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The Functional English Series - Workplace Digital
Communication (Community College Edition) is an
initiative mooted by Curriculum Division,
Department of Polytechnic & Community College
Education (DPCCE) in line with the latest curricula
revision in 2021. A dash of authors from various
community colleges and a polytechnic collaborated
to develop the electronics book (e-books). The
authors would like to express their utmost gratitude
to all individuals involved in this initiative from the
Department of Polytechnic & Community College
Education (DPCCE) and Curriculum Division for their
commitment and guidance in making this e-book
project a success.
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Assalamualaikum Warahmatullahi Wabarakatuh.
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wonderful opportunity to publish an academic e-book
entitled 'Functional English Series - Workplace Digital
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like to congratulate General Studies Unit, Curriculum
Division, Department of Polytechnic and Community
College Education, for mooting the initiative to publish this
e-book.
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College to coordinate this project successfully. Besides that,
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Community College, Seberang Jaya Community College,
Pasir Salak Community College, and Mersing-Johore
Polytechnic for collaborating as co-authors and co-editors

of this e-book.
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Itis hoped that Functional English Series - Workplace
Digital Communication (Community College Edition) will
be the main source of reference that guides our learners
who further their studies in diploma programs offered in
Community Colleges in Malaysia. This informative and
interactive e-book will definitely support the teaching and
learning process for both, the instructors and the learners.

Last but not least, | would like to thank every individual
who is involved in the completion of this e-book directly or
indirectly. It is such a great accomplishment to see this e-
book gets published. Truly, ideas worth shared.

Well done.
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Hajah Norhayati Binti Zakavia, PhD.
Director

Curriculum Division

Department of Polytechnic and
Community College Education
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The Functional English Series (Community College
Edition) is designed to develop learners'
communicative skills by emphasizing the essential
knowledge, skills, and understanding to apply English
in everyday life, especially in the workplace context.
This e-book on Workplace Digital Communication is
tailored for learners who further their studies in
diploma programs offered in Malaysia Community
Colleges. This ebook is hoped to enable learners to
function as independent language user between CEFR
B1and CEFR B2.

The main objective of this e-book is to demonstrate the
ability to respond to ideas and feedback in work-
related tasks aptly using practical communication
skills in written form. Thus, the e-book is designed to
enable learners to function competently and
confidently in communicating ideas using various
digital communication channels and platforms within
the workplace context. It is hoped that the e-book
enhances their ability to function and interact
effectively in written communication, in both, formal
and informal situations.

The e-book comprises informative slides on digital
communication and 25 practices that focus on
workplace scenarios. The slides and practices are
exclusively crafted to develop learners’ vocabulary,
grammar usage, and industry-led communicative
skills of listening, speaking, writing, and reading. The
e-book also compiles a formative test to check
learners’ grasp and understanding of the topic.




The content of this e-book is hoped to provide ample
opportunities for learners to master workplace
communication in the most interactive manner.

The e-book will allow learners to be able to:
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o discuss the basics of digital communication
by describing various online corresponding
channels commonly used in the workplace
such as text messages, web chats, and emails,
to name a few

o discuss the general importance and
professional etiquette of using the online
corresponding channels for work-related
situations

write memos, notices, text messages, and
emails to inform or update colleagues or
supervisors on important work-related
matters using various suitable online
corresponding channels

« display the ability to process enquiries and
complaints via web chats on work-related
matters

 respond to ideas and feedback shared in an
appropriate mannervia digital
communication platforms by interpreting
them correctly

« reacttoideas and feedback using polite and
professional language expressions

\N/
A
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LEARNING OUTCOMES

By the end of this In this lesson, students should be able to
lesson, students discuss the basics of digital communication

should be able to by:

demonstrate the » describing various types of online
ability to respond to corresponding channels commonly used in

ideas and feedback in the workplace (text messages, webchats,
work-related tasks and emails)

aptly using effective
communication skills
in written forms

* discussing general importance and
professional etiquette in utilizing the online
corresponding channels in the workplace

FUNCTIONALENGLISH SERIES
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« What is digital
communication platform?

* Are you familiar with any
digital communication
platforms for personal use?

* Do you know any digital
communication platforms for
workplace use?
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. What is digital communication?

« any type of communication that relies on the use of technology
* also known as digital communication channels
» workplace digital communication include:

Emails Blogs Videos Podcasts Websites
Phonecalls VideoCalls|  WebChats  SocialMedia Apps
Text Messaging Apps Remote/Virtual Communication Platforms

FUNCTIONALENGLISH SERIES
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‘ Importance to master WDC

* Enhances fast and convenient
communication

* Improves organization's operation

* Enables communication without
physical boundaries

* Engages community of practice
efficiently

* Widens reachability of information
within Drganizatiun and outside

organization

. Digital Communication Etiquette

* Include only verified information

* Use technical language sparingly
and audience-appropriate tone

* Define channels to be utilized
according to their specific needs
and purposes

* Set standards for responsiveness

* Frequently back-up important details
in clouds

Do’s

FUNCTIONALENGLISH SERIES
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Digital Communication Etiq uette‘

|
Don’ts » Use unprofessional approach to
communicate ideas

* Use offensive language and angry
tone

* Expect for instant/immediate
responses

* Violate social boundaries
» Breach standard security protocol

Focus of
Workplace Digital

Communication
\ in Functional English )

Memos Notices Text Messages Web Chats Emails

FUNCTIONALENGLISH SERIES
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- Whatis digital communication?
* Importance of mastery of

| ’
TIME,
’
digital communication  a Fon
* Digital Communication Etiquette
* Focus of Workplace Digital
- Communication \ /
—
- s,'

in Functional English

4
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PRACTICE 1
Answer the following questions.
Quizizz NAME
CLASS:
FET1 - Workplace Digital Communication DATE -

10 Questions

Mariam is resigning from her company. Which is the best way for her to communicate this
information?

Leave a sticky note of her supervisor's
desk.

Send a group email to the entire company.

Text her supervisor. O Speak to her supervisor in person,
Ahmad is attending a work meeting, When is it appropriate for him to use his smartphone?

If the meeting is boring. If the meeting specifically requires the

B
participants to access information online,

If the speaker cannot see him using it? D If his supervisor is not present,

Chan works at an accounting office. Which of the following should she do before sending a
work-related email?

All of the above. Proofread and check for confidential
B information in the email and it's
attachments.
Check that the names and addressed of Ensure the email has subject line, required
the intended recipients are correct. D attachments, a pleasant greeting, and her

contact information.

Mr, Ling is responsible for updating the company's social media sites, He should do all of
the following EXCEPT...

Credit the sources of any statistics, Use a highly controversial even or idea to

B
photographs, or quotes, grab the viewer's attention.
Ensure no confidential information is Proofread for content, grammar, spelling,
revealed, ~ capitalization, and punctuation mistakes.

FUNCTIONALENGLISH SERIES
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When should text messages be used in the workplace?

To share confidential information. I

To share inappropriate jokes,

To share large amount of information,

To share urgent information, provide a

quick response, or ask a simple question,

A memo and notice have different purposes,

False Bl True

Response emails can be categorized into two categories namely _ and
auto-reply B instant-reply

personal-reply 0| Alreply

Which of the following channels are related to Webchats at the workplace.

Chatbox k. Chatbot

Live-Chat » Delayed-Chat

Emoticons are allowed in text messaging systems while communicating work related
matters.

True I False

Workplace digital communication is bound to a standard security protocol,

False I True

FUNCTIONALENGLISH SERIES
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PRE-ACTIVITY 1

ldentify the parts of a memo and fill in the boxes accordingly.

Professional Attire at Work - Message - Mail

Format Insert Draw Options ] Discard B> Send

Table |[og Pictures @3 Link I::-{:-} Emaop

[o: advertising_depart@gmail.ocom ; marketing_depart@gmail.com ; creative_depart@gmail.com;

Boc: L. Mazlan Abbas,
Professional Attire at Work

Attachiments

m = Business Etiquette.doo W
| 1217 KB

It has come to our attention that many of the staff hauve expressed the desire to wear costumes during annual
function on Thursday, Oct 31* this year, as many have done throughout the past few years. After discussing it with
both HR and our CEQ, we have made the decision to ban the practice during this time.

As you all are aware, this is when our meeting and facility tour will take place with Overseas Inc., a well-established
textile company and our biggest prospective client since Local Co. Because of the delicate nature of this business
endeavour, we have decided it would be more beneficial to have our staff dress professionally and to ban costume-
wear at this time.

While we understand that many will be disappointed in our decision, maintaining our professionalism during this
time will benefit our company in the long run. In addition, if a business deal s reached with Overseas Inc..
management will be throwing a company-udde party to celebrate, and costumes will be encouraged.

Attached: Business Etiquette Rules & Ripgulations

\\\\ |

A/

' 40

FUNCTIONALENGLISH SERIES

Q% N\



WORKPLACE DIGITAL
COMMUNICATION

WORKPLACE DIGITAL
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LEARNING OUTCOMES

Bg the end of this In this lesson, students should be able to
lesson, students write ideas by:

should be able to * presenting important ideas to be shared via memos
demonstrate the in a structured manner

.abllltl_.j to respond t? * writing memos to inform and update colleagues/
ideas and feedback in supervisors on important work-related matters using
work-related tasks different online corresponding channels
aptly using effective
communication skills
in written forms

FUNCTIONALENGLISH SERIES
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>> Memo 1

* A memo (or memorandum) is considered

/ < ‘inside’ correspondence

* Written from one-to-all perspective (likL mass
communication) broadcasting a message to an

\\ audience

* Meant to send one topic purpose without the
\\ need for response/follow up from recipients.

\
M

What are the purposes to send memos?

* to inquire
*to inform

* to report
* to remind
* to promote gooduwill

FUNCTIONALENGLISH SERIES
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Platform/ Corresponding Channels

* There are numerous platform exists for digital messaging for workplace
such as:

« Workplace

* Microsoft teams

* Chatwork

* Google chat

» Slack

« Email (Hotmail, Gmail, Outlook, etc.)

* Outlook and Workplace will be used as main preference as content
sample and practices.

DONT'S in memo writing

* Never write complicated and hard to understand

A £ memo

* Never write rude, blunt, or thoughtless memo

\ * Never send memo that have typos, misspelled, and
4 grammatical errors
“ * Never waste space with unnecessary introduction
3 material

* Never leave out necessary detail causing recipient
to have to follow up with questions

= » Never use a closing line or a digital signature in a
memo (shared on digital platform)

FUNCTIONALENGLISH SERIES
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Standard memo Writing Format -

.

<
* Heading - Uses declarative ﬁentenci’%*
announce the main topic and the
objective

/{24/ \ét\}\

7
7
//

* Body - Elaborates or lists major points
associated with the topic

* Conclusion - Serves as a summary or
calls for future actions

Standard memo Writing m—rey
Format using email

J-:-r:m- Hem = ! High lmpartande ‘Ih'
Zoom
4k Signature - $ Low Importance

To... Recipient - line for sending the memo to the audience

=] CL.. Carbon copy - line for sending copies to anyone affected by the memo

Subject: Memo Title
attached Attachment or enclosed documents (file name should reflect the purpose)

Opening - Get to the point in the opening paragraph. Keep things simple and short. Make
it easy and fast to read.

Summary - Summarize any historical or contextual information needed to support the
opening paragraph. Provide enough background so all readers understand the history, but

again, keep it simple.

Heading

gt |

Body

Conclusion - End with a call to action.
Attachments: [List any attachments to the memo. Only list items referred to in the body

Conclusion of the memo.]

a2V Ta WV o lea WV o'
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Sample of memo

B
g . .
writing using email K L
L § Attach File ¥ Follow Up -
J - Attach ltem - ¥ High Importance A
Rk Loom
Baok MNames i >ignature - § Low Importance
To.. Department Heads
i —2 Ce.. Executive Officer
Heading ' : .
Subject: Annual Borws Leave for Employees with Outstanding Performance

Attached: QIDII.BE.ID .45 Nomination & bonus policy.zip [1 MB]

Starting June 1, we will introduce the following modification in our company policy with
regard to annual leave: every year one employee from each department will be awarded

Eﬂdg special annual bonus leave for outstanding performance.
We will have a meeting on 25 May at 10.00 am to discuss the results of the 2021
performance evaluation and approve the final list of employees eligible for the bonus. The
announcement to the employees will follow the meeting.
Attached: Bonus policy rules and regulation with Employee nomination form
Conclusion

AN ALY O

* Use numerations to list important ideas

* Use solid capitals and centering to emphasize
important date

* Use column with heading to make reading
and understanding easier

FUNCTIONALENGLISH SERIES
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Category

Sample

Too informal

Hi everyone. Hope you had a great weekend. You know those
awards we give out every so often? It’s time for those again!

Too Formal, and
circumlocution

Magneto Inc. mission is to provide customers with affordable,
quality supplies with superb customer service. Excellent
customer service includes being knowledgeable about the
supplies, but it also goes beyond that. It’s about having the
right attitude about helping customers. It's time to rewards
employees who have a customer-oriented outlook.

Appropriate
balance

employees!

Please submit your nominations for the quarterly Customer
Service Excellence Award by May 24. Help us identify great

Use of proper tone in memo writing

Checklist for memo
writing

A well written memo must inform the
recipients such details:

* |Is it easy to find the main point?

* Have you removed unnecessary points?

* Is your memo filled with technical
jargon?

* Is your memo written with unfamiliar
abbreviations that is uncommon?

N
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p 4 * Whatisamemo?
7 * what are the purposes to send

memos?
< * Platforms/Channels

* Standard memo writing format
\\ * Special memo writing format . ’
- * Theuse of proper tone in memo | ﬂ‘ﬂ'ﬂ
\ AN writing g

OR

* Checklist for memo writing

-
-

A A A

PAIR WORDS

1. Give and take 2. By and large
Approximately, Mostly, generally;
plus or minus with few exceptions
3. Black and white 4. Crash and burn
Clear and distinct Total failure

-9
—

5. Leaps and bounds
Fast, rapidly

&
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PRACTICE2

In pairs, complete the task below based on the situation.

