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Elements and performance criteria: 

 plan documents; 

 draft documents; 

 review documents; and 

 write final documents. 
 

Critical aspects for assessment and evidence required to demonstrate competency in this unit: 

 production of a range of documents that accurately convey required basic information; 

 ability to use formatting suitable for intended audience; and 

 knowledge of organisational policies and procedures for document production. 

THIS UNIT REQUIRES NO PRE-REQUISITES 

 

 REQUIRED FILES CAN BE DOWNLOADED FROM 
P:/_Student Files/Write Simple Documents OR from the Sakai site. 
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Elements of Competency and Performance Criteria 

 Element Performance Criteria 

1 Plan document 1 Determine audience and purpose for the document. 

2 Determine format and structure. 

3 Establish key points for inclusion. 

4 Identify organisational requirements. 

5 Establish method of communication. 

6 Establish means of communication. 

2 Draft document 1 Develop draft document to communicate key points. 

2 Obtain and include any required additional information. 

3 Review document 1 Check draft for suitability of tone for audience, purpose, format and 

communication style. 

2 Check draft for readability, grammar, spelling, and sentence and 

paragraph construction. 

3 Check draft for sequencing and structure. 

4 Check draft to ensure it meets organisational requirements. 

5 Ensure draft is proofread, where appropriate, by supervisor or colleague. 

4 Write final document 1 Make and proofread necessary changes. 

2 Ensure document is sent to intended recipient. 

3 File copy of document in accordance with organisational policies and 

procedures. 
 

Assessment 

Assessment Tasks Summary Completed on 

Task 1 

Written communication 

Portfolio of work produced in class and 

including a range of business documents. 

 

 

Resources Required 
This learning guide. 
 

Where do you begin? 
 Work through this learning guide and do the exercises as directed in the instructions. 

 Hand in the exercises for feedback – note that Exercises marked P on the logsheet 

form the Portfolio of Evidence for Task 1 of the assessment for this Unit. 

Part 1 

Writing Skills - the tools 

This part covers some of the basic tools for effective writing including: 

 types of words 

 sentences 

 punctuation 

 contractions 

 commonly confused words 

 commonly misspelled words 
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To be able to write workplace documents that will achieve the intended purpose, basic rules 

need to be understood and used. These include using the correct words, grammar and 

punctuation and representing this information in sentences and paragraphs. 

 

The purpose of words . . .  
There are different types of words . . . each with a specific purpose. Some of these types of 

words are shown below: 
 

  NOUNS

ARE NAMES FOR THINGS 

  VERBS

ARE ACTIONS 
 

Common nouns 

(names for ordinary objects) 

ball, car, girl, book, chair, table, house, teacher 
 

Proper nouns 

(names for people, places, days, months) 

Jennifer, Karl, Paris, Monday, February 

 

 

drive, play, argue, learn, teach, study, speak, swim 

ADJECTIVES 
DESCRIBE THINGS (NOUNS/PRONOUNS) 

  ADVERBS

ADD INFORMATION ABOUT ACTIONS (VERBS) 
 

large shell; yellow ball; happy girl; beautiful flower; 

 

 

Walk carefully; draws neatly; swim quickly;  

PRONOUNS 
STAND IN FOR NOUNS 

  PREPOSITIONS

ARE WORDS THAT RELATE TWO WORDS OR PHRASES 

TO ONE ANOTHER 
 

 I me his 

 you him hers 

 he her 

 she mine 

 it yours 
 

 

The car is in the garage.  

The cat is on the chair. 

The shelf is behind the table. 

He spoke on behalf of the Chairman. 

  ARTICLES

ARE WORDS THAT PRECEDE NOUNS OR ADJECTIVES 

 CONJUNCTIONS

ARE WORDS THAT CONNECT TWO OR MORE PHRASES 

OR SENTENCES INTO ONE SENTENCE 
 

 a 

 an 

 the 
 

In general, an is used when the word following it begins 

with a vowel:  an earring; an umbrella. BUT 

 If the first letter of the word is a vowel, but sounds 

like a consonant, then use a – a used car; a useful 

tool. 

 If the first letter of the word is a consonant, but 

sounds like a vowel, then use an – an hourly rate;  

it would be an honour. 

 

and; although; but, because; for; however; if; or; when 
 

 

 

Ellen gave me flowers because it was my birthday. 

 

 

What is a sentence? 
A sentence is a collection of words that expresses a complete thought. It begins with a 

capital letter and ends with a full stop (or an exclamation mark, or a question mark). A 

sentence must contain a noun (a thing) and a verb (an action).  
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DO EXERCISE 1 ON PAGE 37 

 

There are four types of sentences in English. 
 

TYPE PURPOSE EXAMPLE 

Statement Provides information Sally was early today. 

Command Give instructions Go back please. 

Exclamation Express emotion I was so shocked! 

Questions Ask for information How will I find you? 
 
 

What about punctuation? 
Without punctuation marks, text would be very difficult to read. Punctuation provides structure to 

written text and also provides directions that help the reader to make sense of what is written. 
 

full stop   . 

 

A full stop directs the reader to stop and so must be used at the end of a sentence. It is 

difficult to read text that does not have full stops. 

On Friday afternoon the field was closed due to the wet weather the team was 

disappointed that they could not play it was the first game of the season and they were 

really looking forward to it the manager suggested they could play two games next week 

to make up for the lost game the players thought that was a good idea. 

comma   , A comma is used to direct the reader to pause briefly. 

The shopping list included milk, bread, apples and bananas.  

semi-colon    ; A semi-colon indicates a longer pause and is used to join two clauses or sentences that are 

related. 

Jane ran in bare feet; she forgot her running shoes again.  

colon    : A colon indicates a longer pause than a semi-colon. It may signal that a list is following or 

be used to separate two related thoughts: 

Amy loves learning to play the piano: Kate hates it. 

question mark    ? Question marks are included at the end of a question. 

Do you like ballroom dancing? 

exclamation mark ! Exclamation marks are used to strengthen the impact of a statement or sentence. 

Come here now!  

quotation marks “   ” Quotation marks are mainly used to indicate direct speech or to quote someone else’s words.  

The director told us to “emphasise the positives” when selling this new product.  

brackets  (  ) Brackets are used to supply additional information within a sentence. 

The World Cup (being played in Germany) finishes at the end of July. 

Note that commas or dashes may be used instead of brackets. 

Hyphen    - A hyphen links prefixes to words or links two words in order to form compound words.  

For example,  Pre-school,  life-threatening 

To assist with pronunciation a hyphen is used when a prefix ends in a vowel and the 

attached word starts with the same vowel. 

Re-examine (not re-examine). No-one (not noone). 

dash     – A dash is slightly longer than a hyphen and indicates a pause . 

We had to leave – time was running out. (NOTE THE SPACE EITHER SIDE OF THE DASH) 

A dash is also used to supply additional information. 

We went to Tasmania – the Wilderness State. 
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bullets Although not always used with correct English, bullets provide an effective way to: 

 itemise points 

 avoid using numbering for lists 

 use partial sentences to save time and space 

 leave out punctuation as sentences are incomplete 

ellipsis    … The three ellipsis dots indicate that a sentence is incomplete or that something has been left 

out. 

We have not heard the outcome yet . . .  

 

DO EXERCISE 2 ON PAGE 37 

 

The sadly misunderstood apostrophe! 

