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Literacy Entry Level 3 – Formal Letter Writing
1 of 19 – Welcome
Welcome to this session on formal letter writing. In this session we will look at the main features of a formal letter, including what these letters might be written about and who we might be sending them to.

By the end of this session, you will:
· Know what makes a formal letter
· Understand when formal letters are used
· Know who formal letters are usually sent to
· Know how to write a letter of complaint
2 of 19 – Why do we write letters?
In this technological age some people think that writing letters is an outdated way of getting in touch with someone.

Emailing and texting is a lot quicker, but a letter gives you something physical that you can keep – either as a memory or for more official reasons (sometimes letters are used to send out important information to people, and these letters might be filed away somewhere safe for the future).

There are many different reasons why people write letters, even now, and because of this there are different styles and types of language that can be used to write these letters.
3 of 19 – Two types of letters
Letters are usually informal or formal in terms of how they are written, how they are structured, and who they are being sent to. For example, an informal letter is something that you might send to a friend, family member, or even a pen-pal – this is someone who lives far away from you, so you communicate through written letters to keep in touch.

An informal letter will probably start with the other person’s name – “Dear Greg” – and finish with yours – “From Claire” – and the language will probably be chatty and relaxed.

But formal letters work a little differently to this.
4 of 19 – An introduction to formal letters
Formal letters are usually written to people who you do not personally know – meaning someone who you have not met in real life.

Examples of formal letters are letters that you might send to a newspaper, like a letter to an editor, for example. Another example would be a letter sent to a company or organisation – this could be to tell them something about their product or their service, or it might even be to complain about their product (we will look at that a little more later on).

Formal letters do not use chatty or relaxed language. Instead they are written with a more serious and professional tone, and they should present your points clearly so the person who is reading your letter knows exactly what you are writing about.

Remember: the person reading your formal letter is not a friend or a family member, so you should not write to them like they are.
5 of 19 – What do letters need?
There are one or two things that you will find in all letters. They are part of the letter structure that everyone around the world uses, so they are important things to think about before you start writing.

For example:
· Your address must go in the top right-hand corner of the page
· The date that you wrote the letter should go directly underneath your address
· If you do not know the person you are writing to, start your letter with Dear Sir, Dear Madam, or Dear Sir or Madam 
· If you do know the person you are writing to, start your letter with Dear Mr (or Miss, or Mrs) and then use the person’s surname, for example: Dear Mr. Jones or Dear Mrs. Smith

It is important that you address your letter in the correct way as this will set a strong and professional tone for the points that you make after this. Think of your opening remark as your first impression!
6 of 19 – Formal language
It is important that you explain your points clearly and in a direct way – try to keep your descriptions down and tell the reader exactly what it is they need to know.

You might start your letter off with something like:

“I am writing to inform you of a problem…”

Then you can say exactly why you are writing, and the reader can understand the purpose of the letter from the start, and they will also be prepared for what the rest of the letter is going to be about.

To finish your letter you might use your last few words to explain what you hope or expect to happen next, for example:

“I hope to hear from you soon.”
7 of 19 – Formal ending
You might have noticed from letters that have been sent to you that there are one or two different ways that you can finish a letter – and there are some rules to follow with this as well.

The ending of your letter will be decided by the beginning of it; meaning Yours faithfully or Yours sincerely rests on whether you have used Dear Sir or Dear Mr. Jones.

Remember, if you do not know the person you are writing to then you will use Dear Sir or Madam; you will also use “Yours faithfully” at the end of your letter.

If you do know the person you are writing to then you will use Dear Mr. Jones or Dear Mrs. Smith, and you will also use “Yours sincerely” at the end of your letter.

You will know right from the start how to end your letter in the most professional way.
8 of 19 – Question 1
Where should your address be written on your letter?
A. In the bottom right-hand corner
B. In the top right-hand corner
C. In the left-hand corner
D. In the bottom left-hand corner
E. In the centre of the page at the top

The correct answer is B, in the top right-hand corner.
9 of 19 – Question 2
Indicate whether the following statements are true or false.