As the owner of a small company, you are organizing a ballgame and picnic in
two weeks' time for your employees and their family members. There are many

fun activities that you have planned. For the children there will be games like
three-legged races and kite-flying. For the adults, besides the baseball game in
the afternoon, there will also be bingo and horseshoes. There will be prizes for
the winners of all the events. Lunch should be around neoon, and you are
generously providing all the food and drinks, so let your employees know that
they do not need to bring anything.

Write the memo to notify the staff members on an event planned based on tips
below:

¢+ [nform that that this is not a compulsory event to demand
¢« Ask them to notify you least one week in advance

¢« Ask them to inform the number of family members they intend to bring
¢« Inform them how to respond to this memo

PRACTICE3

TASK A

Write a memo of not more than 50 words based on the situation below:

Imagine you are the CED of a clothing line companuy. You have just asked your
marketing staff to change the traditional advertising plan to a digital one. This
will demand more hours out of your workers, but you have explained that it will
iIncrease profit in the long-term.

74

A/

N

TASK B

\N/

Write the memo for the following situation.

As the resident computer technician, you have installed a new software program
on the company computers. Write a memo to all the staff, including your

managers, letting them know that they need to meet you for a half-hour training
and information session within the next week. Be sure to include what times you
are available as well as where and how you can be reached.

7\
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LEARNING OUTCOMES

Bg the end of this In this lesson, students should be able to

lesson, students write ideas by:
should be able to * presenting important ideas to be shared via notices

demonstrate the in a structured manner
ability to respond to * writing notices to inform and update colleagues/

ideas and feedback in supervisors on important work-related
work-related tasks matters using different online corresponding
aptly using effective channels
communication skills
in written forms

FUNCTIONALENGLISH SERIES
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« A formal means of communication/ document
that aims to communicate or display information
to the public or a specific group of people.

+ Advancements in modern technology have
enabled notices to move from notice boards to
digital platforms such as websites, texts and
emails

F
« Covers an event, an inauguration, a function &

general instruction \

What are the purposes a
notice is written for?

* to alert

* fo announce

* to inform specific agenda

* to provide specific instruction

FUNCTIONALENGLISH SERIES
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Platform/ Corresponding Channels

* There are numerous platform exists for digital messaging for workplace
such as:

* Workplace

* Microsoft teams

* Chatwork

+ Google chat

« Slack

* Email (Hotmail, Gmail, Outlook, etc)

* Qutlook and Workplace will be used as main preference as content
sample and practices.

Standard notice Writing Format

* Heading - Uses declarative sentence to announce the main topic and briefly
state the purpose of the notice, its conditions, relevant information or other
details. Moreover, it must be concise, yet comprehensive.

* Body - simple and must be indicative of the content to be mentioned the
details - such as the date of the event, place of the event, eligibility, process
or other details must not be omitted. Ideally, the reader must understand
what the notice is about at first glance and then plan a course of action (if

required).

* Conclusion - The notice must end the name, sign and designation of
the writer/ person-in-charge (PIC) ng the notice.

FUNCTIONALENGLISH SERIES
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: Create post o

e KAMTHARMMAL PAIDATHALEE e 3=
HEADER Aa N - BT U S #0 il @B S
Use declarative sentence to announce main topic
PUDCEE uEing dirgst larsgiusod and migt by Sis vl ol Tha

En D‘Ir include trile to provide clearer noise

Doagribe date/dey/duration of this reeat fsxing efdoch

rav e predlis Tlee wiih himers &F fpeval ion

CONCLUSION

N

More opdians El E ﬂ

wm ]
e wr

Standard Notice Writing Format using Workplace

“ Create post

KANTHAMMAL PRIDATHALEE =
K — g -

O Sl @ED

HEADER
System Maintenance Notice

H

SCHEDULE

[ o R P T

BODY

a
i}
L R L D e

i H [ a
CONCLUSION

(
(
§
(
c
(

bore caplsnd i H E

Sample of Notice Writing Using Workplace
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ehedule

Checklist for notice writing

A well written notice must inform the readers about
the 5 W’s:

* What is going to happen, (that is, the event)?

* Where will it take place?

* When it will take place (that is, the date and time)?
* Who can apply or is eligible for it?

« Whom to contact or apply to (that is, the issuing
authority)?

FUNCTIONALENGLISH SERIES
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* Whatis a notice?

* What are the purposes a noticeis
written for?

* Standard notice writing format

* Checklist for notice writing

Pencil in something
Make tentative
arrangements

Eleventh hour
The last minute

Ballpark figure
A very inexact estimate

Game plan
OA strategy/ plan for qchieving!

SUCCesSsS TO P
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PRACTICE A4

Complete the tasks based on the situation below.

%

Magneto Inc. plans to run an event during a program organized by Reyes Co. The
staff members of Magneto Inc. is notified via the company's chat website known
as Workplace.com. Unfortunately, the notice received multiple feedback as the
recipients fail to obtain the essential information about the event. The notice is
shown below in Figure 1. Read and understand the notice.

o KANTHAMMAL PAIDATHALEE

There is going to be one day program on a relevant topic related to education for some of our
staff. This program will be organized by Reyes Co., New York in the last week of September.

We need you support and invalvement in order to make the program successiul,

Kanthammal
Senior Executive IT Department

Magneto & Inc.

1 Comment Seen by

& Share

(] Comment

qo Like

AIH
Moming Ms. Kantha, What is the exact topic of the program? When is the exact

date! Are we participating{ What kind of support do you expect from us{ Please
clarify this details. Thanksge

Like Heply

Flgure 1

Discuss the following questions:

« What is the exact topic of the program?
« What is the exact date and duration of the program?
« Who are the participants?

« What kind of support does the sender need?

PRACTICES

Rewrite the notice to the Magneto Inc staff properly using the discussion
findings in Task A. the notice should not be in more than 50 words.
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PRE-ACTIVITY 2

Study the conversations below and discuss.

Conversation A

20 JUNE 2022

@ Hi there.

LY

= Can you come over today?

Sure. 03.48 PM
@ Why areyoumad?? ... ..

Oh,I'mnotmad. . ...

Discuss:

. Why do you think Lim felt like Sarah was mad? Give your justifications.

FUNCTIONALENGLISH SERIES
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Conversalion B
12:05 Al H+u (5D
é@ Timothy @ € -
21 JUNE 2022

Hi, would you like to share the lunch
| brought from home?

_y
Are you worried that | put
something in the food?

Erm.... NO.... but

////

\

\ N\

N\ / Y/ ¢
Discuss: // /
. Wwhy do you think Andrew felt like Timothy was reluctant to eat the lunch y
that Andrew brought? /

\

\

7\
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Conversaltion C

Al H+w C5D

Xavier Raj, could you pop in by
the meeting room?

74

Discuss:
. why do you think Mr. Ramu replied with three question marks?

A/

\N?
N\
B N & YOO QNP 0

7\
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WORKPLACE DIGITAL
COMMUNICATION
PLATFORM:

PREPARED BY:

KOLE) KOMUNITI SEBERANG JAYA
KOLE) KOMUNITI PASIR SALAK
KOLE) KOMUNITI SELAYANG
POLITEKNIK MERSING JOHOR

KANTHAMMAL P.
RHASHVINDER KAUR A. 5.
PRAPAGARAN B.
YOKESWARIK. 5.

LEARNING OUTCOMES

By the end of this lesson,
students should be able
to demonstrate
the ability to respond to
ideas and feedback in
work-related tasks
aptly using effective
communication skills in
written forms

In this lesson, students should be able to write
ideas by:

* presenting important ideas to be shared via
text messages in a structured manner

 writing text messages to inform and
update colleagues/supervisors on important
work-related matters using different online
corresponding channels

FUNCTIONALENGLISH SERIES
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Whatis text
‘messaging?

» A text messaging is the act of sending
short, alphanumeric communications
between cellphones, pagers or other
hand-held devices, as implemented by a
wireless carrier.

» Text messages, at the workplace,
are often concise because professionals
are always busy, and they value each of
their time.

' E

9

|

3

’ a
n AN
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Texting could be done:

N\
\\\

NN\
\

/\

/7
/.

s One-to-one

_ x "2 ’E
= nt

e ——

“
o
CHAT/DISCUSS

TO CLARIFY TO NOTIFY TO FIX
APPOINTMENTS

/7
7

7
7
//

TO INFORM
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S e T _.:!.' 0 et oot
altention Lo In sending text

N\

o o W b,

i £ I_ | N et N
A |

I ol -

| — - - =

\\\

Verify the recipient and the message before
texting

The desired outcome must be highlighted to get
the message conveyed right:

« Do you want an interview?

* Is the person available?

+ Are you contacting or replying to a
recruiter?

/7/\\

/7
//

Make sure you are clear about your intention.

L

Keep the messages straight to the point and
precise.

a Begin with appropriate greetings (formal or
' informal)

e. -9  Introduce yourself (with acquittances or new

=

person only) with one’s name or position

Common
structure of
text messages
at the
workplace

/ .:.-"

0 ¢
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* reply promptly
* keep texts short

* re-read your texts
before sending

* use proper grammar

» Send multiple files as
compressed folder

« Spam others with too many texts (text
bombing)

* text sensitive piece of news
* Send too many files at once
» forget to double-check the recipient

* text too early in the morning or too late
after work (if not highly urgent)

» Use too complicating abbreviations

FUNCTIONALENGLISH SERIES




»Keep abbreviations
simple.

~ Stay professional

»Watch out for
dated slang

»Don't overuse
abbreviations

»Text abbreviation can be
a marketing asset

%

WORKPLACE DIGITAL
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-
‘ éi t g{) abbreviations useful for workplace text messages:
apos,

1. TBH: To be honest

2. BRB: Be right back

3. BTW: By the way

4. FYT: For your information

5. EOD: End of the day

6. ATTN: Attention

7. N/A: Not applicable

8. COB: Close of Business

9. TBD: To be decided

10. RSVP: Please respond

11. FAQ: Frequently asked question
12. CTA: Call to action

13. UGC: User generated content
14. RCS: Rich communication service
15. IMHO: In my humble opinion
16. Sec: wait a second

17. BID: Break it down

18. BYOB: Bring your own belonging
19. EOW: End of the week

20. WFH: Work from home

- L] ] ] L] L] L [ ] [ ] ] # # # # # L L ] ] L] #
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Usin? o

Emoficons/emojis in

text messages
Emoticons/Emojis are a
tool designed to fill the gap
that missing tonal

information leaves and can
be powerful at changing
the meaning of sentences.

| | Description

Situation

Emoji v
Emoji | Description Situation
Cenuine

Grinning Face

Laughing Face

compliments,
congratulating, etc

| Text that aren't

really funny or
slightly amusing

Smiling face
with horns

Being mischievous
or naughty

Winking Face

Turns innocent
comment into
naughty gesture

Apologizing or show

© 000 e

sad disappointment
Confused Disapproval
Surprised SO0 T

newsworthy stories

Furious over matter-

Angry may cause further
dispute
Disinterest over

Shrug matter spoken/ care
less

Scared Shows off only

dramatic reactions

FUNCTIONALENGLISH SERIES




\ \“\ Under development

Working late into the night
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What is text messaging?

Purposes of using text messages at
the workplace

Important aspects to pay attention to
in sending text messages

Common structure of a text message

atthe workplace
Dos and don'ts of text messages

Using abbreviations in text messages
Using emoticons/emojis in text
messages

In the works

Busman's Holiday
A working vacation g

Burn the midnight oil

Learn the ropes %
Learn the basics of something T $

In full swing
At a stage when the level of
activity is at its highest
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PRACTICES
Study the chat below and complete the tasks.

neyya

'Ello! Whatcha doin™?

| dunno la

wadupppp

i wnt to be QO00, am 2 strssed with da boss. He askd me 2 go to his
offiz m. i am died.

o 3

00 really... | with him by

u wanna say hi?
ru kKidding me? u let him ¢ my msg? stapphh it bruh
n:lkle-:i-:lkieu

grg, thyl when u r nt with him

TASK A

Discuss:

« What do you think about language use?
¢« Do you think the abbreviations used are appropriate?
¢ Do you think this chat could be changed in a more polite manner? How?

74

TASK B \
Change the chat to suit a professional workplace context and share with gnur\
class. \

\N/’
N\
B N & YOO QNP 0

7\
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Study the situations below and write the messages with appropriate tone,
language use and register.

PRACTICE7

Staff Superuvisor
You are late to work. Text | One of your staff being late to

Situation A your supervisor and inform | work. Reply to him/her to meet

you of being late. you after reaching the office.

Samantha Rahim

You inuvite your colleague | Your colleague invited you for
Situation B for lunch. Text him. lunch, but you have a meeting

later. Reply to her message and
decline the inuvitation politely.
Nani Anistasiya

_ You request your colleague | You received a request from a
Situation C to submit a report via text | colleague to send a report. Inform

message. the person that you submitted the
report two days ago.

PRACTICES

Study the situation below and complete the tasks.

You are a Graphic Designer in Teading designing firm known as Xavler 5ingh & |

Co. You head a dEﬁ}gnlng team that is dealing with an advertisement for an
important client. Unfortunately, due to an unforeseen circumstance, you are

unable to meet the deadline. You need to send a text message to your Project
Manager to request for an extended timeline to submit your part.

TASK A

Discuss:

« What are the common unforeseen circumstances that could affect your
work?

« What are the words useful to be used for such a situation?
+ How would you start the message?