The apostrophe is possibly the most misused punctuation symbol in our language and 

deserves our special attention. The explanation below is from the following website 

http://www.apostrophe.fsnet.co.uk/ 

The rules concerning the use of Apostrophes in written English are very simple: 

1 They are used to denote a missing letter or letters, for example: 

 I can't instead of I cannot 

 I don't instead of I do not 

 it's instead of it is 

2 They are used to denote possession, for example: 

 the dog's bone 

 the company's logo 

 Jones's bakery (but Joneses' bakery if owned by more than one Jones) 

Please note that the possessive form of it does not take an apostrophe any more than ours, yours or 
hers do 

 the bone is in its mouth 

However, if there are two or more dogs, companies or Joneses in our example, the apostrophe comes 
after the 's': 

 the dogs' bones 

 the companies' logos 

 Joneses' bakeries 

3 Apostrophes are NEVER ever used to denote plurals!  Common examples of such abuse (all seen in 
real life!) are: 

 Banana's for sale which of course should read Bananas for sale 

 Menu's printed to order which should read Menus printed to order 

 MOT's at this garage which should read MOTs at this garage 

 1000's of bargains here! which should read 1000s of bargains here! 

 New CD's just in! which should read New CDs just in! 

 Buy your Xmas tree's here! which should read Buy your Xmas trees here! 

Note: Special care must be taken over the use of your and you're as they sound the same but are 
used quite differently: 
your is possessive as in this is your pen 
you're is short for you are as in you're coming over to my house 
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DO EXERCISES 3, 4, 5 AND 6 ON PAGES 37-39 

 

Contractions 
A contraction is a word (or words) which has been abbreviated and an apostrophe placed at 

the point that letters are missing… 
 

Example: the word hasn’t is a contraction for has not  
 

DO EXERCISE 7 ON PAGE 40 

 
 
Please note:  
 

A very commonly misunderstood and mispronounced contraction in speech is: 

 

wouldn’t’ve or couldn’t’ve or shouldn’t’ve 

 

which are often pronounced as 

 

wouldn’t of and couldn’t of and shouldn’t of 

 

The correct pronunciation is  

 

wouldn’t have and couldn’t have and shouldn’t have 
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Commonly confused words 
There are number of words that are frequently confused in writing. These include: 

 

adverse/averse; advice/advise; affect/effect/; elude/allude; formally/formerly; 

illegible/eligible; their/there/they’re; principal/principle; practice/practise; licence/license. 

 

HINT – A DICTIONARY WILL INDICATE WHETHER THE WORD IS A VERB (V) OR A NOUN (N) 
 

DO EXERCISES 8 AND 9 ON PAGES 40-43 

 

Commonly misspelled words 
There are many commonly misspelled words. Some of these are listed below. Choose ten 

words each day and practise them until you are familiar with the spelling and can write them 

correctly in a spelling quiz. 
 

a lot category equipment hierarchy library occasionally 

acceptable cemetery exceed humorous lightning occurrence 

accidentally changeable exhilarate ignorance maintenance pastime 

accommodate column existence immediate manoeuvre perseverance 

acquire committed experience independent millennium personal 

acquit conscientious foreign indispensable miniature personnel 

amateur conscious gauge intelligence miniscule possession 

apparent consensus grateful jewellery mischievous precede 

argument definite guarantee judgement misspell privilege 

believe discipline harass leisure neighbour pronunciation 

calendar embarrass height liaison noticeable publicly 
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Part 2 

Writing Skills - the process 

This part outlines the process that needs to be followed to write 
workplace documents effectively including: 
 
 Understanding the purpose of  written communication 

 writing in ‘plain English’ 

 the planning process 

 identify the purpose 
 define the audience 
 gather information 
 organise the information 

 
Written communication 
There are other ‘modes’ of communication apart from writing. We use body language and 

facial expression to communicate. We talk to each other in person and on the phone. So why is 

written communication so important in business?  By writing down what we need to say in a 

clear way, we have a record of the communication. A written communication sets out to 

achieve a goal. This goal may be to provide information or to answer a query. It might be to 

ask someone to take a specific action. If we have a record of this communication ‘transaction’ 

we have evidence of exactly what was said or asked or promised.  

 

In business, it is important to communicate clearly so that you achieve your intended purpose. 

Effective writing skills are necessary to avoid confusion and to ensure that your message 

achieves its goal. The documents your business provides to clients or the general public make a 

statement about the business. Well-written and easy to understand documents will leave the 

impression that the business is capable and professional. Documents written in a way that 

confuses the reader or leaves out important information or provides information that is 

contradictory will leave the impression that the business is unprofessional and not competent. 
 

DO EXERCISE 10 ON PAGE 44 

 

Writing in ‘plain English’ 
Guidelines for Writing in Plain English   

 concentrate on making the document easy to read 

 use language that can be understood by everyone 

 define any technical terms that must be included 

 structure the thoughts in a logical sequence. 

 keep sentences and paragraphs short 

 include lists and diagrams to represent information 
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Examples of information presented in difficult English and in plain English: 
 

Example 1 – Difficult English   
 

Capitalisation of interest 

 

Subject to any other provision in any collateral security or the Mortgage dealing with capitalisation of 

interest, if the Mortgagor shall at any time fail to pay any moneys whatsoever required to be paid by the 

Mortgagor to the Mortgagee (including any moneys payable pursuant to this Clause or interest thereon and 

the amount of any judgment for the whole or any part of the mortgage or debt or interest thereon) then 

(without relieving the Mortgagor of its obligation to pay such money on the due dates for payment and 

powers rights remedies conferred on the Mortgage by the Mortgage) the Mortgagor shall pay interest on any 

such moneys at the highest rate prescribed for such moneys or if none at the rate determined by the 

Mortgagee computed from first day on which; payment was due and compounded on the last day of the 

month. 

 

Example 1 – Plain English 
 

Compound interest 

 

If you do not pay us interest on the due date, we may charge interest on that unpaid interest (this is 

known as ‘compound interest’ or ‘capitalised interest’) at the rate set by us from time to time. 

 

Example 2 – Difficult English 

 

STUDENT CARDS 
 

Students will be mailed their Confirmation of Program and Student Card in early February. The Student Card 

should be carried by students when at the University. The Student Card has machine readable lettering for 

use when borrowing books from the University Library, and contains the student’s interim password for 

access to facilities of the Computing Centre. Please note that the Student Card is not evidence of enrolment; 

students must also have paid the General service Charge and fulfilled HECS requirements to be fully 

enrolled. 

 

Students are urged to take good care of their Student Card. If the card is lost or destroyed, there is a service 

charge of $5 before the card will be replaced. 

 

A student who withdraws from studies should return the Student Card to the Student Division Office. 

 

Example 2– Plain English 
 

ABOUT YOUR STUDENT CARD 
 

Confirmation of Program and Student cards will be mailed in early February. Your Student Card: 

 should be carried while on campus 

 has machine-readable lettering for use when borrowing books from the university library 

 contains your interim password for access to Computing Centre facilities 

 if lost or destroyed you will incur a service charge of $5 before the card will be replaced 

 is not evidence of enrolment.  

Students must also have paid the general service charge and fulfilled HECS requirements to be fully 

enrolled. 
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DO EXERCISE 11 ON PAGE 44 

 

The planning process 
Careful planning will help to complete any task more effectively. For 

example, if you were to paint a fence you would need to plan the process 

and make sure you had all the relevant materials for this task. The same 

would apply to baking a cake. If you did not compile a list for all the 

ingredients, you would be continually running to the supermarket to purchase 

what you didn’t have and the task would take much longer to complete. Therefore, planning 

to write any form of communication is important and you should have all relevant 

information and materials you require before you commence.  

 

The important steps to planning written communication are: 

 identify the purpose; 

 define the audience; 

 gather/research the information;  

 organise the information in logical sequence (and decide on headings and subheadings). 
 

DO EXERCISE 12 ON PAGE 45 

 

Identify the purpose 

Before you write any workplace document you have to clearly understand the reason you 

need to write the document. It might be to make an enquiry or to answer one; it might be to 

respond to a complaint or to simply write down a message. Whatever the reason, you need 

to make sure that the document is written in such a way that it will achieve its intended 

communication purpose.  
 

Define the audience 

Consideration should be given to the reader who is to receive the information. This has 

often been described as the ‘you’ attitude. You will need to put yourself in your reader’s 

place and communicate what the reader needs or wants to hear. The reader may be a 

customer, your boss, a shareholder or a co-worker. Communicate information that is 

required by, or will interest, these readers in a courteous manner. 
 