The date of the letter should be written directly underneath your address.
True
False

The correct answer is: True

If you know the person you are writing to then you should start your letter with Dear Sir or Madam.
True
False

The correct answer is: False

It is best to use informal language in every letter that you write, no matter who you are writing to.
True
False

The correct answer is: False

If you do not know the person you are writing to then you should start your letter with Dear Sir or Madam.
True
False

The correct answer is: True
10 of 19 – Question 3
You do not personally know the individual you are writing a letter to. You start your letter to them with Dear Sir or Madam. How should you finish your letter?
A. Yours sincerely
B. Yours truly
C. Yours faithfully
D. Faithfully yours

The correct answer is C, yours faithfully.
11 of 19 – Writing letters of complaint
When someone writes a letter of complaint it is because they are unhappy about something. It could be a product - like a hairdryer or a new television, or it could be a service - like waiting staff in a restaurant, or a mechanic at a garage. Some examples include:
· A product not working properly
· Rude employees
· A product not doing the job it is meant to do
· A long wait for a particular service
· A product not lasting as long as it should have

There are many other day-to-day things that can cause an inconvenience or trouble.
12 of 19 – Structuring a letter of complaint
In a similar way to other formal letters you should start your letter off by explaining why you are writing:

“I am writing to complain…”

After this you should give the exact reason for complaining:

“…about the level of service from one of your waiters, working at your restaurant last Saturday evening.”

Then you must give evidence that supports your complaint:

“She was rude to us while taking our order and when she brought our food to the table she slammed the plates down with such a force that my husband lost half of his chips on the floor!”
13 of 19 – Language in letters of complaint
Letters of complaint are one example of formal letters, which means that when you are writing a letter to complain about something your language should be formal as well – meaning it is not chatty or relaxed.

You might want to use very strong and powerful language to really highlight your disappointment:

“I was outraged by this service…”

“I was disgusted by the state of our hotel room…”

You could even ask questions to make your reader see things from your viewpoint too:

“How would you feel if your food had been thrown on the table by a waiter?”
14 of 19 – Finishing a letter or complaint
If you think back, you might remember that a popular way of finishing a formal letter is to say what you hope or expect to happen next: “I hope to hear from you soon.” The same sort of ending can be used to close a letter of complaint as well.

You might say what you hope will happen after your letter has been read:

“I hope that this will encourage you to start training your staff a bit better.”

You might also want to sum up your feelings again:

“Let me say once again how shocked and disappointed we were by this service.”

You then finish your letter with the most appropriate sign off, which will be “Yours faithfully” or “Yours sincerely” depending on how your letter started.
15 of 19 – A letter checklist
Before you start writing your letter it might be a good idea to write down a little checklist of things that you need to include and things that you need to remember.

The more you plan your letters the easier it will be to sit down and write them. When you have been writing letters for a while, you will find that you can write them well without needing a plan or checklist to help you – so this is a good way of practicing and remembering things for the time being!

Here is an example checklist:
1. Is your address in the top right-hand corner of the page?
2. Have you put the date underneath your address?
3. Have you started your letter with the right Dear Sir/Mr…?
4. Have you included your main reason for writing in the first paragraph?
5. Have you signed off your letter using the right words?
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The list below shows the process of writing a letter of complaint, but in the wrong order. Can you rearrange the parts into the right order?
1. Give your exact reason for complaining
2. State your reason for writing
3. Give evidence that supports your complaint

The correct order is 2, 1, and then 3, like the list below:
1. State your reason for writing
2. Give your exact reason for complaining
3. Give evidence that supports your complaint
17 of 19 – Question 5
You know the name of the person you are writing to. You start your letter by writing Dear Mr. Rasheed. How should you finish your letter?
A. Truly yours
B. Yours sincerely
C. Yours faithfully
D. Sincerely yours

The correct answer is B, yours sincerely.
18 of 19 – Question 6
Using the following choice of words; ringing my items, the date of the letter, your address, faithfully, how rude, shocking, Sir or Madam and complain about the service, fill in the blanks for the structure of the letter below:

Blank goes in the top right-hand corner, and blank goes directly below this.

Dear blank, I am writing to blank I received at your Worcester shop last Saturday afternoon. The service was blank and I could not believe blank your employee, Eleanor, was when she was blank through the checkout…

Yours blank.

The correct structure of the letter should read:

Your address goes in the top right-hand corner, and the date of the letter goes directly below this.

Dear Sir or Madam, I am writing to complain about the service I received at your Worcester shop last Saturday afternoon. The service was shocking and I could not believe how rude your employee, Eleanor, was when she was ringing my items through the checkout…

Yours faithfully.
19 of 19 – End
Well done! You have completed this session on formal letter writing.

In this session you have looked at:
· What makes a formal letter
· When formal letters are used
· Who formal letters are usually sent to
· How to write a letter of complaint

If you have any questions about any of the topics covered, make a note and speak to your tutor for more help.