////

N

TASK B

\N/

Wrile a text message to your project manager and conuvince him/her by including
the points provided below:

« Explain briefly about the unforeseen circumstance
+« Inform your work progress

« Convince your project manager to extend the timeline

+ Prouvide assurance that the team will be able to complete the task if the
timeline is extended.

7\
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Quizizz NAME :

CLASS :
FET1 - MEMO, NOTICE, TEXT MESSAGE, & WEBCHAT

15 Questions DATE

1.  The word memo is short for .
memory memaoir
memorable memorandum

What is a memo?

A short notice that is usually written by the A long letter that is usually written by the
management to address a certain policy management to address a certain policy
or give a certain announcement or or give a certain announcement or
changes in an organization. changes in an organization.

A short letter usually written by the
management to address a certain policy
or give a certain announcement or
changes in an organization.

A long notice usually written to
announcement or changes in an
organization.

3.  What are the 3 sections of a memo?

Document title, heading, and body Introduction, body, and conclusion

Document title, introduction, and

Introduction, heading, and conclusion
summary.

4. When you write a memo, you need to write in long-winded sentences because it helps
people to understand better.

True False

FUNCTIONALENGLISH SERIES
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You can write a memo on paper or as an email.

True False
6.  Which of the following purposes is not commonly used in a memo?

To inform To give suggestions

To persuade To communicate the ideas.

FUNCTIONALENGLISH SERIES

o KANTHAMMAL PAIDATHALEE » Everyone @ KKSEJ
o E

(00d day. All requests for supplies and stationery must be typed and signed.
Cnly typed requests will be accepted. All requests must be on my desk by the
fifteenth of every month. Approved requests will be sent to the Accounting
Department. Please plan ahead. It takes two to six weeks to order supplies.

We will have a meeting on 27 May at 10,00 am to discuss the recent policy
change regarding this order. If you have any guestions or comments, please
let me know before the meeting.

Thank you.

Who Is the recipient of this memo?

New Employess

Head of Department

Miss Kanthammal

All employees

A/

74
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E._ e KANTHAMMAL PAIDATHALEE ¢ Everyone & Magneto ©
7 mins -

BUSIMNESS VALUES & CORPORATE MAMAGEMENT NOTICE

Reyes Co, will be organizing a one-day program for the Management Trainees of the Marketing
Division as listed below

Schedule=

Venue: Magneto Conference Room 1

Date : 29 September {Thursday)

Time : 8:88 AM - 6.88 PH GMT +9 (Ten hours)

Kindly arrange accommodation for their keynote speaker for September 28 to 30

Kanthammal
Seniar Executive |T Department

Magneto & Inc

To whom Is the notice intended?

Corporate Managers I'T Department
Management Trainees Magneto Staff
0. G r::.fn_r«JIH;r.wAL PAIDATHALEE » Everyone & Magneto © l

BUSIMESS VALUES & CORPORATE MANAGEMENT NOTICE

Reyes Co. will be organizing a one-day program for the Management Trainees of the Marketing
Division as listed below

Scheduls

Wenue: Magneto Confersnce Room 1

Date : 29 September (Thursday)

Time : H:88 &4 - .68 PH OMT +2 (Ten hours)

Kindly arrange accommodation for ther keynote speaker for Seplember 28 to 300
Kanthammal,
Seniar Executive |T Department

Magneto & Inc

What is the purpose of this notice? N

To persuade about the venue change ﬂ::-r.

To give suggestions about the event
5 55 the next event

To inform the organized event To remind staff about the event

/

7

QA% QN o

/' \
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10. Identity three abbreviations that are appropriate for text messaging at the workplace.
IMHO LOL
EY| ROTFL
TED

11. Choose the actions that are inappropriate in text messaging.

Using complicated abbreviation Spamming others
Sending sensitive text messages Reply promptly

Keep texts short

12.  Which of the following purposes is commonly used in sending text messages at the

workplace?
To enquire To clarify
To notify To fix appointments

13. Text messaging at the workplace could be done only within one-to-one or small-group
networks.

True False

14.  There are more negative emojis than positive ones.

74

True False

/Y

15.  The following digital communication platforms are common in the workplace except

N\

DN

text messaging system webchat application

social media platform email

74

111/&\ QN7 40
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PRE-ACTIVITY 3

Discuss an appropriate/possible way to complain in a workplace chat listed in

the table below. You areto provide two different sentences to complain about
each situation. The first one is done for you.

Situations Possible complaints

| don't find him working along with the team. He is

Referring to an opportunist.

Incorporative team
member They are slow. We are behind schedule.

Relating to colleagues
who are always late for

meetings

Taking colleagues
stationery items
without permission

Using profanity while
handling customers

Complaining about
poor internet
connection

Referring to seniors
taking advantage over
interns

N\
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By the end of this
lesson, students
should be able to
demonstrate the
ability to respond to
ideas and feedback in
work-related tasks
aptly using effective
communication skills
in written forms

WORKPLACE DIGITAL
COMMUNICATION
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WORKPLACE DIGITAL
COMMUNICATION
PLATFORM:

PREPARED BY:

KANTHAMMAL P. KOLEJ KOMUNITI SEBERANG JAYA
RHASHVINDER KAUR A. S. KOLEJ KOMUNITI PASIR SALAK
PRAPAGARANB. KOLEJ KOMUNITI SELAYANG
YOKESWARIK. S. POLITEKNIK MERSING JOHOR

LEARNING OUTCOMES

In this lesson, students should be able to write

and respond ideas and feedback by:

 Displaying the ability to process enquiries via
web chats on work-related matters

* Displaying the ability to process complaints via
web chats on work-related matters

» Reacting to them using polite and professional
language forms and functions

FUNCTIONALENGLISH SERIES
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> ~ Introduction to Web chats on work-related matters
/ / v What are web chats?

/ Pop up message/assist in website on web browser, and
’/ mobile app and requires both appear online

v Types of web chats:
'\ - Live web chat \ ‘__ "
\ - Chatbot 2

v Size of networking:
- One-to-one <7 i by
\ \ - Small group n !

v Form of response:
Real-time collaboration with file-sharing capabilities,
audio and video calls, and project management.

" | i
N B » i i i 1 ¥ - ¥ =
B ] 11 = L IRLCALRS
W G T Y T W e T ' e .

Live webchat

o Communication between co-workers and within organisation
o Attains information with immediate action and follow up

Hey, did anyone were able to get a count of who's available to

: come to the conference next October 15, 20227
i 1.37 PM

Yep! Everyone’s answered the Google
form that Magneto sent out.

1.38 PM

Shared this file: Leader Summit 2022 Attendance (15Mb)
1.38 PM

Perfect! Oh good! It looks like most people can come. Thanks so
much for getting this info!

1.45 PM

No problem! Always happy to help!

1.47 PM

FUNCTIONALENGLISH SERIES
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o A computer program designed to stimulate chat between human users over the internet

o Sample of menu/button-based: EVA CIMB chatbot

Syt s0 Siammarvedall o
- - - re you go. 5u u
Financial Analysis
® welcome backi debit and credit cards spending for
=
@  last 3 months.
il
| hawve somae ey INsighits 1o share,
just tap on one of the butions to
s Do you have anything you would like May 2022
= ‘Portlolic’ for an overviess of your o kEEF' track ﬂn:'!nﬂ:'l“f? Please Your Tota I Spending
. select what you would like to view MYR GRE, 00
= ‘Financial Analysis’ for detailed 686,
insights on your spending. cash 0 lﬂdr]],f.
flow or savings plan e
= ‘Asslstant” for payment reminder, 0% 28%
credit imit alert and product
lation
{114 rivarc ot | :-q:\) r I =
based the relevancy to you o] %/ [l ML) 0% 13%
BECO i
ﬂ Spend Analyzer Balance Forecas £
G2 . .
n Cool! Let me retrieve your spending. %
=l
I d arnd with ye
MIE A 1 ur Here you go, Summanry of all your SGL"‘CE -
Irisi I
ﬂ o debit and credit cards spending for CIMB Eva A 5
] ﬂ last 3 months. ﬂ Just tap on the bubble to see more. pp
LT il ke

Size of Networking in webchat communication

v'One-to-one : Involues two individuals (e.g.: between 2 co-workers,
& staff and superior)

v'Small group: Requires a minimum of three people (e.g.: between
co-workers, team members, and department staff)

v'Large group: Involves larger mass (e.g.: community, and
organisation team
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> > Live Chat sample
v One-to-one (formal) v' Small group (informal)
/ / g - . [ Hi there. \
/ Good afternoon, Vyn. How ' N [ I plan to spend coming holidays outside. Want to |
’ / can | help you? joinus 82 __
— y
= [Hi. Cool idea. When you | |
/ plan to go? | ‘
———
\ Hi Ram. | want to clarify
something about the customer
. \ satisfaction guarantee.

Sure, I'd be glad to answer
\ \ @ your questions.

ekend. Planning

Next we
somewhere near Chennai...
9 Yummuy! | &) spicy food.

(=) will plan the itinerary. Have A
some shots from yesterday's
dinner.

@ © ® Yeay right! Was crying
until the last bite.

Using Emoticons/emojis
in text messages

« Emoticons/Emojis are a tool
designed to fill the gap that
missing tonal information leaves
and can be powerful at changing
the meaning of sentences.
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v Essential
o To express themselves

Promote interaction

Establish emotional tone

Description

CGrinning Face

Emojis presence in webchat

v Example:

Some emojis might differ from
their actual meaning such as the
usage of fruits and body parts.
This will definitely land you in hot
soup!

C

Situation

Genuine
compliments,
congratulating, etc

WORKPLACE DIGITAL
COMMUNICATION

V#!ﬂ!fﬂﬁth’ love

I alse bring my juic
MH'-WE‘NJ

0K, talk te you [ater.

(mm Thate a liftle
r'h.:a.lpllbralprmtc.

Thatt not how you
use thoce emojic, mom.

X

Laughing Face

Text that aren’t
really funny or
slightly amusing

Apologizing or show

=ad disappointment
Confused Disapproval
Surprised SODan

newsworthy stories

FUNCTIONALENGLISH SERIES

dramatic reactions

Emoji | Description Situation
' Smiling face Being mischievous
with horns or naughty
Turns innocent
Winking Face |commentinto
naughty gesture
Furious over matter-
. Angry may cause further
dispute
Disinterest over
ﬂ Shrug matter spoken/ care
less
@ R Shows off only
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ypes of Enquiries via web chats at the workplace
Work Financial Management General
Work progress Pay raise Demands Appointments
Policy changes | Workplace-
Job scope Claim/Audit related
discussions

Z
7/

Types of Complaints via web chats at the workplace

Issues With Co- | Low Pay and Pay | Lack of Vacation/Sick
Workers Disputes Leave
Harassment Favouritism Overwork
OIEE Office Cleanliness Work Hours ‘:@‘
Temperature
.
Job Duties Policy Changes Micromanagement

FUNCTIONALENGLISH SERIES
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LANGUAGE FORMS AND
FUNCTIONS FOR WEB

CHATS

vIntroduction
(Greeting & Introduction)

v'Purpose

(Enquiries/Complaints)

v'Closure

(Conclude & Sign off)

Language Forms and functions for web chats

v'Introduction (Greeting & introduction)

Function Expressions
Hello.
To greet :
raalnlani Good morning.
P Hello. How are you doing?
To begin a How are you?

conversation/
chat

How'’s it going?
It's great to hear from you.

FUNCTIONALENGLISH SERIES
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Language Forms and functions for web chats

v'Purpose (enquiries/ complaints)

Function

Expressions

To give precise
information

The purpose of this chatisto...
My reason for messaging is to ...

The chat/ message will discuss the ...

Language Forms and functions for web chats

v'Purpose (enquiries/ complaints)

o Avoid the usage of profanity and engaging with the emotions
when messaging.
o Focus on your purpose

Function Expressions
To provide | would suggest that...
SisaaEtin | recommend that ...
99 | would like to propose that ...
| believe that...
To provide | suppose that ...
reason From my point of view ...
To my believe, it is ...

FUNCTIONALENGLISH SERIES
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Language Forms and functions for web chats

v'Closure (Conclude & sign off)

o Use appropriate complimentary close depending on the context

Function Expressions

See you soon.
Hope to see a progress.

Well, that all for now and
thanks.

Bye/ Goodbuye,
To sign off All the best,
Best wishes,

To conclude

* Introduction to web chats on work-
related matters

« Emojis and web chats

* Types of enquiries and complains via web
chats at the workplace

+ Language forms and functions for web
chats &

FUNCTIONALENGLISH SERIES
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PRACTICE1O

Complete the tasks based on the situation.

You are Interested In buying a new set of new gaming virtual reality headsets for a

competition. You visit a gadget website to get details on the best virtual reality headset
in the market. The website enables you to chat with the company's represeniative.

TASK A

In pairs, discuss and plan your enguiries by identifying the scope of enquiries.
Then construct 5 enquiries based on the scopes identified. The first one is done
for you.

May I know the price of the XYZ headsets?
0. Price or
Could you let me know the price range for ABC headset?
1.
2.
3.
4.
N\
\
\
5 NN\
AN
’77,/4
TASK B /
In pairs, roleplay the situation using any webchat applications. // 4
(You may also use WhatsApp or Telegram for the purposes of this practice). y
/
\
\
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PRACTICEN

Read the dialogues prouvided carefully and complete the tasks.

TASK A

Situation
It's late at the offices of Magneto & Inc. and Mr. Prem, the Senior Financial Officer

Is working progressively with his team. His Financial department was held
responsible for a 2 million Ringqit project and that is a tall order for his team to

supervise. They have been doing this all month because Mr. Prem wants the
presentation with the Company President, Mr Xavier Singh to be perfect.

AGREI0 &
[AGHYTO 2

N Hi there. If don’t mind, could ask
£ fromthe Eng. Dept.?
Hey! Are you planning to spend the night in the office?