Gather information 

Before you can begin to write a document, you will need to collect all relevant information. 

 

Information may be collected in various ways, for example: 
 

 word of mouth  handwritten drafts 

 conversations  Internet 

 short note/s  library 

 audio tape  newspapers 
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Word of mouth 
Your supervisor may ask you to send a memo to another department within the 

organisation. In some instances you may need to reply to a telephone conversation or 

message or respond to a letter of complaint. 

 

Conversations 
To be able to respond to a query or complaint, you may need to speak to relevant people in 

your business to find out information that you do not know or to check that your 

understanding of a particular situation is correct before you provide that information in a 

written document. 

 

Short note/Audio tape 
Information may be given to you to organise and prepare a draft. 

 

Handwritten draft 
You may be required to plan, organise and respond to information from reports and minutes 

of a meeting. 

 

Internet, library, newspapers 
Before you can write your document, you may need to do some research on the Internet or 

at the Library or by reading relevant newspaper articles. 

 

Information selected must be relevant to the purpose of the communication and requires 

some thought and planning. You must have all the information at hand before you start: 

 

 name and address of the person/organisation receiving the information; 

 any previous, relevant correspondence; and 

 any material to which you need to refer to, or individual you need to contact. 

 

Example – to gather information needed to respond to a complaint about a service call 

provided by your company on a washing machine. 

 contact the service person to get the details of the work carried out;  

 check the repair worksheet;  

 find out the date the work was carried out;  

 establish the replacement of any parts and their cost;  

 was any associated work carried out; and 

 what the labour charges related to. 

 

DO EXERCISE 13 ON PAGE 45 
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Organise the information 
The information you wish to convey needs to be clearly organised in a logical sequence. 

Depending on the document type used, keep in mind you have a beginning, middle and end 

- it is up to you to put information in the appropriate place. For example in a business letter 

the first part explains the purpose, the second part provides important information and the 

third part suggests further action or recommendations and includes a conclusion. 

 

Purpose/Introduction - states the reason for writing 

Information – the message to be conveyed  

Recommendations - are the actions required as a result of the information gathered 

Conclusion - summarises the message and points the way forward 

 

Preparing the Outline 
Before you write your document it is helpful to prepare an outline. An outline maps out the 

direction your communication will take and allows you to structure your information into 

parts with headings and sub-headings. You might use bullet points to organise your outline 

– listing each point that you need to make and making sure that you have a beginning 

(introduction), a middle (information and recommendations) and an end (conclusion). 

 

DO EXERCISE 14 ON PAGE 46 
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Part 3 

Writing Skills - documents 
 

This part focuses on a variety of workplace documents created through 
written communication including: 
 

 messages 
 memoranda (memos) 
 emails 
 facsimiles (faxes) 
 business letters 

 
Choosing Appropriate Document Format 
When you are at work you will be concerned with two main types of written communication, 

that which is for internal destination and that which is for external destination. Internal 

written communication consists of – email, instructions, reports, notices, minutes, agendas, 

newsletters, memos, and external written communication consist of – email, letters, reports, 

circulars, flyers, business documents, invitations, press releases, published reports, 

advertisements. It is important that you recognise when to use each since it will often be your 

responsibility to make the decision. 

 

To an experienced clerical/administrative person, choosing the form and style of written 

communication should be no problem. If you are new or inexperienced you will need guidance. 

 
There are times you will be asked to ‘write a letter to Mr Jacobs and say......’ or to ‘send a 

memo to Julia Johnson in Sales telling of ........’ and writing up the minutes of a corporate 

board meeting. You should know what is entailed in writing a letter or sending a memo.  

 

Sometimes you may be asked to arrange staff meetings, either on a regular basis or ad hoc. 

If an informal meeting was to be held, a telephone call might be adequate and other times 

such as a formal meeting, a Notice of Meeting will need to be sent out. Again you would 

need to collect, plan and organise the information you wish to relay. 

 

Many businesses have established document formats as templates to ensure that there is 

consistency in layout and design. The most common style used, in business today, is 

fully-blocked with open punctuation. Every line is justified on the left hand margin and 

paragraphs are separated with one blank line. Open punctuation leaves out unessential 

punctuation in the date, inside address of a letter and closing lines of a letter and in 

abbreviations such as NSW (punctuation must be used in the body of the letter). 

 

Written documents commonly used in business include: 

 messages – from verbal or telephone contacts; 

 emails – to internal and external clients; 

 memoranda (memos) – used internally to document requests, procedures etc; 

 facsimiles (faxes) – for telephone transmission of documents; and 

 business letters – to external clients, suppliers, employees etc. 
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The five Cs to effective writing: 

1 Be CONCISE, but include all important information. 

2 Keep the wording simple and CLEAR so that the message is understandable to the reader. 

3 Make sure that all information is CORRECT. Check spelling and punctuation and correct 

any errors. 

4 Always use a COURTEOUS, friendly tone. 

5 Make sure your document is COMPLETE by cross-checking with your draft.  
 

Messages 

Taking phone messages correctly is essential to ensure information is communicated effectively. 

The information you need to record includes: 

 

 date 

 time 

 name of caller 

 job title (if appropriate) 

 name of company or organisation 

 telephone number (including extension if appropriate) 

 name of the person that the message is for 

 the message 

 your name or initials 
 

Keep messages short 

Often a caller includes many unnecessary details. Write only the main points of the message. 

 

For example:  A caller rings in and says:   
 

 'This is Mary Jensen and I'm very upset. I booked with you people on a three-day tour to 

the Blue Mountains. It left last Saturday. I went with my friend Barbara. It was a wet, 

nasty day and we got wet getting onto the bus. Barbara dropped her coat in the water. The 

driver was a woman and we were worried about that. We were supposed to stay at the 

Cedarwood Guest House with all meals included. The rooms were small and they did not 

serve dinner – only breakfast and lunch and that meant we had to pay for dinner. We did 

pay you before we left. What are you going to do about it?  Poor Barbara has a cold now. 

The tour was called 'Blue Mountains Explorer'. We did not like the tour name.' 

 

The message you should pass on:   
 

'Mary Jensen phoned to complain about last Saturday’s "Blue Mountains Explorer" tour. 

Please contact her.' 
 

DO EXERCISE 15 ON PAGE 47 PORTFOLIO TASK 
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Memoranda (Memos) 
Basically the memorandum is an internal letter and is usually referred to as a memo. This 

document can vary from a short, informal note between two managers to a long complex 

document setting out details of a proposed contract with another company. A memo is 

essentially a written communication sent within a company (from one location to another). It 

differs from a letter in that it has no address, no salutation (Dear...) nor any complimentary 

close (Yours ...). The wording may be formal or informal depending on the nature of the 

information and the people involved. The importance of the memo is that it provides a written 

record for reference, which can be used by the sender and the receiver. When writing 

memorandums, you should write about one subject only. Any additional matters should be 

presented separately. VIEW MEMO LAYOUT ON NEXT PAGE. 
 

Parts of a Memo 

 

To Name of receiver. 

From Name of sender. 

Date Dates should always be written in full and in open punctuation style, 

 for example 12 December 2022. 

Subject The nature of the memo. 

Body Gives the message. 

Initials/Signature Either /or may apply. 

Reference/Initials Indicates the writer and the typist and in some instances may 

 indicate a reference number. 

Copy (c) Indicates that a copy has been sent to another person or department. 

 

A fully blocked, open punctuated memorandum looks like this (note the bolded subject line). 
 
