2/ inform
3/ arranged ( sheduled)
4/ clarify
5/ deadline
6/ finalize
7/ update
8/ payment
5. Write questions or request from the original email.
Answer
1 example
2/ I’d  be interested to know what you think.
3/ Can you also send me the statistics on Internet use in the company, please?
4/ I haven’t heard from Sanji for ages. Have you?
5/ Do you have the dates of the next internal policies meeting?
6. Write an email to answer your boss’s email
OUTPUT 
Listen to five people talking about ‘‘to cc or not to cc“, and then answer the questions (p.31)
---------------------------------------------۞۞۞--------------------------------------------
[bookmark: _Toc18849526]UNIT 5 EXCHANING INFORMATION
1. Mục tiêu: 
Sinh viên có khả năng trao đổi và trả lời thông tin với các đối tác trong công việc qua thư điện tử.
2. Nội dung chương:
2.1. Informing and replying
2.2. Colloquial phrases and contractions
2.3. Quoting from previous emails
2.4. Being diplomatic
3. Thực hành – Practice
Starter:
Do a small survey to find out ”How has email affected our business lives and relationships?”
1. Read emails and answer the questions.
Answer: 
1/ Mike introduces the email with the subject line, Motorson invoice – the story continues!.He then tells Davidhe is giving him the low-down on the invoice to Motorson.
2/ Salutation: Hi David
Informing: from Here’s the low-down... to what do you think?
Starting the action to be taken: Could you call...? 
Giving a deadline: I need the info by Friday 12th ...
Close: Cheers
3/ The humour in the subject line – the story continues – tells us that David already knows about the invoice. We also know what he already has a copy of the contract.
4/ Mike has discovered that their contact person in the Finance Department has changed.
5/ Mike asks David to call the company and find out the new details for the invoice, including who the new contact person is.
2.Find the matching pairs: colloquial language and standard language
1/ to look at something in detail.
2/ to get contact with sb
3/ to send sth by post
4/ to send sb an email
5/ to give sb information
6/ to try to find or get sth ( that is missing)
7/ to be out of touch or not have heard sth
8/ to postpone sth ( or put sth off)
3. Find the matching pairs: colloquial language and standard language
4. Put apstrophes back in the sentences.
Answer: 
1/ We’ll report
2/ We’re happy
3/ Let’s introduce, They’ve been 
4/ plant’s
5/ haven’t recieved, I’ll send
6/ Here’s, we’ll have to, it’s not
Complete an email with items a-e (p.35)

Answer:
1b    2d  3c  4e   5a
5. Put the phrases in the correct category: informing or replying
Answer: 
Informing
Here are the details on…
I’m writing to clarify…
I’d like to inform you of…
Just a few comments about /on …
Just to update you on …
Let me fill you in on …
You’ll find the info attached…
Replying 
I’ll get back to you asap …
Thank you for clarifying…
I’ll follow up the points mentioned in your email…
Thanks for your email.
6. Complete short emails
Answer: 
1/ to update you on 
2/ get back to you asap
3/ like to inform you of
4/ the info attached
5/ reply to your email
6/ for your email
7 me fill you in on
TIP: Being diplomatic
7. OUTPUT
Listen to the interview and answer the questions.
Answer: 
1/ He dislikes over-quoting: adding comments to a long email without deleting any of the previous message.
2/ Because the recipient has to read the whole message again to find the original comments.
3/ He recommends selecting the rest. Also, he suggests changing the colour of replies ( where this isn’t done automatically)
Keep all email correspondence to one page or less and only quote relevant information.
---------------------------------------------۞۞۞---------------------------------------------
[bookmark: _Toc18849527]UNIT 6: MAKING AND CONFIRMING ARRANGEMENTS
Mục tiêu: 
Sinh viên có khả năng học các cụm từ thông dụng khi sắp xếp cuộc hẹn qua thư điện tử, các giới từ thời gian và cách viết thư xin lỗi.
2. Nội dung chương:
2.1. Typical phrases for making arrangements
2.2. Prepositions of time
2.3. Saying you’re sorry
3. Thực hành - Pracrice

Starter: match the country codes to the countries.
Answer:
1 .com               2 ibm.de
3  .au                4  .at
5 .org                 6 .ac.uk
7   .net             8 .ch.c
9   .ca           10 .gov
11  .es             12    .co.uk
Country codes:
1/ .ie Ireland      2/ .pt Portugal
3/ .fr France      4/ .it Italy
5/ .si Slovenia    6/ .al Albania
7/ .gr Greece       8/ .tr Turkey
9/ .hu Hungary     10/ .at Austria
11/ .cz Czech Republic
12/ .sk Slovakia     13/ .ua Ukraine
14/ .pl Poland         15/ .by Belarus
16/ .ee Estonia       17/ .se Sweden
18/ .no Norway      19/ .dk Denmark
20/ .nl Netherlands
1.Match the emails (page 40) with their replies
Answer: 
b is the initial email, and a is the rely
c is the initial email, and d is the rely
2. Find phrases in the emails in exercise 1 to complete the gaps.
1/ arrange a meeting
2/ arrange a time
3/ How about
4/ which time is convenient(for you)
5/ we meet
6/ pick you up
7/ collect me/us
8/ someone to collect me/us
9/ confirm
10/ convenient
11/ to confirm this 
12/ Looking forward to 
3. Use the phrases to complete two emails.(p.42)
Answer:
1/ writing to arrage
2/ What about
3/ Is 12:30 OK
4/ send me an email
5/ to confirm
6/ good for me
7/ I look forward to
4. Read the sentences and cross out the incorrect prepositions.
Answer: 
1/ in      2/ at    3/ by     4/ in
5/ in      6/ at    7/ At, by    8/ by, on
5. Use the notes to write an email to a client to set up a meeting
Model answer:
Dear XXX
I am writing to arrange our second meeting to finalize the terms and conditions of the contract. I can suggest three possible times next week: 
Monday, 13 March at 2 pm, Thursday, 16 March at any time, or any time on Friday morning. I think we’ll need about two hours to cover everything. 
Please let me know by tomorrow morning which date is most convenient for you. I need to reserve the conference room by noon.
Many thanks
Regards
YYY
6. Look at the client’s diary and write a response.
Model answer:
Dear YYY
Thanks for your email suggestion times for next week’s meeting. I’d prefer to meet on Thursday at 2 pm if that’s OK with you.
Please send me a quick email to confirm this.
Looking forward to seeing you again.
Regards
XXX
7.OUTPUT
Listen to the report on spam and answer the questions (p.45)
Answer:
1/ Financial services, money-making schemes, medical equipment.
2/ It’s sent by companies gangs, and fraudsters. A lot comes from the US, China, Russia, and South Korea.
3/ Don’t reply to it; use a spam filter; don’t open attachments; delete any mail from unknown senders.
4/ Not always: spammers have ways of getting round them (e.g. by using images in attachments.) 
5/ 90 billion spam emails sent per day; Bill gates receives around a million to his own email address.
 6/ Companies have to send you a link allowing you to unsubscribe.
7/ Get a new address; only use it with people you trust; never register online; send individual copies. ( All this advice would severely restrict you Internet use!)
8/ One day, spam might completely saturate the Internet.
-------------------------------------------۞۞۞-----------------------------------------------
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