™ Yes, Im putting in the hours to make sure our
presentation is perfect.

Woah! Prem,ga.mereabbemhlﬂ the candlie

And if you don’t mind me sayjing so, you might burnout.

'™ fm not buming out. FYL, Fm ful of ¥
.o 9y st

I've ired the details last week and the planner
have [ their report. | believe that document
have been emailed to your official mail

Prem, it’ that you're putting in the hours, but
E mhnmemﬂbenm':eﬂ-anﬂeased
lend ourhemd.

Wel, magbe you guys are right. | can't think

FUNCTIONALENGLISH SERIES
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Answer the questions.

1 The following sentences expresses the term ‘burnout’ accurately EXCEPT,

A Long and unpredictable work hours have led to burnout and
frustration.

B After hours of blazing fire, the firefighters are just going to let the
fire burn out.

C | burned myself out as a competitive swimmer. | just cannot stand to
practice anymore. Prem burned himself out in that boring job.

D Many young dectors burn themselves out after a few years of 70-

hour weeks of work.

2 Mr. Prem was excited to complete the report.
A True
B False
C Not mentioned.
3 Which of the following meanings suits the phrase “putting in more hours”™?

L To work extra hours rather than usual time
1l To work harder than others in the workplace

i To tolerate the busy schedule and workloads
w To spend a particular amount of time doing something
A Land li C landil
B i and lil D iandiv
< The expression ‘think straight’ means...

A To think hastily

B To think seriously

C to think straightforward
D

74

to think rationally or calmly

A/

2 Match the idioms with the meanings by filling in the alphabet in the box.

\N/

\

\

[ 1dioms Meanings /.
Tall order A. totally exhausted //

Dead tired B. give assistance / ‘

Lend a hand C. to overwork with too many things /:

E-:.l;gmgew;ﬁcandle D. something that is difficult to complete \:

FUNCTIONALENGLISH SERIES
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TASK B

 Sltuation
Something has happened to the computers in Magneto & Inc. As a result, everyone's
work has disappeared including Prem’s presentation and documents. Kanz calls in
the IT support to sort out a problem with the computer.

AGNET0_2
mj (NS .. |

I~ It’s frozen! Nothing will work... Today
é will be one of those days that even
£  my coffee will need a coffee!

Yeah, and all my mobile legend
scores.. | mean company accounts...
have disappeared.

'Y can anyone get their _Eﬂm%Iﬂ:EFS to
work? | need mine working ASAP!

You just need to switch it off... and on
again ... like that.

'™ Hold on, let's check.. Yoke! Al my
documents have gone now!

Oh, sorry, | was just trying to help. 4
Youll just have to text IT Support
through their automated IM.

Prem, leave it to me. I'll sort it out. Q

////

\N/’
N\
B N & YQO QNP 0

7\

FUNCTIONALENGLISH SERIES
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¢ Chat with IT support of Magneto Inc.

‘ @ Hi! Welcome to IT

support. I'm your
virtual assistant.
Would you like to have
button-based chat or
live chat with our
technician?

| Buttonchat

Thank you for choosing live chat. Our
: techmman will reply to you shortly.

: afraid I've got to nunq:lmnt about the new
, computer installed last month. Everyone is having
' some computer problems.

. Hll(anz.Zueythre.l’msusnrry May \.
. 1know what system you are using :

. youusing mang applmtmns whenit
. crashes or running in long hours?

ngit, try pressing control, alt, delete,
| at the same time and after that try

. opening Windows again.

\\\Q\V/ 7///

FUNCTIONALENGLISH SERIES
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IDK, I'm a bit worried because | think we've . J=% ﬂ
lost some important documents. , &i)ﬂ
L - > ‘

k | 1

-

. your help.

Answer the following questions.
1 The staff in Magneto & Inc. will face severe punishment due to the situation.

A True

B False

- Not mentioned.
4 “"Today will be one of those days that even my coffee will need a coffee!"

Which of the following explanations suits the sentence above?

A Mr. Prem is feeling stressed

B Mr. Prem wants to have more coffee

- Mr. Prem is addicted to coffee and needs more \\\

D Mr. Prem will only work with coffee in the office. \\\:
3 e _ _ . Don't panic, we'll send over a \\\\\

technician to assist in a Jiffu.

Which of the following responses is the best for accepting the complaint in

\N/
N\ /4

the blank provided? / / /
A Could you leave your contact number? // y
B I'm afraid | can't help you at the moment. // /
C We're sorry. You have to deal with it first. /é
D There appears to be something wrong with your complaint.

FUNCTIONALENGLISH SERIES
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"You'll just have to text IT Support through their automated IM."'

What is the most suitable meaning for the bolded word in the box?
A Operates live

B Operates automatically
- Operates with a machine
D

Operates with artificial intelligence

The following abbreviations stand for...

l IDK | do Know

Li ASAP As so0n as possible

Ll |M Instant message

L 24-7 Twenty-four hours seven days a week
L land Qi - li, iii and v

B I, li and il D L, Il and iv

FUNCTIONALENGLISH SERIES
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PRACTICE12

Complete the tasks below.

TASK A

Discuss the commonly used negative adjectives below:

+ definitions/meanings

* thelr uses

+ variations (if any)

Silly  lazy
impatient annoying
drive you crazy

frustrateyou  irritate

TASK B

Find out the meanings of the following idioms to describe anger or frustrations
in complaining about something. The first one is done for you.

Losing words or vision being

0
see red infuriated

74

1 the last straw

A/

N

7\

2 go ballistic

NS

3 jump down one’s throat

4 hit the roof

5 tick someone off

FUNCTIONALENGLISH SERIES
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=7

In pairs, construct sentences with adjectives learned in Task A and any suitable
idioms learned in Task B. The first one is done for you.

O

Don't be silly. Answer my questions! You make me to see red.

10

FUNCTIONALENGLISH SERIES
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PRACTICE13

Complete the chat conversation between two colleagues using the terms
provided in the table. The first one is done for you.

get the correct that’s great. it's my pleasure tell me more

- the new office
Hivuyn........ th'S'S ....... Kantha
from the IT department.

Hi Kantha. Anything that |
can help you with today?

_'_._,_l—'_ . s

have a problem with
......................... We ordered it last
week, and it arrived yesterday.

Let me  just
the details. Can you

aboutthe problem?
_._._._._._,_l—"

sure. The wrong computer

you the order
details right now.

—~—

Ok. Thanks. Oh, | seethere was

some kind of .....ocvviivieiinnen.
We'll ......oceveneeinaeenee. computer
delivered as soonas possible.

_._-—-—'-""'FF-"_

cesssrsassssssssansaness 1HANKS fOr
your help, Vyn.

_l—l__l_

always glad to be of

_—'_'_'_.-.-.-._

FUNCTIONALENGLISH SERIES
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PRACTICE 14

Answer the following questions.

M

M

M

M

Quizizz

FET1 - Basics of Bmall

15 Questions

The

Folders

Attachments

Erwelope

AT oW

Replying

Forwarding

are fles sent with e-mais.

Insert emodis 1o express your feelings

Comrectly structured sentences

Electrical

Copy Carbon

Closed Caption

‘What does the lketter "E" stand for in E-mall?

CCls known as inan email

BCC ks Bnown as i an amall

Blnd Copy Carbon

Blnd Copy of a Copy

When oreating a "Subject” for an emal, you should ]

Be brief and condse

Explain as mudh info in the subject as you can

FUNCTIONALENGLISH SERIES
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COMMUNICATION

NAME :

CLASS:

DATE :

Appendix

Letters

Whiat ks symbol used to Indicate an attachment k& sent with the e-mall?

Paperclip

Thumbnal

an emall is the process of sending a mess age you have recelved to someone else.

Sending

Repl cating

‘Whilch of the following matters ks to be considered in sending an emall?

End with a proper compmentary dose and
sklEnature/name

Send emalls with typing errors and grammati cal mistakes

EleC tronic

Caption Credit

Carbon Copy

Bulk Copyof a Copy

BlEnd Carbon Copy

Just say " H" or "Hey"

Leave it blank

\N/
ux\\\ /// 4

QY% QNP 0
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Fil

10.

Fil

11.

Fil

12

fil

13.

i

14,

il

15.

Fil

Typing emails in ALL CAPS indicates that the senderis _

Messaging

shouting

WORKPLACE DIGITAL
COMMUNICATION

B

O

62

making a point

browsing

When you 'reply z2ll' in an email, you could be addressing everyone in the original email.

True

Which of the ermail IDs looks professional?

abx80comel@gmail. com

haslina.maharom@kkselayang. edu.my

When the BECCfield is normally used?

Sending copies randomly to everyone in the
organization,

Sending copies Lo superiors without coworkers'
knowledge

An E-mail address can have empty spaces init,

True

Itis always important to have 2 subject line in an email .

True

What does the ".com’ in a web address refer to?

Commercial

Command

FUNCTIONALENGLISH SERIES

B

O

O

False

edwin2l@egmail.com

rockstar.gamerzzzzzzz@email.com

Ensuring that a specific recipient's contact privacy is
respected.

False

False

74
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PLATFORM:

PREPARED BY:

KANTHAMMAL P.
HHASHYINDER KAUR A. 5.
PRAPAGARAN B.
YORESWARI K. 5.

KOLEJ KOMUNITI SEBERANG JAYA
KOLE) KOMUNITI PASIR SALAK
KOLE) KOMUNITI SELAYANG
POLITEKNIK MERSING JOHOR

LEARNING OUTCOME

By the end of this lesson,
students should be able
to demonstrate
the ability to respond to
ideas and feedback in
work-related tasks
aptly using effective
communication skills in
written forms

In this lesson, students should be able to write
ideas buy:

* presenting important ideas to be shared via
emails in a structured manner

* Write emails with attached documents/
appendix

FUNCTIONALENGLISH SERIES
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* Why do you think emails are
important?

» Do you know the features you
can find on an email?

* Why is the use of appropriate
tone highly important in
communication via emails?

What is an email?

—

Known as electronic
mail

Crucial in
DUsSLNess /L0l -LI:'i-u'." e co
mmunication

Allows communicating ideas
clearly to achieve desired goals

Often the first step in
reaching out to a new
client/business

partner or colleagues in
olner depariments

FUNCTIONALENGLISH SERIES
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>> There are several types of email:

//
$ <
\\
\ S\

Formal

Formal
Email

- Apt for recipients who

are strangers
or acquaintances

* Appropriate for

communication with
people with authority

+ Has a defined format

and structure

- Avoid using slang,

abbreviations,
contractions,
emoticons, informal
tone, terminologies,
etc.

FUNCTIONALENGLISH SERIES

Informal

Semi-Formal
Email

Appropriate for
communication among
colleagues

Has no specific format
provided

the structure appears
professional

Allows the use of simple,

friendly and casual
language and tone
Allows using slang,
abbreviations,
contractions, etc.

Informal
Email

Suitable for communication
with friends, family
members or relatives
Has no specific format or
structure

Allows free choice of
langquage use

Allows using slang,
abbreviations,
contractions, emoticons,
informal tone,
terminologies, etc.
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~» To obtain further details/updates
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T h e \/ Begin with a proper greeting or salutation

tgpical RN

N\
\\\

. E Provide reference to previous emails/document
a typical

\
\

email:

A

\< Clossary:
Query: A request for information,

b\\ Reciplent: the person receiving the @ State your purpose
email.

Correspondence: communication

by exchanging letters or emails. _
Request: asking for information. pﬂq Deliver a message or respond to a message

Deadline: the latest time or date by
which something should be

competed. - _ :
Acronyms: an abbreuviation / Add polite ending/closing remarks

formed from the initial letters of
E End with a proper complimentary close and signature/name

7/
YUy

other words and pronounced as a
word.

Managing Content of an Email
* Opening Paragraph

* Provide ubiquitous greeting (if appropriate)

* Provide reference to previous email or document (if any) or/and
* Introduce oneself/organization

* State the purpose

* Middle Paragraph

* Provide details of the purpose stated
* Provide further explanations/elaborations

* Mention any attachments

* Closing Paragraph
* Express the need of the action
* Express prompt response politely or
* End by using the courteous words

FUNCTIONAL ENGLISH SERIES
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Managing Content of a Response

* Opening Paragraph
7 ﬁ | .
o . » &

+ Thank the sender/ Apologize when thereis a

A
W

delay in response

* Provuide reference to previous email or document
(if any) or

« Express appreciation/gooduwill (if appropriate)

* Provuide a brief response to the previous email
on the action requested

* Middle Paragraph

* Provide further *
explanations/elaborations

« Clarify details (if necessary)
« Mention any attachments (if any)

77 /7 NN\
//// \\\\

/7

7
7
//

* Closing Paragraph “
* Express the need of the action (if - -
required) — ®
+ Establish a professional rapport or —_—

* End by using the courteous words

The steps of writing a typical email:

AN A
© 0 O

Select appropriate Attach the selected Proofread the content Edit the content (if Send the emall to the
attachment/appendix attachment/appendix for language and tome necessary) intended
(if needed) correcthy appropriacy person/audience

v vV v

FUNCTIONALENGLISH SERIES
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‘Structure of a Typical
Email

'« From

|* TO

i- Cc

'* Bcc

* Subject

» Salutation / Greeting

'» Content of an e-mail

'+ Signature Line/Sign off

» Attachments
|

NN\
\

/\

/7
/.

7/
YUy

* shows the title of the mail

* is what the reader sees in their inbox

+ |If the subject line is misleading or missing information, your
email may not get read or message may even be sent to spam

* The more formal your email is, the more detailed your subject
line

* should be clearly expresses the idea or the reason for mail
writing

+ should be clear, simple, and short

FUNCTIONALENGLISH SERIES
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A

/\

7/

/
/e

7

7.