 

 
PETA’S SECRETARIAL SERVICES 

Internal Memorandum 

 
To Sharon Field, Sales Department 
 
From Peta Anderson, Managing Director 
 
Date 12 December 2022 
 
Subject New Company Stationery 
_____________________________________________________________ 
 
The new company stationery is now available from stores and is to be used 
for all correspondence from the beginning of next month. Please ensure all 
staff in your department are aware of the change. 

 
pa/xx   
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MM ee mm oo   MM oo dd ee ll   LL aa yy oo uu tt   

  

  
MEMORANDUM 
 

To  Ms Louisa Carpenter 

Sales Manager, Melbourne Office 

 

From Charles Turner 

 Sales Manager, Head Office 

  

Date 1 July 2022 

 

Subject Brand Name Advertising Strategies 

 

 

Type the message. 

 

 

 

 

 

 

 

 

 

 

ct/xx 

  

Heading typed in capitals OR title case and 

bold, 14 to 16 point size. Tap ENTER 2 or 

3 times after the heading. 

Side headings (To, From, Date, Subject) 

type in title case and bold (set a left tab for 

details or create a two column table and 

remove border lines). 

Subject line, type with initial capitals (title 

case) and bold. Tap ENTER 1 or 2 times. 

Leave one blank line (tap ENTER twice) 

between groupings. 

Insert a top border, tap the hyphen (-) key 

three (3) times and press enter (shortcut to 

insert a top border). After inserting the 

border line, tap ENTER 1 or 2 times (ensure 

space above and below the border line is 

consistent – one OR two blank lines).  

Position reference initials to help balance the placement. 

Reference initials are the author’s initials (for example, ct) 

and the typist’s initials (for example, xx). Type the 

reference initials in all UPPER CASE (CT/XX) OR all 

lower case (ct/xx). 
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Writing the message for a specific reader 

In most cases the writer and the reader know each other, therefore, the writer must consider 

the reader’s knowledge of the subject; what vocabulary terms should be used and how the 

information should best be presented in order to achieve the desired outcome. 

 

Be concise and explicit 

Memorandums should be regarded as brief reports and only the essential information should 

be presented.  

 

Be prompt 

Memorandums should not convey stale news. The quicker a memorandum on a particular 

subject is sent, the more valuable it is to the reader. 

 

Memo Layout 

A number of organisations use pre-printed memo forms although, more commonly today, 

organisations use (computerised) memo template, specifically designed for their organisation. 
 

DO EXERCISE 16 ON PAGE 48 PORTFOLIO TASK 

 
Email 
Drafting Email 

Email messages are very similar to memos. The only difference is in the way they are 

generated. Memos are normally sent on paper to the other person, whereas email uses a 

computerised software program. Different programs will present the messages differently 

but the information required and the format is usually the same.  

 

You should use the same style and tone that you use with memos. Some people are tempted 

to be less formal with emails, by not worrying about spelling or punctuation. An informal 

approach is not appropriate in an office or business context. The same professional 

standards apply as with all other communication. You need to check your work in the same 

way you would with any other document. VIEW EMAIL LAYOUT ON NEXT PAGE. 

 

Meeting Organisation Requirements 

Check the organisational procedures to follow in relation to email messages. This could 

involve sustainability issues such as not printing every email messages (but instead filing 

electronic copies in specifically named folders within the email program) or filing 

procedures for messages that require printing (such as those that address formal subjects).  

 

In the workplace you should make sure to check the procedures with your supervisor when 

you are given the responsibility of filing email messages. 

 

Some organisations also have limits on how big attached documents can be. There also 

policies of the private use of email in the workplace. Many organisations insert a paragraph 

at the bottom of their emails regarding privacy/copyright issues relating to their emails. 
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E m a i l  M o d e l  L a y o u t  

 

 

 

 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

DO EXERCISE 17 ON PAGE 49 PORTFOLIO TASK 

With an email you can 
attach other documents 

containing text or images. 

As long as the person 
receiving it has the same 

software program they will 

be able to open and print 

With email you are able to store 

all the contact details of people 

with whom you do business 

More than one email address 

can be added 

Confidentiality Clause 
An important reminder 

that contents may contain 

confidential or privileged 

information 
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Facsimiles (Faxes) 
Drafting a Fax 

When writing a fax you need to provide the following information: 

 the name of the person receiving the fax; 

 the name of the person sending the fax; 

 the name of the company of the person receiving the fax; 

 the fax and phone number of the person sending the fax; 

 the number of pages; 

 the date the fax is sent; 

 the message – it should be fairly brief and to the point. The main purpose of this 

message is to explain or introduce the information that is being sent; and 

 the initials/ signature of the person sending the fax. 

 

Some points to remember 

 Most organisations have a standard fax cover sheet. 

 Organisations usually want to keep a record of the faxes that are sent. The fax machine 

could do this automatically or you might keep a register of faxes sent. 

 It is good practice to file the faxes so that they can be referred to later. 

  

FF aa xx   MM oo dd ee ll   

 
GPO Box 314, Sydney, NSW 2001.  

Fax 92456 7685          Phone 9245 0000 
Abbey & Associates 

Fax 

To [Click here and type name] From [Click here and type name] 

Fax [Click here and type fax number] Date [Insert auto date here] 

Subject [Click here and type subject of fax] CC [Click here and type name] 

Pages (including this one) [Click here and type # of pages] 

 
Type content here. 

 

 

DO EXERCISE 18 ON PAGE 50 PORTFOLIO TASK 
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Letters 
Letters are one of the most common types of written communication in use in the office. 

They cover as many topics and take as many forms as there are types of business. There are 

different types of letters for example, informal, persuasive, requests, complaints etc. Your 

involvement in letter writing could vary from straightforward transcription from tape, 

shorthand, or handwritten copy to complex where you have complete responsibility for 

obtaining information and writing the letter. 

 

Many organisations will have an ‘in-house style’ format. This information should be in a 

procedures manual setting out the organisations policy for the layout of all their 

correspondence and documents. 

 

In some cases letters will need to be marked with ‘Private’ or ‘Confidential’. This should be 

clearly typed before the Inside Address. Sometimes a letter may need to be referred to a 

particular person. If so, the letter should be marked for the ‘Attention of ...’ 

 

Parts of a Business Letter 

 

 Letterhead – name and address of the sender. 

 Date line – dates should always be written in full (for example, 12 July 2022). 

 Inside Address – name of receiver, organisation’s address, city, state and postcode. 

 Salutation – greets the receiver. 

 Subject Line – the nature or content of the letter. 

 Body – gives the message. 

 Complimentary Close - ends the letter. For example Yours faithfully  

follows an IMPERSONAL salutation, for example Dear Sir/Madam and  

Yours sincerely follows a PERSONAL salutation, for example Dear Mr Jones or 

Dear Kate. 

 Signature and Identification - this authenticates the letter and shows how the person 

wishes to be addressed. 

 Reference/Initials - indicates the writer and the typist and in some instances may 

indicate a numerical referencing system. The reference may also be shown at the top of 

the document. 

 Enclosure/s (enc) - other item/s which may be included with the letter – for multiple 

enclosures use the enc notation but type the number of enclosures immediately after  

for example, enc2 (for two enclosures) enc4 (for four enclosures). 

 Attachment/s (att) - other item/s which may be attached (stapled) to the letter  – for 

multiple attachments use the att notation but type the number of attachments 

immediately after for example, att3 (for three attachments) att5 (for five attachments). 

 

VIEW LETTER LAYOUT ON NEXT PAGE 
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LL ee tt tt ee rr   MM oo dd ee ll   LL aa yy oo uu tt   
 

   Phone 02 9977 7554 
SWAGGIES PTY LTD Fax 02 9977 7556 

HEAD OFFICE 361 Sydney Road Email enquire@swaggies.com.au 
MANLY NSW 2095  ABN 12 331 002 441 

 
12 December 2022 

 

 

 

Mr B P Taylor 

Office Manager 

Chamberlain Industries Pty Ltd 

PO Box 333 

MANLY NSW 2095 

 

Dear Mr Taylor 

 

Example of Letter Layout 

 

This is an example of the setout we are currently using in our section when typing correspondence. 