%
/

/7

7z
7/

/
/7
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Descriptions of Email Structure

Greeting/ |+ startan email by either providing a simple greeting or giving a proper
Sall.ltaﬂl.'.ln Sa[utatinn = Thouls nlacee ween the o
» Good morning/ afternoon.  » Hi
~ Good day. ~ Hello.
~ Assalamualaikkum. ~ Creelings.
" : N mamwwmmma?
end the salutation
* Dear Mr.
shree Ram:
* Dear Mr. Shree
Ram,
Please notice that after
the word 'Dear’ there's

Mo COMma. _-_.J

* includes the signature, name, and designation
of the sender

*« can alsoinclude other details like contact

number, title address, etc.

FUNCTIONALENGLISH SERIES
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98 COUNCIL An email cover letter

New mestage
f T Dawvd Kelly, HR Manager

Subject Application for sales manager position _
Dear Mr Keilly, z
| am writing in response 1o the job advertisement on the ABC Jobs website g
for the position of sales manager.

| have five years of experience in sales. For the last three years, | have worked
as a team leader, managing a team of 20 sales assistants in a large store.
I hasve experssnce in hiring, training and managng staff. | have good communcation
shulis and | can speak Rtakan, Sparesh and Englsh.
1 have attached my CV with more information about my background and
Jd qualifications.
I look forward to hearing from you Soon.
Best regards,

N
[_Send IR

Top Tips for writing

Bl InClude a dear subyect ine
B Start your email with Dear MrMrsAds + Derson's Surname

B Sy which job you're apphying for and where you saw the advertisement.
You Can begin with /m wriing in response 1o the job advertisement for

Recipient'semail ID §

\k\}\}\

/7

//\

/7
7

7
7
//

N ‘Write a short p

]
LA UL TR ILATE, AL N DS, Work ox

-

B End by saying | ook forward 00 Reaning frowm you SOon of | hope o
hedar frown you SO0 and sgn off with Best regard's o Best misfes.

el O Sl

- A proressional email sngnature pFDUlEEt e
essential information a reader needs to

know about the sender, including:
JSignature (optional)
dYour name
JJob title
JOrganization

Automatic Sign Off

Personal Sign Off
PROS PROS

& Cuts down on timing & You have the Nexibility 1o

o Lets you focus 0N message
* S80S 05 8 catch-all
apology for ypos (Groat for
emails sent Dy phone)
Lig. “heed i Randn,”

CUSioMmide 10 every SCBnana
AN De0Tsa0en
i "Thasrko n ssesecn b posar Parip,*

e OFF e e T ikl Bor @ Taeor
wi "THETS 8 A Ml ™ R pie
mebralng oeer o0 updats

Trmss eacuree vy Sonkey [P,

CONS

= Hard (O apply 10 every
audience and situation

w F yoed e eesieeg S0 wshernagorsl
el e, EHEGRGH oL

& Can Come across 8%
apathetic and insincere

FUNCTIONALENGLISH SERIES

JContact details (for formal only)

« When recognized as
personalized, I 5 appréeciated
By reCIDeerTEs

» Email signature should include the
abovementioned information, but the
sender could also add:

UDetails of qualifications
UChosen pronouns
Social media links

CONS

* Adds time 1o email-Composa
OroOEss
= Lan lead o HyDos
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Keep the length of message as concise as possible

WORKPLACE DIGITAL
COMMUNICATION

| |

Follow a proper format

Structure your thoughts: determine your main points and
write them out.

Present your ideas with the problem/solution formula or in
chronological order.

Tell your readers why the email is important
Include an actionable step in your message
Be specific with documents/dates/deadlines

Proofread the email by check grammar and spelling for
errors and then edit accordingly after proofreading and
before sending

Use available Al tools and writing assistants. They were
created to make your work easier.

Include graphs, flow charts, and other files as attachments

etiquette
Don’ts

FUNCTIONALENGLISH SERIES
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How to attach
documents properly

N\,
NNV

\
\

A

/\

/7
/.

/7
s

\ Open a new email Click on the menu Browse through Click the "Open” or Finalize email
\ \\ message window, item with a our computer's "Choose File" or composition and
usually by clickin Patﬁerl:li icon that folders and click to another similar hit the send button
the "N_ w Messag n :‘.’.’-ﬂtﬂ "Attach a select the files/fold button
uEr Cﬁ[l':l'-'ﬂﬂﬂ fllesl %rusa?m;;hing ers you want to to attach the file to
mail” icon "Attach §“ é<¥) attach. your email.

1 H B - NOTE:

Sample professional email in English |
usually used in

Service inquiry: Taman Megara Tour m:;f:;mﬂ"ﬂ

Dear Sir, formal context.

| hope this email finds you well. . mﬂﬂ to the

| am Nik Sarah, the Managing Director of Zam Cottage from Kuala Lumpur. Our cottage specializes in providing unique line. Daterming

- ' . ! . . wheather the email is

url::cr?n living experience for local and international tourists. We would like to know more about the tour packages offere io be a formal or

informal?

by Danz Eco Resort. We came across your details from one of our clients who recently joined an exciting eco tour with your
* The complimanlary

company. Jose comes before
the sender's
, , , , Jgnatura‘name.
we are planning for an adventurous tour in Taman Negara for a group of B people comprises our patrons from Madrid as "9
well as some of our staff members. We would be glad if you could provide us with detailed information on your tour + Choose an
: : appropriate
packages through a brachure at a convenient time, complimentary close
depending on
. o . . salutations
Thank you for your time and we look forward to receiving the information to plan and arrange this tour. and whether the
email is to be a formal
of informal.
Faithfully,

. * In an email, it 15 not
Nik Sarah mandatory to use a
Marketing Director complimentary close.
Zam Cottage, Kuala Lumpur. + Emails can be simply

sagned off with the
sander's name.
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service iInguiry: Taman Negara Tour

WORKPLACE DIGITAL
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Dear Ms. Sarah,

Thank you for enquiring about our tour packages.

| am Mathan Raj. the Marketing Executive of Danz eco Resort. We are pleased that you approached us regarding the Taman Negara eco

/ tour packages.
| have enclosed our latest brochure for your reference. You could also visit to our website at danzecoresort.com for more details.

Since you are a fellow service industry company. our company decided 1o offer a special complimentary addition to your eco

tour package which includes two comfortable 4-wheel-drive throughout the tour from the Kuantan Airport to our facilities and

\ experienced tour guides who could speak both the English and Spanish languages well.

| hope that you find this information helpful. Please do not hesitate to contact us of you haue any questions regarding our eco tour

\ packages.

Thank you once again.

sincerely.

Mathan Raj
Marketing Executive
Danz eco Resort

* What is an email?

* Functions of an email

* The content of a typical email

« Managing Content of an Email & Response
Email

* The steps of writing a typical email

 Structure of a Typical Email

* Descriptions of Email Structure

« Email signature

* Email etiquette

+ How to attach documents properly

FUNCTIONALENGLISH SERIES




WORKPLACE DIGITAL
COMMUNICATION

7

Accept
Receive

Except Apart
Not including To be
seperated
A part
Your to be joined

To show
possession
You're
Stands for you
are

with

Alot
to a large

All ready

Prepared extend
Alrgacily Its Alot
By this time , :
Possessive form\@ Not an English

of it
It's
Contraction

word

Lie

Reset on a form for it is Quote
surface To cite
Lay Quotation
Put something Act of citing

in place

FUNCTIONALENGLISH SERIES
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PRACTICE15

Study the following email excerpts and discuss:

A | A meeting will be scheduled on October 15, 2022, at 2:40 p.m. All team
leaders/ participants are required to attend. You are required to submit your

weekly reports in the meeting.

B | Required meeting- Oct. 15, 2.40 p.m.
Submit weekly report. See ya there J

Discuss:

* Do both the excerpts share the same information?
* Which of the excerpts is suitable for formal context? Why?

* Which of the excerpts is suitable for informal context? Why?

FUNCTIONALENGLISH SERIES
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PRACTICE 16

Answer the following questions.

Quizizz NAME
CLASS:

onte

1. Beforeyou press SEND, you should always _____ your email.

A | proofread Bl delete

C| bold O forward

2. You should include proper greetings or salutations in emails.

A True B False

3. Itisacceptable to use slang, abbreviations, smileys, and text lingo such as "LOL" "OMZ" in
professional email communications.

A False B True

4,  What is the best way to start a professional email?
A What's up? Bl Heyl

C Cear Ms, Lina, D Hi.

5. Some questions and conversations are best to have face-to-face because there's a large risk
of misunderstanding in email.

74

A False B True

A/

6.  What of the following aspects is it important in writing an e-mail?

A Introduce yourselff organization aptly. B Makesurethat your tone is appropriate,

C | Stateyour purposeclearly. O Keepthe message short and simple.

\N/
QY% QNP 0

DN

7. When writing an email, one should be mindful as it can be saved forever or forwarded to
others. /‘
<
A True B False Q

FUNCTIONALENGLISH SERIES
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Which is an appropriate complimentary close for a formal email?

Faithfully, Bl Sincerely,

TY C TTYL

It's alright to write an email just like youwould a text message because you don't have to
type as many letters,

True & False

In ensuring the tone of your message remains professional, you could consider the
following good practices.

Be polite and tactful throughout the R Be sensitive towards recipient's feelings
message

Avoid being optismistic in explanations » Maintain good rapport with the recipient

// /\\\ N\ ////

/

74
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PLATFORM:

PREPARED BY:

KANTHAMMAL P. ROLE) KOMUNITI SEBERANG JAYA
RHASHVINDER KAUR A. 5. KOLEJ KOMUNITI PASIR SALAK
PRAPACARANB. HOLEJ KOMUNITI SELAYANG
YOKESWARI K. 5. POLITEKNIK MERSING JOHOR

LEARNING OUTCOMES

SITRGEE RO RGIEY CIIYo M In this lesson, students should be able to write
Il e e 1B -F-1o | [-l and respond to ideas and feedback buy:

to demonstrate » presenting important ideas to be shared via
QU LINUTR ORI oy (BB emails in a structured manner

LOERE TR CELLEIC SN . )riting emails with attached
work_related taSkS documents/appendix
aptly using effective
communication skills in
written forms

» responding to messages or information
shared via emails in an appropriate manner

(by replying)
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>> Important Language
yARAspects in writing
7 7dlemails

Maintaining the quality of
writing requires careful planning

/
4
A
'\ \ and great attention to the use of

AN proper language aspects
\ Frequent mistakes in an email
NN ruin the sender's credibility and
tarnish one's image as
a professional

WORKPLACE DIGITAL
COMMUNICATION

In becoming an email
conversationalist, one
should pay attention to
language aspects as

follows:

FUNCTIONALENGLISH SERIES
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—

Grammar

- I
* One of the common mistakes in email

writing
* English language is governed by

grammar rules that can be confusing for
everyone at times

* Could be tedious as ability to write
accurately involves one's:

* understanding of the basic knowledge
and mastery of grammar rules and
exceptions to rules

* experience in constructing various
types of sentence structures

* selection on appropriate use voice in
formal and informal context

N\
\\\

NN\
\

7/

//\

/
7
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K
,\ Grammar rules for

\\\ email writing .
\A —
7 -l
e s —|

~ Always use capital letters for names

» Start sentences with a capital letter.

» Break up sentences with commas
appropriately.

~ End every sentence with a full stop.

» Every sentence should have a subject
(John), verb (reads) object (books)

»Use the active voice to engage the
reader.

~Break up lists into bullet points to
make information easy for readers to
understand

»Explain acronyms when you use
them

~Avoid using long-winded sentences.

» Never use swear words and
bombastic words.

5pellings

—

« proper and accurate spell
email writing is essential

* incorrect spellings show one's

carelessness

[

e

* Always check words in o

spelling

times
* Minimize foreign words

FUNCTIONALENGLISH SERIES

+ pay attention to random words,
proper names and recipient's name

* Maintain consistent spelling style.
dictionary of any doubt about

* Check and verify the spelling of
the recipient’s name a couple of

[ List of commonly spelled

words:

Definitely (definately)
Separate (seperate)

Until (untill)

Occurred (occured)

Calendar (Calandar)
Accommodate (accommodate)

Ings in

B .

Argument (Argueme
Acknowledgement
(Acknoledgement)

10. Acquire (Aquire)

1. Apparent { apparant, aparent,
apparrent, aparrent)

12. Colleague (Collaegue, Collegue,
Coleague)

13, Conscientious (Consciencious)
14. Entrepreneur

(Entrepeneur , Entreprenur ,

Entreperneur)
15. Experience (Experience)

DEONGOOM WS

nline
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5 punctuation rules for emails

1. Always end a sentence

// * Writing emails involve the use of proper and with punctuation.
/ correct punctuation 2. ::rllitmmawquﬁﬂnn
’/ * missing punctuation marks at the right places 3. Avoid exclamation points
/ could be misleading and appear incomplete 4. Avoid aggressive
- : : punctuation
\ + Common punctuation marks used in emails: 5. Watch the use of
'\ punctuation marks in
o o email greeting/salutations
N N\ The ”unctuatlon Guide
\ For mare on guide on
lerminal points Fausing pomnts Hyphens and dashes _ using punctuation marks :
v v v
A\ S A e ElAAE
W ! tion point W W . —
Quotations Other punctuation Other matters
W ju . -
v (] v | ﬂ
:,"{-:.'-.'.
X {)

Use dedicated software or Al assistants to
support the writing process such as:

» Grammar, spelling and punctuation check feature in Google Docs

* On-line writing assistants like Grammarly App, Hemmingway App,
etc. (available in both, free and subscribed versions as well as website
and app versions)

* Google language Tool in Chrome extension
* Online dictionaries like Merriam-Webster Dictionary, Cambridge

Dictionary, etc. (available in both, website and app versions)

' # Cambridge
Hemingway =§" Dictionary
I‘-I!l-fﬂr Make your words méannghul

FUNCTIONALENGLISH SERIES
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> List of abbreviations useful for semi-formal
and informal emails:

Abbreviations
1. EOD - end of day
/ / | 2. EOM - end of message
/ B l — 3. FAO —for the attention of
» Are associated with colloquialisms and 4. FYG —for your guidance
’/ jargnn | 5. FYI-for your information
/ o _ ' _ . | I 6. FYR —for your reference
\ * Familiarity with the jargon is essential 7. HTH - hope that helps
' 8. IMO - in my opinion
'\ * Readers may not know those 9. LET- ,_EHEE :aﬂ,,, today
\ abbreviations or may perceive them as a 10. NBD - next business day
\ mistake | 11. NNTR — no need to respond
\ . L . 12. NYR — need your response
* Be extra careful using abbreviations in 13. 00O - out of office
\ \ email writing 14. PFA — please fine the attachment
. | 15. PRB — please reply by
* Depending on the tone whether formal or 6. TRF=tohafsrwarded
informal 17. TL;DR - too long; didn't read
. S . | 18. TYT - take your time
. Aumﬁd abbreviations are used in formal 19; NERE s ShaFh el eXpecte
emails 20. Y/N - yes or no
e - — | |- — — —

Repetitions

* Frequent repetitions could be
misleading and sometime
tedious for the reader

* Use language in a dynamic
way to appear professional
and sound to readers

» Avoid repetitions if necessary
unless the words serve a
specific purpose or goal in the
message

FUNCTIONALENGLISH SERIES
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* Read the written text, preferably the
whole paragraph.

WORKPLACE DIGITAL
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Follow the —
steps below  Scan it siowly to select those
. repetitions.
to avoid
: - o
repeating
. * Identify what parts of speech the
LW b I B i . A th p
words in the QI A e s
messages:
* Reword the sentence or find a
synonym for the word that repeats.
YoeiInore se the synonym that won't change
D the meaning ly-:mr' main subject.
You can use this online synonym

The lifecycle of a text without repetition

€ Readthe text

N

ﬁ Make modifications B Scan it slowly

J )

0 Reword or use €) Identify repetitions

a synonym
# L_‘p'

FUNCTIONALENGLISH SERIES
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Capitalization

N\
\\\

\
\X
|
|

* First letter of a word is in
uppercase, and the remaining
letters are in lowercase

* To be seen as rude for treating
a name or title as wrongly

* In uncertain situations,
whether to use capitalization,
use a search engine to see how
the word is used online

A

/7

//\

Thank you very much professor kantha.
10:45 AM

Wrong Professor Kantha, foryou. . . .,

/7
7

7
7
//

For the name

| historical event For the name of a day

Thursday

| Merdeka Celebration
Monday

Japanese Occupation

For the name of a

World War |

Middle Ages

FUNCTIONALENGLISH SERIES
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/ / Important Language Aspects in writing
emails |

’/ / « Grammar
/ < » Spellings
.§ * Punctuation

\ * Abbreviations
A\ ~ * Repetitions
\\ » Capitalization

—

o Wes

Part and parcel:
An integral or essential piece

Pros and Cons:
The positive and negative
Side of an argument

More or less:
Mostly/almost

Hustle or Bustle:
Noisy Surrounding

FUNCTIONALENGLISH SERIES
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PRACTICE18

Choose the most appropriate word/expression to complete the email below.

ENQUIRY ON FUNCTION HALL

Mohammad Lugman Lattif <lugman.89@&@gmail .com:=

To: Rahiman BMansor

| arm WAF LLsgrnan From Waganda Bounigue, a leading hijab retailér in Kuala Lumpur,

| would like ko (1] about on= of youwr funchan halls in Pavilion Horb=l, Kuala Lumpur.

Ve are [2) for a potential function hall for & corporate dinner event which will b helo
[3) Movember 11 2022 (Friday}. from 7:00 pum. to 10000 pom. We
(5 fifty peapla,

(4] that the event
will ba aftendad

| would like to heghlaght |6} special requirements

Thrae of us are fu'l vegetarians
Wie nean Ay

Faur parsors will ba staying
servics to and from the alrpart for them,

(8] o shaw a8 shart wided clip,
[@) and wa raquira a suite with 2 bedrooms 25 well as 2 tanl

i
B
L

Ciusr [10] will be meeting on August 10, 2022, to decus: which hatel ko [11]. Wie
Wil d (12) apprecsate it if e could have a8 113) Tram you before Then.

Thanking you in

(15} regards,

ML LUGQITEn;,
Assistart Manager, Corporate Services,
Wxganda Bouloue

74

R \
1 a  request 2 A looking 3 A in \\
g enquire B seeking B al \ \
- complaint C seeing C on
o explain 0 waltching D = , / /
4 a  predict 5 A by & A afew // v
g estimate B for E some / 4
c  think C at C many /
o count O around D several :
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below

as follows
like
following

team
members

company
committee

quatation
quotation

quatetion
quotetion

i1

14
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A
B
C
D

oM me

oOnm P

tools
items
equipment
appliances

use
hire
reserue
charter

expectation
anticipation

presumpltion
assumption

WORKPLACE DIGITAL
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12

15

oOn o>

overnight
fortnight
weeknight
tonight

fully
highly
mostly
greatly

kind
good

best
greal

-7

////
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PRACTICE19

Read the email below and identify 15 errors, then, complete the tasks in pairs.
The first one is done for you.

Speaker Invitation — Business Management Workshop at Pasir a8 @
Salak College Community

Citrine Lim Pei ¥l <citrine.B2@gmail.com> 13:22 (Ominutes ago) $r 6
To: Tyler Tan Chong Yew

il ol

Greetings Mr Tyler Tan,

| am very please to invite you to serve as a panel speaker at Pasir Salak Community College 1% annual Business Management
Workshop on October 15th, 2022,

Due to continued COVID uncertainties, the workshop will be hold in a live virtual format via Zoom Webinar with moderated Q&A.

This year's conference theme is "From Home to a Company: Creating Collaborative Communities”. We are expecting a packed room,
containing some of the most prominent researcher in the field of business, and are eager to end the conference with a panel that
summarize what was new at the conference and points to the future.

This unigue conference brings together professionals from diverse fields to dialogue and explore issues related to the theme, and it's
impact on povernment, the arts, education, business, economics. As a panelist, yvou will share your professiocnal and personal
vantage points and opinions on selected topics to an audience of domestic and international students, campus, and community
members.

Each panel s2ssion is 50 minutes in length with 4 panel speakers. Each speaker will be alloted between 15 minutes to speak on the
topic from their perspective. The session is then opened for a moderated Q8A by one of our conference committee member.

Since our conference is free and open to the public, unfortunately we are not able to provide any speaker honorarium. However, at
Pasir Salak Community College we practice extreme hospitality even virtually. Our conference coordinators will ensured a smooth,

informed speaker experience in every aspects, including a very nice appreciation gift.

Please RSVP to accept or decline this invitation by Monday, 1 June , 2022, If you could join us, you will be informed of your panel
topics and day/time schedule by mid-August. Attach your resume if you accept this offer

On behalf of myself and the conference advisory committee, | would like to thank you for your consideration. We look forward to
have you share your expertise with our students, campus, and community!

Best regards,

Citrine Lim

FUNCTIONALENGLISH SERIES
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Task A Task B
Identify the errors. Suggest a possible correct answer.
1 Pasir Salak 1 Pasir Salak Community College
College
Community
2 2
3 3
4 4
5 5
6 6
7 7
8 8
9 9
10 10
11 11
12 12
13 13 \
A
14 14
15 15

N\
& I\ & VW' L \Y7 4 ¥ 4

7\
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By the end of this
lesson, students
should be able to
demonstrate the
ability to respond to
ideas and feedback in
work-related tasks
aptly using effective
communication skills
in written forms

LEARNING OUTCOMES

WORKPLACE DIGITAL
COMMUNICATION

WRITING EMAILS:

PREPARED BY:

KANTHAMMAL P. KOLE) KOMUNITI SEBERANG JAYA
RHASHVIMDER KAUR A. 5. KOLEJ KOMUNITI PASIR SALAK
PRAPACARANM B. KOLE) HOMUMNITI SELAYANG
YOKESWARIK. 5. FOLITEKNIK MERSING JOHOR

In this lesson, students should be able to
write ideas by:

 presenting important ideas to be shared via
emails in a structured mann

* writing emails with attached documents/
appendix
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V.

N

N\

NN\

/7

7

/7

7z

/
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» Can be a difficult task to write a
professional email that is easy to
read and provide all the
information the reader needs
while still staying professional,
concise, and friendly

\\ * Using professional and standard
\, language expressions in emails are
\ vital to avoid them to look like a
block of unstructured text

* Giving precise information about
the purpose of the message is the
key to achieving the desired

outcome

7\

7

-

« A study by email app Boomerang found
(‘ .\ that emails between seventy-five and
one hundred words in length had the
‘ . -‘ best response rates
« Any email appears on point and
actionable when the following

questions are adequately answered:
» Who is the sender?
» Why the sender wrote the email?

» How is the email useful/beneficial
for the recipient?

» What sort of actions/response the
recipient should take/make?

FUNCTIONALENGLISH SERIES




DO's DON’Ts
- Use formal sentences Demand help with
+  “Would it be possible...” *+ “lneed your help to”
« “] would be grateful if you would <+ “lheard you could do this for

FUNCTIONALENGLISH SERIES
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read (and write) as many emails as possible

check out samples online, 5ig|jn—up to mailing lists,
or read back through your inbox to identify English
email examples you like

keep a list of phrases you like and want to use as
it helps you understand the building blocks of
perfect English emails

build a bank of email templates that you can use to
save time when writing emails in English

develop your own style of writing formal email
English based on the building blocks developed

read online articles and recommendations on
improving email writing

Email writing etiquette

me".
« “Could you please...” These words are for general
speaking.

Provide a specific reason to Pressure with:
persuade. « “This is extremely important”
+  “lt would really mean the worl
d to me”

Cover only necessary information, Write using long-
such as how to do your requirement winded expressions and beat aroun
the time frame. d the bush
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Common Content of an Email ’
(Writing)

* Opening Paragraph
* Provide ubiquitous greeting (if appropriate)
* Provide reference to any documents (if any) or/and
* Introduce oneself/organization

+ State the purpose

N

7\

7/
////

* Middle Paragraph

p -
-_L * Prouide details of the purpose stated

f.f'- —-“'\ * Provide further explanations/elaborations

3
;’ \ \ I *+ Mention any attachments (if any)

/7

7
7
//

|'IIIII. .
/

+ Closing Paragraph
+ Express the need of the action
+ Express prompt response politely or

* End by using the courteous words

Referring to document

* We are/l am writing with reference to advertisement, promotional
brochure, etc.

* According to advertisement, we would like to...

* According to your brochure, ......

Introducing oneself/organization

| am the Marketing Executive of ABC Inc..
* | am writing on behalf of ABZ Inc.

FUNCTIONALENGLISH SERIES
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N\
\\\

Stating the purpose

* | am writing in connection with your email of 24 June
enquiring/requesting...

am writing to enquire/ask if + clause
* | am writing to complain about...

NN\
\

/\

/7
/.

7

* | am writing to inform you...
am writing to confirm that...

* | am writing to request...
* | would like to know further details regarding

Providing details of the purpose stated

* We are writing to ask the lead time required.

* We are writing to ask if the status of report completion for project ...
* I'd like to know where we can obtain further information.

* Please could you verify the deadline for submission?

* Please would you check the availability of your manager to discuss
with our representative?

* We seek your urgent attention to complete the investigation
report with the statistics provided by your department.

* We would prefer your earliest update regarding the matter to ensure
work progress is constantly monitored.

FUNCTIONALENGLISH SERIES
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Providing further explanations/elaborations

\
\

/\

A

'§\ To state reasons To justify
% \\ » We/I think ... * The reason is ...
\\\ » We/| feel that ... * The findings suggest ...
s\\\ » We/| believe that ... * The evidence shows ...
» We/l suppose that * This is because ...
# This is because ... * The main reason | this is

important is that ...

Providing further explanations/elaborations

To emphasize urgency To clarify details

* We/l hope you could submit/send * | am afraid | do not understand the
ii:éﬁagrnnnﬂhmg] by... (date/time) because... ...f{snmething in the

* Please send/submit... (something) / I EI’%I‘IEE} Cﬂﬁld 1!"r‘-'f‘lﬁ"l;l please
respond when you have the earliest provide more details:
chance * We/l would prefer more details

« We/I apologize for the urgency, but could before considering ... (spmethlngl
\g:uu please T@in X, send me Y, complete 7) Any additional information woul

y ... (date/time) at your soonest possible be greatly appreciated.

convenience?

» We/l would be grateful if youcouldsub  ° Could you please clarify what you

mit/ send/do this before... (date/time) mean concerning ... (a specific

* Would ... (date/time) be feasible for you
to (do X, send me Y, complete Z)

area/focus)?

FUNCTIONALENGLISH SERIES
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Providing further explanations/elaborations

* To express certain feelings * To state preference

* We are/l am grateful/happy/angry/
disappointed about/with ...

NN\
\

/\

* We/l would prefer to ...

/7
/.

* We are/l am sorry to hear that ... * We/l prefer ...
§\\\ * We are/l am sorry that you could * We/I would rather
\ Mot -
\\ \\ e We/I feel bad that you couldn’t ... * We/l would rather... than ...
N * It was so surprising that ... + We reckon that/I think it is better
* We are/l am not quite sure if | can to ...

* We/l wish | could ... (do something)

Providing further explanations/elaborations

To make request T : s _a
o provide an opinion
» Would it be possible for you to... (do P P

something)? » In our/my opinion ...