This style of letter setout is FULLY-BLOCKED OPEN PUNCTUATION. 

 

 The paragraphs are not indented. 

 There is no punctuation in the inside address. 

 There is no punctuation at the ends of lines in the complimentary close. 

 

By having simple guidelines, all typists will present correspondence in a similar style and in a 

standard method throughout all departments in the section. When you commence work with a firm, 

you can expect to be given an example of how that particular firm prefers correspondence to be 

presented. This might differ slightly from the TAFE model.  

 

Yours sincerely 

 

 

 

 

 

Kim Shaw  

Manager 

 

ks/xx OR xx 

 

enc 

  

If not using a letterhead, set a top margin of 4-5 cm (Page Layout tab, 

Page Setup group Custom Margins… option, Margin tab).  
 

If using a letterhead measure from the top edge of the paper to 1.5 cm 

below the letterhead and set a top margin at that measurement. 

 

Tap the ENTER key 2-6 times after the date (adjust as necessary – less 

for long letters, more for shorter ones). 

Type the suburb and the state in CAPITALS 
 

Tap the SPACE Bar ONCE between the suburb and  

the state AND the state and the postcode. 
 

Tap the ENTER key 2-3 times after the: 

 inside address; 

 the salutation; and 

 subject line (the subject line is always typed in bold). 

Tap the ENTER key 4-6 times to allow for a signature – 

minimum 4 ENTERS (for three clear blank lines) 

Tap ENTER 2 times before typing the reference initials – these can 

display both the author’s initials (ks) and the typist’s (your) initials 

(xx) OR just the typist’s (your) initials. Type the initials in all upper 

case (capitals) OR all lower case. Remember, when you press 

ENTER the first letter may change to a capital so if you are using the 

lower case style, you will need to go back and change the capitalised 

letter to lower case (if using the lower case style).  
 

Type enc (all lower case) if one item is enclosed in the letter or enc2 

(all lower case) if two items are enclosed. Use the ‘enc’ notation only 

when the body of the letter states that an item is enclosed. 

You can "stretch" or 

"shrink" the space where 

you see this icon. It will 

help to balance the 

letter. 

The aim is to present a 

business letter which is 

neither too high nor too 

low on the page. 

Tap the ENTER key 2 times after the end of the last 

paragraph (for one clear blank line). 

Insert automatic date – Insert tab, Text group, Date and Time 

button (use the same style as displayed – this is referred to as 

‘open punctuation’). 



Write Simple Documents 

BSBWRT301A 

 

21 

A typical fully-blocked, open punctuated business letter looks like this: 
 

 

MASON MASON & CO 
244 George Street 

SYDNEY NSW 2000 
Phone 9921 2411  Fax 9921 2 412 

 

 

12 December 2022 

 

 

Miss Jessica Raby  

Office Manager 

The Business Equipment Co 

6 Manar Place 

PRESTONS NSW 217O 

 

Dear Mr Whyte 

 

Business Documents 
 

This is a specimen of a full block business letter. You will notice that every line 

in the letter starts at the left-hand margin, including the date and signature. 

Open punctuation (no unnecessary punctuation) is used throughout this style of 

letter. Although open punctuation is used where dates or names appear in the 

body of the letter, for example 12 December 2011, J Raby, grammatical 

punctuation, such as full-stops to mark the end of a sentence, must be included. 

 

Please find enclosed reference material for other office documentation. 

 

Yours sincerely 

 

 

 

J Gorman 

Manager 

 

jg/xx 

 

enc 
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Letter Type Information to Include 

Order Letters 1 Identify goods (Please supply….). 
2 State method of delivery. 
3 State method of payment. 
4 Specify any special conditions. 

Acknowledgment Letters If you are unable to supply goods or services 
immediately, or further details are required: 
1 thank customer for order; 
2 outline the situation; 
3 offer an alternative if appropriate; and 
4 give approximate delivery date. 

Enquiry Letters 1 Ask the question. 
2 Include all details, be specific, sequence logically. 
3 Give further information if appropriate for example, 

why you want the information. 
4 State when the information is required by. 

Answer Enquiries 1 Thank enquirer. 
2 Answer every detail asked for – be specific. 
3 Assure customer of your interest. 

Claim Letters 
 (also known as Letters of Complaint) 

1 State exact date/details of purchase or service. 
2 Explain difficulty/problem. 
3 Say what you want done. 

BE CAREFUL WITH TONE 

Adjustment Letters – APPROVAL 1 Indicate that adjustment will be granted. 
2 Thank customer for drawing attention to  

the problem. 
3 Give reasons for cause of problem,  

if possible. 
4 Apologise. 
5 Promote goodwill. 

Adjustment Letters – REFUSAL 

 

KISS-KICK-KISS 

1 Start with an agreeable opening (for example, 
Thank you for….). 

2 Refuse the claim, giving specific details. 
3 Promote goodwill. 

BE CAREFUL WITH TONE 

Sales Letters 
 
 
 

 

ABCD 

1 Attract attention. 
2 Build interest. 
3 Convince the reader. 

4 Direct the action. 

Another acronym for Sales Letters is AIDA 
 

Attention Interest Desire Action 
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EXERCISE 19 – LETTER TASK 

 

List the information/response details that should be included in the following letter types  

(see previous page). 

 
Sales letter 
 

 

 

 

 

 

 

 

 

 
 

 

Letter of request (enquiry letter) 
 

 

 

 

 

 

 

 

 

 
 

 

 

An adjustment (or approval) letter (a letter of apology when the company makes an 

error) 
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Writing the letter 

Plan the outline of what you need to say, including reference to previous correspondence or 

telephone calls for example, structure a letter in logical sequence and arrange paragraphs 

and make reference to: 

 reason for letter (telephone call or letter query received) – make reference to the date of 

the query; 

 substance of letter should include the information you acquired; and 

 further action which may/may not occur. 

 

The tone of the correspondence is important and with experience you will gain confidence 

in writing in an appropriate style. Where you are unfamiliar with the reader it is always 

preferable to be more formal than necessary. People are hardly offended by formalities but 

they may not be impressed with a letter that is too friendly. It is important to remember too 

that a letter is a written record and as such, must be worded carefully and be free from 

ambiguities. 

 

On completion of the letter always  

 proofread very carefully to check accuracy, particularly numbers as sometimes they can 

be transposed; 

 check all enclosures are enclosed or attachments are attached; 

 ensure the letter is signed; and 

 use the correct size envelope for the letter. 

 

Different types of letters 
Good news/neutral letters  

Examples - granting a request, goodwill, inquiry, introduction, acknowledgement, 

recommendation, advising of a successful job application, advising of a favourable outcome 

from a complaint letter. 

 

Letter of Request   

These letters are designed to show the reason for a request or acquire information. 

 

Inquiry Letter   

These letters are specifically about getting information and ideas. 

 

Bad news/refusal letters 

Examples - making a complaint, answering an unfavourable complaint, refusing credit, 

advising of an unsuccessful job application, acknowledge unable to complete/fulfil a 

request/order. 
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Letters of Complaint  

In these letters moderation should be the key. Never write in anger and never say anything 

that can be interpreted as reflecting on the character or intellectual ability of anyone. 

Consider the following steps: 

 know what you want to say; 

 keep in mind what the receiver of the message already knows; 

 consider the receiver’s attitude; and 

 arrange your message in clear order. 

 

Acknowledgement Letter 

These letters are especially necessary when the matter is urgent or there is likely to be some 

delay in meeting requirements or deadlines. The purpose is to let the receiver know that you 

have received their communication and you will respond specifically as soon as possible. 

 

Persuasive letter 

Examples - message to attempt to sell products/services/ideas, job applications, sales letters.  

 

Sales Letter  

These letters should be designed to achieve four objectives - Gain attention, secure 

interest, create desire, and influence action - the AIDA principle. 
 

Structure 

In business letters paragraphs are used as a device for making the message easier to read. 