» Could you ... (do something)? » From our/my point of view ...
» Would you mind ...(doing something)?

» | was wondering if you could ... - WE{ think ...
(do something)? » We/l feel that ...

» If you do not mind, would you be able to ...
{d,_i,’ something)? Y » We/l reckon ...

» We/l would like to request ... (something) to » We/l believe that ...
be... (done)

# Ifitis not too much a trouble, could | ...
(request something/something to be done)

~ It would be a great help, If you could ... (do
something),

FUNCTIONALENGLISH SERIES
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Providing further explanations/elaborations

To ask for a suggestion/ recommendation

7\

To provide a suggestion
' \ » | thought it best to email you to see
§ \\ »We/l would suggest that ... what should we do next.
\\ »Our/My suggestion us to ... » Could you provide any suggestions for us
\\ »We/l recommend that ... to consider.
»We/| would like to propose that ... »We/l would like to have some
\\\\ / s suggestions on... (something)

» How about ...? . . .
o , > Your precious suggestions are required
» We/l think it is a good idea to ... to... (decide something)

» Any suggestion that you could possibly
give would be a great help

Mentioning any attachments

* | am sending you ... [file’s name] as a PDF file.
* | have attached ... [file’s name] for your review

* Could you please sign the attached document and return it back by
...|date]?:

* Please see the attached documents for more details about...

* | have enclosed the report you asked for.

* | have sent the document we discussed for your perusal.
* Please find attached... (formal)

* |'ve attached/I’m attaching...( informal)

FUNCTIONALENGLISH SERIES




7/
/4

W
\Z%

N\
\\\

WORKPLACE DIGITAL
COMMUNICATION

4

Expressing the need for any actions

//\b

7

A

* We would prefer the report to be submitted by ... (date/time)

* Please confirm the details we discussed before our next meeting.

* \We would be pleased to know on your progress as soon as possible

* Kindly contact me if you have any questions.

* Please do not hesitate to contact us/me with any further queries.

* Just get in touch if you have any questions/if you need anything else.

* Please fix a proper time and date for our meeting at your convenience.
* Could you possibly send me the documents before this afternoon.
* | would appreciate it if you could send me the report by Friday at the
latest.

/7

Expressing prompt response

* | look forward to hearing from you/seeing you next week/meeting you
soon.

* | look forward to hearing from you.
* | am looking forward to hearing from you soon.
* Look forward to connecting soon
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Ending by using the courteous words
* Than
* Than
* Than
* We/| appreciate your input/feedback/response.

King you in advance.
KINg you in anticipation.
k you for your attention/assistance.

| sincerely appreciate your help.

* Great working with you

* Thanks for your consideration

* Appreciate your time and consideration

N

5. Opening

Paragraph

+

7. Closing
Paragraph

Application for Internship : 4 <. sender's ID \

Fanet Lee Meng LI <janet lee @ gmail.coms

Dear Mr. Mohd, Danial, Nl 3, Recipient \

| hope this email finds you well. My name is Janet, a final year student taking up a
Diploma In Games Art at Selayang Community College. | visited your exhibition counter
at the recent Career Fair which was held at Shah Alam Polytechnic. | learned that your
company is currently locking for a Junior Game Artist. | am writing regarding the 3
month internship opportunity offered by Xynex Gaming Studio,

As part of my caréeer development, | would like 1o seek intéernship opportunitigs in the
game development industry. | have some experience in developing character for a
commercial project with Kelembai Preduction, an ‘industry on campus’ initiative at my
community college. | believe that | could use my existing experience and gain more
hands-on experience through the internship program with your company. Besides that, |
am a maticulous person and 3 dynamic team player. | assure you that | can work well
with your entire team and am willing to learn new technigques and skills through
projects.

| have sanclosed my retume and cover letter for your review. | would be more than happy
to be able to discuss further my skills and competencies via phone call or virtual call
regarding this program. | hope to have the opportunity to discuss with you in detail how |
could contribute to Xynex Gaming Studio as an Intern.

Regards, h g. Complimentary
Close
lameét Léd
9. Sign-off

10, Attachment
Enclosure

FUNCTIONALENGLISH SERIES
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* Communicating ideas in emails
* Improving email writing skills in English
* Email writing etiguette
* Common Content of an Email (Writing)
* Language forms & functions
(Opening Paragraph)
* Language forms & functions
(Middle Paragraph)
* Language forms & functions
(Closing Paragraph)
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Answer the following questions.

QUIZIEI MNAME :
CLASS

FET1 - F & Functi Writing Email
orms & Functions rting Emails DATE -

10 Questions

1.

According to advertisement, we would like fo..'

Which of the language functions is suitable for the above expression?

Referring to Your Own Previous Referring to Previous Correspondence

B
Correspondence

Referring to a project D Referring to document

Which of the language expression is suitable for stating the purpose 7

| would like to know further details
regarding..

| am writing to confirm that...

| am writing to enquirefask if...

B | am writing to complain about...

Which of the language functions is suitable for providing further explanations/elaborations?

to justify Bl toargue

to state preference L to negate opinions

you provide any suggestions for us to consider?

Can B Should

Would C Could

cee the attached documents for more details about...
Please

Lo B

Kindly

O
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6. Howcould a sender express the need for any actions in his'her writing?

WORKPLACE DIGITAL
COMMUNICATION

Please confirm the details we discussed [:1 We appreciate your feedback
before our next meeting.

Kindly just getin touch if you have any . | look forward to hearing from you,
questions/if you need anything else, '

/. Appreciate your time and consideration.’
Which of the language functions is suitable for the above expression?

A Ending by using the courteous words B Providing further explanations.

C | Expressing certain feelings D Clarifying details

8.  Which of the following language expressions are polite in writing emails?

A Wouldit be possible... B | needyourhelp to...

C | Canyoudo., | Couldyou please

9.  One should write emails using long-winded expressions,

A True B False

10, Which of the following questions should be answered adequately in ensuring the email

appears actionable?

p What sort of actions/response the [:1 Who is the sender?
A recipient should take/make? \\
- How is the email useful/beneficial for the . Why the sender wrote the email? \

recipient?

\N/7
N
B N & YOO QNP 14
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WRITING RESPONSE
EMAILS:

PREPARED BY:

KANTHAMMAL P. KROLE) KOMUNITI SEBERANG JAYA
RHASHVINDER KAUR A. 5. KOLE) KOMUNITI PASIR SALAK
PRAPACARAN B. KOLEJ KOMUNITI SELAYANG
YOKESWARI K. 5. POLITEKNIK MERSING JOHOR

LEARNING OUTCOMES

By the end of this In this lesson, students should be able to
lesson, students respond to ideas and feedback by:

should be able to » interpreting messages or information
demonstrate the shared by emails correctly

ability to respond to _ , _

* responding to messages or information
shared by emails (by replying in an
appropriate manner)

ideas and feedback in
work-related tasks
aptly using effective
communication skills * reacting to ideas and feedback using polite
in written forms and professionall language forms and
functions

FUNCTIONALENGLISH SERIES
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>> Reacting to ideas/feedback in Emails

/
/ * is simply an email to reply to another email
/< * is a common type of email in daily workplace/business

contexts/situations such as:
« providing a meeting confirmation

* responding an rsup confirmation
\\ * responding to formal/informal invitation
\\ * approving an application

* responding to an enquiry/request
* responding to a complaint
» acknowledging updates/work progress

Reacting to ideas/feedback in Email |

* in framing a response email, consider to cover the following
aspects:
* understand the sender’'s requirement/need of action and respond
aptly
» keep your response short and simple
+ plan for follow-ups by including a call-to-action clearly and directly

» according to a study by the International Data Corporation
(IDC), working professionals spend 28% of their workweek
reading and answering email

FUNCTIONALENGLISH SERIES
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Allows anyone to inform the senders that
a person cannot possibly respond
instantly but they are on it

The purpose of auto-reply:

* to let them know the sender that their
request was received, and

* to notify them that a detailed reply will
soon be given

the advancement in digital technology allows
anyone to use the assistance of smart
application which could send out automatic
response

Saves time from sending emails one-by-one
to notify the senders

S

FUNCTIONALENGLISH SERIES

Personal reply

'+ can be done within 24 hours upon receiving

an email via desktop or smart phone

* The purpose of personal reply:

* to provide adequate feedback based on
the purpose of previous email, and

* to ensure that the communication
between two parties/organizations is
recorded for reference/proof

* follows the normal etiquette of writing profes

sional emails

* the content can be anything depending on

what the sender had written in the last email

Go to https://mail.google.com/mail

then click on the gear icon

select ‘Settings’

Click on ‘Advanced’ in the menu,

E'm ﬁﬂﬁifmhh' next to ‘Canned Responses

Mow that ‘Canned are enabled. you can create a new
mﬂw the "icon in the upper lefthand corner
and ty out the message you want to be automatically sent out.

Once you're finished, click on the three dots in the email
window to bring up the email options.

Select ‘Canned responses’ and then ‘New canned

Next, a window will where can name
canned response. Tuﬁqnuﬁu nimuﬂd select 'OK":
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Email writing etiquette

DO's DON'’Ts
Maintain a level of tactfulnessin Use humor/sarcasm in replies
responses

Use separate paragraphs to answer  Assume the recipient knows what

different questions/actions the sender is talking about
required
Send a response email within 24 Use exclamation marks

hours (a day)

Opening Paragraph
* Thank the sender/Apologize when there is a delay in
FESPGHSE
* Provide reference to previous email (if any) or
« Express appreciation/gooduwill (if appropriate)

* Provide a brief response to the previous email on the
action requested

Middle Paragraph
* Prouide further explanations/elaborations
+ Clarify details (if necessary)
» Mention any attachments (if any)

Closing Paragraph
« Express the need of the action (if required)

- Establish a professional rapport or
» End by using the courteous words

FUNCTIONALENGLISH SERIES
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(Opening Paragraph)

* Thank you for your e-mail about ...
» Thank you for your email of October 15.

77

Y4 < Thanking the sender
A

\ N

NN\

\ * Thank you for your email enquiry about.....
N\ » Thank you for your email regarding ...
» Thank you for your email requesting...

Language forms & functions
(Opening Paragraph)

Apologizing for delayed response

* Please accept my apologies for this late response.
* My apologies for the delay on our part.

* Please forgive me for responding late.

* | beg your forgiveness for my late reply to...

* We would like to apologize for...

FUNCTIONALENGLISH SERIES
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> > Language forms & functions
(Opening Paragraph)

/ < Referring to Previous Correspondence

* | have received your email on June 1 concerning.....

* In reply to your email of February 7, | would like to notify you that....
\\ * With reference to your email of December 22, I.....
\ \ * In response to your email, | am happy to confirm...

« Regarding your email, I.....

Language forms & functions
(Opening Paragraph)

Referring to Your Own Previous Correspondence

* Referring to my email to you on the Julyft,
concerning..... We/l recently wrote to you about ...

* On November 22, | emailed you about.....

* Further to my mail on May 9, regarding...... N PO

* With reference to our previous email of December 11, |....

* Hope you received my email dated on May 5, that I ...

FUNCTIONALENGLISH SERIES
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>> Language forms & functions
7.7/ (Opening Paragraph)

< Expressing appreciation/goodwill

* We are very glad to have you as one of our.....
\ * We are proud to have you as one of our....
* We are very much complimented that you would like to.....

A\ * We were/| was flattered by your request to make our company
as your...

* We are grateful for your...

Language forms & functions
(Opening Paragraph)

Provide a brief response to the previous email on the action requested
* We will send/provide... as requested in your previous email.

* In order to provide you an estimation of the cost of our services and more
information, | would like to schedule a meeting at your office on any working

day.
* | would like to submit the final contract as per our earlier agreement.

* | have arranged one of our team members to contact you ... (time frame:
tomorrow, in three working days, next week, etc.) With a detailed explanation of the
... (@an object, product, item, etc.)/ for ... (a concept, idea, project name, etc.).

* Please find the attached ... (document: report, summary of analysis, slide,
video, brochure, etc.) as requested in the previous email.
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Language forms § functions
(Middle Paragraph)

Prouiding further explanations/elaborations

» As we agreed before in the last emails, our vision

» We are currently providing ...

* Currently, we do not have any...

* The last attachment is a list of details you required, and we hope...

* | will be pleased to participate in the forthcoming ... (event)

Language forms & functions
(Middle Paragraph)

Clarifying details (if necessary)

Asking for clarifications

| am afraid | do not understand what you mean by... Could you please provide more details?
*Regarding the update, are you saying that we should wait for a few months? Any additional
information would be greatly appreciated.

| understand your explanation regarding ... (something), however, could you please clarify
what you mean concerning ... (a specific area/focus)?

Giving clarifications
*Based on our discussion, we understand that we need to...
* Let me send the detailed report for your perusal...

*» Since there has been a lack of certainty regarding the decisions made earlier, we propose to
discuss via virtual meeting for better clarifications of the issue.
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Language forms & functions
(Middle Paragraph)

Mentioning any attachments (if any)

* | am sending you ... [file’s name] as a PDF file.

* | have attached ... [file's name] for your review

* Could you please sign the attached document and return it back by ...[date] ?:
* Please see the attached documents for more details about...

* | have enclosed the report you asked for.

* | have sent the document we discussed for your perusal.

* Please find attached... (formal)

* |'ve attached/I’'m attaching...( informal)

Language forms & functions
(Closing Paragraph)

Expressing the need of the action (if required)

* \We would prefer the report to be submitted by ... (date/time)
e Please confirm the details we discussed before our next meeting.
e We would be pleased to know on your progress as soon as possible

e Kindly contact me if you have any questions.
* Please do not hesitate to contact us/me with any further queries.

e Just get in touch if you have any questions/if you need anything else.

e Please fix a proper time and date for our meeting at your convenience.
*Could you possibly send me the documents before this afternoon.

e | would appreciate it if you could send me the report by Friday at the latest.
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/7, | (ClosingParagraph)

)
f < Establishing a professional rapport

* If you need any information or support, please feel free to let us

\ \\ know.