 

The first paragraph should  

 gain attention;  

 indicate what the letter is about; 

 set a friendly and courteous tone for the whole letter; 

 link previous correspondence by, for example, reference, date, subject;  

 be short and concise; and  

 avoid use of excessive words – get to the point without using an abrupt tone. 

 

Examples of good beginnings 

Thank you for your helpful and informative comments about our Administration 

Convention...... 

 

Here is the brochure you requested ........... 

 

The final paragraph should 

 point the way ahead. 

 

Examples  of effective (generic) final paragraph 

 If we may be of help to you, please let us know. 

 We hope you enjoy your prize. Look out for more opportunities to win in our next 

edition of... 

 Thank you for your help and support last year, it was very much appreciated. 
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Some organisations use form letters to ensure consistency through all types of written 

communication. Letters are created as templates and can be accessed at any time to insert 

the necessary information. The following are examples of useful expressions that may be 

contained in form (reply) letters (information accessed on 21 June 2012 from the website 

http://www2.elc.polyu.edu.hk/CILL/eiw/repliestoenquiries.htm. 

 

Acknowledge receipt of an enquiry/request 

 Thank you for your letter of … regarding/concerning/in connection with… 

 I refer to your enquiry about/relating to… 

 I have received your letter of … requesting information about…  

 

Explain action taken as a consequence of the enquiry 

 I have (reviewed our available stock)…  

 We held a meeting on…to discuss possible solutions.  

 I have checked/looked into/investigated (the possible approaches)… 

 

Make suggestions/justify recommendations/point out pros and cons/avoidance tactics  

 The best choice would be … since … 

 I highly recommend … as/due to the fact that… 

 …would probably be more suitable because… 

 …seems to suit you better although … 

 Perhaps you should choose...even though… 

 I suggest you (should) choose… 

 I recommend this item since… 

 In view of the fact that…, I would strongly recommend...as… 

 

Apologise and reject proposals 

 While I appreciate your company’s need for this information, I regret that… 

 It will not be possible to...for legal reasons. We are bound to… 

 Your proposal is of interest to us, and we have had consultations about it.  

 However, we feel that it will not be in our interests to...for reasons of (privacy).  

 We are concerned that… 

 

Stipulate action requested or to be taken 

 We shall arrange for...by …at the latest.  

 I shall see to it that… 

 Our company will arrange for… 
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Establish goodwill and suggest contact 

 I hope this suggestion/information will be useful to you. 

 I hope this information will prove useful to you. 

 I hope that this information will help you to make decisions on your order. 

 I look forward to hearing from you. 

 I look forward to receiving your confirmation of… 

 I look forward to doing business with your company in the future… 

 Please feel free to contact me again if you have any further queries on… 

 Do contact me on…if you need further information. 

 Please do not hesitate to contact me on…if I can be of further assistance.  
  

Example 1 

Date 
 

Inside Address 
 

Salutation (Greeting Line) 
 

Subject Line (for example, Fire Extinguisher Enquiry) 
 

Thank you for your enquiry regarding our newly released range of fire extinguishers. 
 

You will see from the enclosed catalogue that the range has been extended to include some 

highly efficient portable extinguishers for use on construction sites.  
 

We are offering to our existing customers a 15% discount on orders of extinguishers from 

this new range. 
 

We look forward to your increased order at this discount rate. 
 

Complimentary close (Yours sincerely/faithfully etc) 
 

xx 
 

enc 
 

Example 2 – Letter Reply 
 

Creating a New Image 
 

Thank you for your letter of…concerning the creation of a new image for your company 

and we congratulate your company on the innovative move.  
 

We are very interested in helping you create a new image and, if you could provide us with 

more detailed information, it would our pleasure to quote prices. We would like to suggest 

sending two representatives, Mr… and Ms…to your office on…at…for further discussions.  
 

Please do not hesitate to contact me on…if the date and time is not convenient.  
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Example 2 – Letter Reply 

Date 

 

Inside Address 

 

Salutation (Greeting Line) 

 

Battery Production 
 

Thank you for your letter of…regarding production of the sample battery you provided. 

 

Our investigations discovered the specifications you provided are exactly the same as the 

design that is currently on the market. We therefore feel it would not be in our best interests 

to produce this type of battery. 

 

I would like to thank you for considering our company and look forward to doing business 

with your company in the future. 

 

Complimentary close (Yours sincerely/faithfully etc) 

 

 

Example 3 – Fax Reply 
 

 

Facsimile 
 

To  From  

Company  Date 3 December 2012 

Fax No  Fax No  

Total number of pages including this one  

 

Message 
 

Thank you for your enquiry about the availability of a single room for six nights from... 

to…  

 

Unfortunately, we are fully booked during this period. However, I have contacted our sister 

hotel in…and they have single rooms available. The room rate is $...per night.  

 

If you would like a room reservation during the period you requested, please do not hesitate 

to contact me. 

 

Regards 

Hotel Heavenly 
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In this task you will practise matching the types of sentence needed in adjustment letters with suitable sentences (match the items in the boxes on the 

left with the items on the right). 

  

Type of Sentence  Suitable Suggestion   
Sentence 

No 

1 Acknowledging receipt of an enquiry This is because it would be the cheapest option.  

2 Explaining action taken as a consequence of the enquiry Although this is slightly more expensive, the quality is higher.  

3 Making suggestions I hope that these details will assist you in your decision.  

4 Justifying recommendations I am afraid we do not feel that this is in the best interest of our organisation.  

5 Pointing out pros and cons We would be delighted to comply with your request.  

6 Avoidance Tactics (also referred to as Hedging) Please do not hesitate to get in touch if there is anything I can do.  

7 Apologising and rejecting proposals I have reviewed our product range and found a suitable model for you.  

8 Stipulating action requested or to be taken Thank you for your letter asking about our products.  

9 Establishing goodwill This may be the most suitable choice for your company.  

10 Suggesting contact I would advise you to...  
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Dealing with Complaints 
 

 

ACKNOWLEDGING RECEIPT OF A COMPLAINTS LETTER 

Accepting a Complaint 

Apologies for the error/fault 
(try not to admit guilt) 

Accept the complaint 

Offer a short explanation of the fault State result of investigations 

OFFER A PROPOSAL TO SETTLE THE DIFFICULTY 

Offer to take goods back/provide a 
replacement/give a discount 

Include a concluding paragraph - aim at 
retaining the goodwill of the customer/client 

If a third party (another person or organisation) is 
to blame, redirect the complainer to that party 

Rejecting a Complaint 

State regret  at  
customer/client dissatisfaction 

Reject responsibility for 
problem leading to complaint 

State reason/s for rejection 
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The following are examples of useful expressions
1
 that may be inserted in (complaint reply) 

form letters (information accessed on 3 December 2012 from the following website: 

http://www.docstoc.com/docs/13563453/Complaint-reply-letter-samples-and-examples 

 

Acknowledging receipt of an complaint letter 

 Thank you for your letter of … regarding/concerning/in connection with… 

 I refer to your enquiry about/relating to… 
 

Apology for the error or fault 

 [Company name] would like to apologise for… 

 Please accept our apologies for… 

 [Company name] would like to apologise for the error in… 
 

Accepting the complaint 

 We agree that the usual exceptionally high standards of our product/services have not quite 

been met in this instance. (TRY TO LESSEN THE BLAME ON YOUR COMPANY/ORGANISATION.) 
 

Offer a short explanation of the fault/error 

 Introductory phrase 

 As a result of our investigations, we found that… (NOT: After our investigations…). 
 

 State the cause/s of the fault/error 

 The error was a result of… 

 The error was due to… 

 Apparently, the problem was the result of… 

 Apparently, the problem resulted from… 

 The cause of the mistake was… 

 The reason for the mistake was… 
 

 State the effect/s of the fault/error 

 As a result… 

 This led to… 

 Consequently… 
 

 Offer a solution 

 We have modified our… 

 We have changed our… 

 We have implemented a system to… 

 To prevent re-occurrences, we have set up a verification procedure. 
 