* | hope we could continue providing our service to you.
* | look forward to working with you on this project.

\ AN * Please feel free to reach out to me should you need anything.
* It has been a great pleasure to collaborate with you...

Language forms & functions
(Closing Paragraph)

Ending by using the courteous words

* Thank you for your attention/assistance.

* We/l appreciate your input/feedback/response.
* | sincerely appreciate your help.

* Great working with you

* Thanks for your consideration

* Appreciate your time and consideration

FUNCTIONALENGLISH SERIES
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Application for Internship - Sender's ID
@ Fanet Lee Meng LI <janet.lee@gmail.come o R " -
Star Dear Me. Mohd, Danial, 3, REEipiE“t
..I M

TE=l
4. Salutatlﬂn | hope this email finds you well. My name is Janet, a final year student taking up a

Diploma In Games Art at Selayang Community College. | visited your exhibition counter
at the recent Career Falr which was held at Shah Alam Polytechnic. | learned that your
company is currently looking for a Junior Game Artist. | am writing regarding the 3

5 ﬂpening month intérnship opportunity offered by Xynex Gaming Studio,
Paragraph
+

As part of my career development, | would like to seek internship opportunities in the
game development industry. | have some experience in developing character for a

Middl commercial project with Kelembai Production, an ‘industry on campus’ initiative at my
'5, I e CoOMmmunity I:!!-".-I'-lglﬁ | believe that | could use my |I-:-:i'l..!"|r'.E experience and E.-]ir'. mire
Pa ragran h hands-on experience through the internship program with your company. Besides that, |

am a meticulous person and a dynamic team player. | assure you that | can work well
with your entire team and am willing to learn new technigques and skills through
| projects

| 7. Closing
Pa NRera h I have enclosed miy resume and cover letter for yvour reviev. | would be more than happy

to be able to discuss further my skills and competencies via phone call or virtual call
regarding this program. | hope to have the ocpportunity to discuss with you in detail how |
could contribute to Xynex Gaming 5tudio as an Intern

Regards, fjem—— &- Complimentary
Close
Janet Lee
i

F 10 Attachment/
Enclosure

* Reacting to ideas/feedback in Emails
« Categories of reply
* How To Set Up an Automated Response
in Gmail
* Common Content of a Response Email
* Language forms & functions
(Opening Paragraph) )

. 1
* Language forms & functions
(Middle Paragraph) H]IE .

* Language forms & functions N FOH
(Closing Paragraph)
>,

-
-

-
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(Give Someone)
Carte Blanche

Allow someone |
complete freedom; Out of the Loop

entrust a decision toﬁ
Not part of a group
SOMeone that's kept informed
about something

Rubber-Stamp

Approve something i
without
consideration

0

9 k
Onthe Same
Page .

Understanding a Hobson’s Choice
situation in the /d/\QQ A choice
sdme way i/\/ % among bad
. N 7N options
(HaveOne’'s) —

-

Back Against the
Wall ,!
A

Have few choices,
be cornered
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PRACTICE 21

Answer the following questions.

Quizizz NAME :

CLASS .

FET1 - Forms & Functions - Replying to Emails

10 Questions DATE

1. Email responses can be categorized into 3 different categories such as auto-reply, manual-
reply and personal reply.

Al True B False
2. The following actions are the DO's in responding to an email EXCEPT

A Maintain a level of tactfulness B Use humor in your sentences

C | Send response within 24 hours 0 Use exclamation marks
3. Itis customary to always thank the sender at the beginning of an email.
A True £ False

4, One does not have to state any reference to previous correspondence if ...

sending the email to a person for several o sending the email for the first time
times.

C | sending email with documents attached \

5. Itis alright to end an email without courteous words. \\

N 4

A True H False

AN
4

: | hope we could continue providing our 5 Please feel free to reach out to me should //
A ' .
service to you. vou need anything.

6.  Which of the following language expressions could be used to establish a professional ,
rapport?

QY% QNP 0

We are grateful for your...

We are very glad to have you as one of
Our.....

7'\
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Please find the attached report as requested in the previous email,

The language statement above is used to In an email.

refer to one's own previous 0 express the actions to be taken
correspondence

provide brief response on action . make clarifications

requested

Which of the following language expressions refers to end an email by using courteous
words?

| appreciate your feedback. B Thanks for your consideration.

| sincerely appreciate your help. O Thank you for your attention.

In framing a response email, which of the following aspects needs to be considered?

understand the sender's requiremet . do respond aptly to what is
- required/requested

plan for follow-ups by including a call-to- 5 keep your response short and simple

action

Automated response can be set in any email systems,

True H False

FUNCTIONALENGLISH SERIES
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PRACTICE 22

emails.

4

Study the following language functions commonly used in writing complaint

Apoloqize for the error or fault

ccept a complaint

Acknowledge the receipt of a complaint letter

Provide explanation of the fault

Proulde assurance

State that replacement of goods is provided

Express regret/dissatisfaction
RE"JEEI responsibllity

Provide reasons for the rejection

= T MmO O

Restore confidence and establish rapport for future business

Match the sentences below with the list of functions given above. The first one
Is done for you.

10

We understand how disappointing it can be when your expectations are
not met.

We appreciate the confidence you have placed in us, and we look forward
to providing you with the best possible service in the future.

We regret to inform you that we have a no refund policy and cannot issue
a refund for the product you have purchased on

This was caused because of a faulty machine

We, the management of Sunflower Company, confirm that we shall not
be responsible for the malfunction of the system after the remouval of the
firewall.

Please know that | am committed to preventing this from recurring. |
promise | will aim to complete my part of our future projects before the
due date.

Mew items have been dispatched today morning.

| am sorry and sincerely apologize for the inconuvenience caused

We appreciate the letter for the email that was sent on the 15th of October

We acknowledged that our seruice did not meet the intended standard as
complained by your client.

FUNCTIONALENGLISH SERIES
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PRACTICE 23

Read the situations below and complete the task in pairs.

Situation A

You are an intern in a design co mpany. You are to collaborate with another intern in
the sales department for an upcoming fashion show. Both of you are assigned as
masters of the ceremony of the show. You need to discuss with the fellow intern
some details of the fashion show. Send an email to him/her to meet and discuss.

Situation B

You received an email from a fellow intern from the accounts department. You are
to collaborate with the intern for an upcoming fashion show. Both of you are
assigned as masters of the ceremony of the show. Respond to his/her email politely
and suggest a different time for the discussion session with a valid reason.

PRACTICE 24

Read the situations below and complete the task in pairs.

Situation A

You are working in a bakery, and you receive four brand new convection ovens from
a company in Malacca. Your supervisor assigned you to check the consignment to
see whether they are functioning well. The bakery you are working at has received
a massive order for the festival season. Upon checking the ovens, you find out that
one of them is unable to be switched on. Send an email to the supplier to complain
about the matter.

Situation B

/7,

Your electrical appliances outlet has recently delivered four convection ovens to a

bakery in Ipoh. The bakery has received the order successfully. However, one of the
staff members contacted you via email stating the inability of one of the ovens to be
switched on. You respond by stating that a technician from Ipoh will be assigned to

check and fix the problem soon.

w

N\
N\
B N & YOO QNP 0

7\
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PRACTICE 25

Read the email below and complete the tasks.

STATUS REPORT

lojo Andrew Lai <jojo.Bl@email.com>

To: Shahrul Sharifuddin

Evervthing iz going well now here We're a little bit busy, but that's good as it means we are working.

To reply to yvour emall about the current situation with the Water Spring Resort, please find the answers to

vour guestions balow:

. We successfully completed stage 2 on Thursday and currently we're preparing to start stage 3. The
project is going fantastic,

. We haven't had any problems with the delivery system, but it was delayed because of a machinery
fault. As was said in our last meeting, the problem with the machinery was because it's old. New machines are
being ordered and we are waiting for them to arrive. Worry not, we're looking into it, and we suppose it will
be fixed by the end of the week

I apologize that you haven't received a copy of the purchases made for the machinery. | have attached a copy
of the report below.

To answer your guestion about the electrical and painting package we offer;, | can confirm that it includes poaol

cleaning and the 3 water fountains that vou would like to install as well as the decoration to make it appealing

This covers remote monitoring. a service every one month, service engineer visits, and the cost of all parts
and labor. Let us know if you are ockay with it.

Regarding the furniture that vou would want to install in the resort home within 6 months’ time, | think we
should discuss this subject at the next project update mesating.
I hope that this answers your questions.

Give me a ring If vou need anvthing else.

Regards,

lojo Lai
Project Manager

Task A
Answer the following questions.

I

2

3

Why do you think Mr. Jojo Lai indicated that he is a little busy?

What caused the delay in the delivery system?

What did Mr. Jojo Lai send as an attachment?

FUNCTIONALENGLISH SERIES
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4  What are the electrical and painting offers provided by Mr. Jojo Lai?
i
I
li
5  Whenis the discussion regarding furniture scheduled?
Task B
Prouide the meaning of the following words:
1 current
2 [fault
3  |purchase
4  |appealing
5 |update
Task C

WORKPLACE DIGITAL
COMMUNICATION

Write a reply to fix an appointment with Mr. Jojo Lai.
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FORMATIVE TEST

Answer the following questions.

Quizizz NAME :
CLASS:
FETT = FORMATIVE ASSESSMENT OATE
20 Questions )
1. Whatis memorandum?
a short notice usually written by the a short usually written by the
: management to address a certain policy 5 management to address a certain policy
: ar give a certain announcement or or give a certain announcement or
changes in an organization. changes in an organization.
a long notice usually written by the a short letter usually written by the
c management to address a certain policy o management to address a certain policy
or give a certain announcement or or give a certain announcement or
changes in an organization. changes in an organization.

2.  Below are the purpose of memo, except...

A To inform B To give sUEEestions

C To describe D To communicate the ideas.
3. Ikt contains the name of the recipient of the memao who will be reading it.

A To B From

C Date D Subject

74

4. It contains the sender's name and job title. i.e. your name or the name of the person who is
signing the memo.

A/

A To B From
C|  Date D| Subject
5. |t contains the complete current date or the date when the memo was written. Write the

\N/
\\\\

date in the format being used in your organization for all communication documents.

L) To B From

C Date D| Subject
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6. Tells the reader what the memo is about in ene line, When you write a subject line, be as
much clear as possible by incdluding meaningful words or phrase.

A To B From

C Subject D Date

7. What are the features of mema?

Generally less formal than letter, establish
accountability, simple

Keep the structure brief, simple, writing
past tense

Professional tone, help unbuild good
relationship, as formal as letter

Help build good relationship, difficult to
understand, Keep the structure Drief

MEMG

lo: Heallh & Salety Committes
From: Joe Chan, Chairpargan, HES Cllg
Date: 29 Moy ™3

Subject: Room change for next meeting

The meeting an Saturday, 28 December
has been changed to Room 107

When is the memo written?

A helath & safety committee 8| JoeChan

C 29 Nov2013 0| Room Change

MEMO
To: Healih & Safety Committeg

Frem: Joe Chan, Chairpersan, H&S Clte
Date: 20 Hov ™3
Subject: Room change for next meeting

The meeling an Saturday, 26 Decambear
has been changed to Room 101

To whom is the memo intended?

Health

and Safety Commitiee

Chair person

FUNCTIONALENGLISH SERIES
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MEMGC

T Heallh & Safety Committesa
From: Joe Chan. Chairpersan, H&S Chie
Date: 20 Moy 13

Subject: Hoom change for nexd meeting

The meeting an Saturday, 26 December
has been changed to Room 107

What is the purpose of this memo?

To give suggestions about the meeting B| Toinform about the meeting

To instruct the meeting D Toremind the meeting
A short message from person to another in the same business or organization.

Memo [ Letter

Report D| Spreadsheet
Read the following text to answer questions number 1 to 3.

To : All Employees

From : Paul Walker
subject : Ordering Supplies
Date : April 4th, 20017

All reguests for supplies must be typed and signed. Only typed requests will be accepted. All

requests must be on my desk by fifteenth every month. Approved requested will be sent on
the Accounting Department. Please plan ahead. |t takes two to six weeks to order supplies.

The mema is addressed to 7

MNew employee

Head of Personal

Files sent with e=mails

Attachments

Folders

FUNCTIONALENGLISH SERIES

Mr, Paul Walker

Al employees

Letters

Paperclips
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14,  What's the most impoertant thing | should indude with every emall?

A professional greeting & proper closin
A A specific, well thought out Subject field B _ P _ & E=P 5
including my name

Correctly structured sentences, proper
, Al of the answers are correct
grammar & punctuation

15. What does CC stand for in an email?

Al To B| Closed Caption

C Carbon Copy D Copy Carbon
16,  Which is something you should do when creating a "Subject” for an email?

A Leave it blank. B Justsay "Hi" or "Hey"

Explain as much info in the subject as you
Can.

C Be brief and concise D

17.  Identify three abbreviations that are appropriate for text messaging at the workplace.

Al IMHO 3 Lol
C o FYl O]  ROTFL
E| TBD

18. Choose the actions that are inappropriate in text messaging.

A Using complicated abbreviation B Spamming others

C| Sending sensitive text messages O Reply promptly

74

E Keep texts short

A/

19, There are more negative emaojis than positive ones.

A True B False

\N/
\\\\

20, The following digital communication platforms are common in the workplace except

A text messaging system B webchat application

C social media olatform D email
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A research Guide for Students. (n. d.). Sample Memo - How to Write it Properly.
https://wwuw.aresearchguide.com/sample-memo.html
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