 Assure the customer/client 

 We assure you that this will not happen again. 
 

State the investigations to be made 

 [Company name] is currently investigating the cause of 

 We will investigate the cause of…  

                                                 
1
 Ignore the layout of the letters as they are based on American Standards (and do not meet Australian Standards). 
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Offer a proposal to settle the difficulty 

 As a good-will gesture, we are prepared to… 

 [Company name] is willing to… 
 [Company name] would like to offer you… 

 To show goodwill, [Company name] will… 
 
Offer to take goods back, make a replacement, give a discount etc 

 We have dispatched the new items by express courier. They should arrive by… 

 To show our goodwill, we would like to offer you a …% discount on your next order. 

 

State regret at customer/client dissatisfaction 

 While we can understand your frustration,… 

 [Company name] understands how disappointing it can be when expectations are not met. 

 

Reject responsibility for the problem leading to the complaint 

 [Company name] regret to inform you that… 

 Unfortunately… 

 It should be pointed out that… 

 

Offer reasons for the rejection 

 This is due to the warrantee/guarantee period has expired. 

 This is due to the fact that the warrantee/guarantee period has expired. 

 

If a third party (another person or organisation) is to blame, direct the complainer to that party 

 We therefore suggest that you contact… 

 

Provide a concluding paragraph aiming at retaining the goodwill of the customer 

 [Company name] look forward to receiving your further orders and assure you that they will 

be filled correctly/promptly. 

 

Example 1 – Letter Reply to a Complaint 

Date 

 

Inside Address 

 

Salutation (Greeting Line) 

 

Order Number… 

 

Please accept an apology for the error made in filling your order. 

 

You ordered…but, unfortunately, …was dispatched. This was due to…(for example, a typing error). 

We are happy to advise that the balance of…was dispatched by express courier to your store on… 

 

Since we value your business, we would like to offer you a …%discount off your next order. 

 

We look forward to receiving your further orders and assure you that they will be filled correctly. 

 

Complimentary close (Yours sincerely/faithfully). 
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Example 2 – Letter Reply to a Complaint 

Date 

 

Inside Address 

 

Salutation (Greeting Line) 

 

Order Number… 

 

Thank you for your letter of… We understand that this has been a difficult situation for you. 

 

We have investigated the situation and found that the error was due to an error in the order 

request you sent to us (see enclosed photocopy of your order form). 

 

If there is an urgent need for the balance of the order, this can be dispatched today by 

express courier. Please phone me on the above number if you would like me to go ahead 

with the express delivery (please note, costs incurred will be added to your account).  

 

We look forward to receiving your further orders. 

 

Complimentary close (Yours sincerely/faithfully) 
 

 

  NOTE 
 

Use the ‘Yours sincerely’ complimentary close when the salutation 

(greeting line) is personally addressed (that is, addressed to a person or 

persons by name). For example: 

Dear Mr and Mrs Jones 

Dear Chris 

Dear Jessie and Taylor 

 

Use the ‘Yours faithfully’ complimentary close when the salutation 

(greeting line) is impersonally addressed (that is, anonymously 

addressed or addressed to an unnamed person. For example: 

Dear Sir/Madam 

Dear Principal 

Dear Member 
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In this task you will practise matching the types of sentence needed in adjustment letters with suitable sentences (match the items in the boxes on the left with the  

items on the right). 

 

DO EXERCISE 20.1 AND 20.2 ON PAGES 51-52

Type of Sentence  Suitable Suggestion   
Sentence 

No 

1 Apology for the error or fault This was caused by an unexpected malfunction.  

2 Accepting a complaining We assure you that we will endeavour for this not to happen again.  

3 Acknowledging receipt of a complaint letter This is because the item was on sale, and therefore refunds and returns are not 

permitted. 

 

4 Explanation of the fault We understand how disappointing it can be when your expectations are not met.  

5 Assurance [Company name] regrets to inform you that we cannot take responsibility for this 

occurrence. 

 

6 Replacement of goods We look forward to your continued custom, and to serving you again.  

7 Regret at dissatisfaction We agree that the usual high standards of our products were not met in this 

instance 

 

8 Rejecting responsibility I would like to apologise for the error made by our company  

9 Reasons for the rejection We have dispatched the new items.  

10 A concluding sentence aiming at retaining the goodwill Thank you for your letter of…  
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GARDENART

 
 

 

 

 

 

 

13 August 2022 

 

Ms Jane Jackson 

Jinderra Galleries 

23 Awaba Road 

MOSMAN NSW 2088 

 

Dear Jane 

 

Viewing of GardenArt Products 

 

Following our telephone conversation of 11 August, I now confirm the following details. 

 

On 19 August at 2 pm, in our conference room at the above address, we will deliver a presentation 

to members of Jinderra Galleries on GardenArt products. Following the presentation, afternoon tea 

will be served in our display gardens. 

 

I look forward to seeing you at the presentation on 19 August. 

 

Yours sincerely 

 

 

 

 

Jeremy Simms 

Marketing Manager 

 

js/xx 

  

20 Gypsy Avenue 
NORTH NARRABEEN NSW 2101 

Phone 02 9982 5566 
Fax 02 9982 5560 

Email sales@gardenart.com.au 
ABN  31 234 987 456 



Write Simple Documents 

BSBWRT301A 

 

 

36 

23 Bay Road, Parramatta NSW 2150 

Phone 9878 3000   Fax 9878 3400 

www.mirarec.com.au 

ABN 21 312 329 654 

 

 

 

5 August 2022 

 

 

Miss Emily Lane 

Sales Representative 

GardenArt 

20 Gypsy Avenue 

NORTH NARRABEEN NSW 2101 

 

Dear Miss Lane 

 

On 3 August we purchased a water fountain (Model FS 1000) as a feature for our Centre. We 

are disappointed to find that after such a short time, a large crack has appeared in the base 

of the ornament. 

 

We would like to have a replacement fountain installed at no additional cost. Please advise 

promptly, what action your company will take to rectify this situation. 

 

Yours sincerely 

 

 

 

 

 

Masami Myashita 

Director    

 

mm:xx 
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GARDENART

 
 

 

 

 

7 August 2022 

 

 

 

Mr Masami Myashita 

Director 

Miravox Reception Centre 

23 Bay Road 

PARRAMATTA NSW 2150 

 

Dear Mr Myashita 

 

Thank you for your letter dated 5 August, advising of the problem you encountered with the fountain 

purchased from GardenArt. 

 

We apologise for the inconvenience you have experienced. A replacement fountain will be installed 

at our expense. 

 

Please call us, at the above telephone number, to arrange a time for delivery and installation. 

 

Yours sincerely 

 

 

 

 

 

Emily Lane 

Sales Representative 

 

em/xx 

 

 

DO EXERCISE 21.1, 21.2, 21.3 AND 21.4 ON PAGES 53-56 PORTFOLIO TASKS 

   

20 Gypsy Avenue 
NORTH NARRABEEN NSW 2101 

Phone 02 9982 5566 
Fax 02 9982 5560 

Email sales@gardenart.com.au 
ABN 31 234 987 456 
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Complete these exercises when directed throughout this learning guide. 
 

PART 1 Writing Skills - the tools 
 

EXERCISE 1 

 

Circle the noun and underline the verbs in the following sentences. 

1 The train left after dark. 

2 Amy arrived at the office at 9.50 am. 

3 The manager enjoyed the new equipment. 

4 The shop closed after heavy rain damaged the stock. 

EXERCISE 2 

 

Punctuate the following sentences: 

1 the day was grey wet and windy 

2 how will you know the correct time to leave if you have to collect the money buy the 

gift and still arrive on time 

3 yellow roses were her favourite flower she grew them in her garden 

4 kate asked joe if he was angry and he answered not really 

5 what a storm we had last night 

6 linen is a natural fibre nylon is artificial 

7 the sun sets night falls suddenly and after the great heat of the day the desert becomes 

suddenly cold this causes rocks to split and crumble 

8 complete the form in ink pencil is not acceptable 
 

EXERCISE 3 – IS ON THE NEXT PAGE 

 

EXERCISE 4 

 

Circle the correct form . . . (remember that it’s stands for it is) 
 

1 It’s / its  a very warm day today 

2 The dog chased  it’s / its  tail 

3 How will we know if  it’s / its  correct? 

4 The business found  it’s / its  missing documents behind the cabinet. 

5 The surgeon said that it’s / its  a very difficult procedure. 
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EXERCISE 3 

 

Circle the error and rewrite the correct word below each photograph: 
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EXERCISE 5 
 

To decide where to put the apostrophes in the following sentences, ask yourself: Who is the 

owner? (OR Who are the owners?) Once you know the answer, put the apostrophe 

immediately after it.  

 

Example:  The knife belonging to the chef. (Who owns the knife?...the chef ) 

Write as: The chef’s knife. 

 

Re-write the following as shown above, the first is done for you: 

 

1 The computer belonging to the accountant. 

 

The accountant’s computer. 
 

2 The helmets belonging to the workers. 

 

 ________________________________________________________________________  

 

3 The tail belonging to the dog. 

 

 ________________________________________________________________________  

 

4 The tails belonging to the dogs. 

 

 ________________________________________________________________________  

 

5 The shop belonging to the baker. 

 

 ________________________________________________________________________  

 

6 The books belonging to the five children. 

 

 ________________________________________________________________________  
 

EXERCISE 6 

 

Decide whether the following sentences use direct or indirect speech and punctuate 

accordingly. 

 

september 2000 was a very exciting time to be in Sydney, he told the meeting  

 

the Olympic Games volunteers worked long hours but most said I wouldnt have missed it 
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EXERCISE 7 

 

Write the following contractions in full: 
 

1 we’ve  .....................................  6 I’m  ......................................  

2 hasn’t  .....................................  7 there’s  ......................................  

3 I’ll  .....................................  8 I’d  ......................................  

4 can’t  .....................................  9 you’re  ......................................  

5 they’ve  .....................................  10 he’ll  ......................................  

EXERCISE 8 
 

 Use a dictionary to look up each word.  

 Write the type of word it is, such as a noun or verb etc. 

 Write the meaning of the word in your own words in the space provided. 

 Then, below each set of words, use each word correctly in a sentence. 
 

1 Type of word  
(ie noun etc) 

Meaning 

adverse   

averse   

sentence with 

adverse 

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

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

sentence with 

averse 

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

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

 

2 Type of word  
(ie noun etc) 

Meaning 

advice   

advise   

sentence with 

advice 

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

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

sentence with 

advise 

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

 ............................................................................................................  
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3 Type of word  
(ie noun etc) 

Meaning 

affect   

effect   

sentence with  

affect 

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

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

sentence with 

effect  

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

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

 

4 Type of word  
(ie noun etc) 

Meaning 

elude   

allude   

sentence with 

elude 

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

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

sentence with 

allude 

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

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

 

5 Type of word  
(ie noun etc) 

Meaning 

formally   

formerly   

sentence with 

formally 

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

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

sentence with  

formerly 

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

 ............................................................................................................  
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6 Type of word  
(ie noun etc) 

Meaning 

illegible   

eligible   

sentence with 

illegible 

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

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

sentence with  

eligible 

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

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

 

7 Type of word  
(ie noun etc) 

Meaning 

principal   

principle   

sentence with 

principal 

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

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

sentence with 

principle 

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

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

 

8 Type of word  
(ie noun etc) 

Meaning 

their   

there adverb indicates a place 

they’re contraction they are 

sentence with  

their 

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

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

sentence with  

there 

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

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

sentence with  

they’re 

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

 ............................................................................................................  
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9 Type of word  Meaning 

practice noun  

practise verb  

sentence with  

practice 

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

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

sentence with  

practise 

Have you been able to practise your speech today? 

 

10 Type of word  Meaning 

licence noun  

license verb  

sentence with  

licence 

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

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

sentence with  

license 

The Law Society licenses the new solicitors. 

 

 

EXERCISE 9 

 

Mark out the incorrect word in each of the sets in brackets: 

 

The (Principal/Principle) of the college spoke to the students on the (affect/effect) 

(their/there/they're) behaviour was having on the college's reputation in the community.  

 

He (eluded/alluded) to the fact that many (adverse/averse) comments had been received by 

telephone and letter from members of the public. 

 

He reminded them that they had agreed to obey college rules and regulations by 

(formally/formerly) signing the enrolment form.  

 

Moreover, he reminded them that if any student was to be (illegible/eligible) for a citizenship 

award a high standard of behaviour was essential.
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PART 2 Writing Skills - the process 

EXERCISE 10 

 
 

1 Give two reasons why good written communication skills are necessary in a business 
organisation. 
 
 ______________________________________________________________________  
 
 ______________________________________________________________________  
 
 ______________________________________________________________________  
 
 ______________________________________________________________________  
 

2 List two advantages of communicating by writing. 

 
 

a  _______________________________________________________________________________________________  

 

 _______________________________________________________________________________________________  

 

b  ___________________________________________________________________  

 

 ___________________________________________________________________  
 

 

EXERCISE 11 

 

Write the paragraph below in a clearer, easy to understand format . . .  

 

When things go wrong there a number of ways you can get help with this program, if you get 

stuck don’t leave it, find out straight away how to fix the problem. On Mondays you can call 

Penny in the IT department but on Tuesdays and Fridays she isn’t in so you will have to call 

James in the Administration office and Sandra from Accounts can help out when James is not 

available. 

 

 __________________________________________________________________________  
 
 __________________________________________________________________________  
 
 __________________________________________________________________________  
 
 __________________________________________________________________________  
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EXERCISE 12 

 

1 What is the purpose of ‘planning’ in written communication? 
 

 _______________________________________________________________  
 
 _______________________________________________________________  
 
 _______________________________________________________________  
 
 _______________________________________________________________  
 
 _______________________________________________________________  
 
 _______________________________________________________________  

 

2 List the steps to the ‘planning process’. 
 

 ______________________________________________________________________  

 

 ______________________________________________________________________  

 

 ______________________________________________________________________  

 

 ______________________________________________________________________  

 

 ______________________________________________________________________  

 

 

EXERCISE 13 

 

Information is collected in various ways. Give four examples. 
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 Telephoned 

 Will ring back 

 Please ring 

 Called in 

 Will call back 

EXERCISE 14 

 

Describe the ‘organising process’ in written communication. 
 
 

 
 

 
 

 
 

 
 

 
 

PART 3 Writing Skills - documents 
 

 

EXERCISE 15 – MESSAGES PORTFOLIO TASK 

 

Use the message slips  

at the back of this booklet  

to write messages for the following.  

 

July 
 

15.1 

It is 9.50 am and Amy Mitchell from  

Clarke & Co has phoned to speak to 

Ed Parkes. Her order has not been delivered 

(she is very upset and threatening to take her 

business elsewhere). She will be out between 

11.30-2.00 but definitely wants Ed to phone 

her today. Her office phone number is 

9973 1227. 

 

15.2 

It is 11.30. Peter Smart from P & J Products 

called in to the office to see Ed Parkes. Peter 

has samples of products that will replace 

existing stock items. Could Ed please phone 

him on his mobile 0423 554 344 when he is 

available. 
 

  

 

MESSAGE 
 

To  ...........................................................  

 

From  ...............................................................  

 

Company  ........................................................  

 

Phone  .................................  Date  ..................  

 

Message  .............................  Time  .................  

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

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

 

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

 

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

 

Taken by  ..................................  URGENT  
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To complete the following exercises you will need to copy the required files from 

P:/_Student Files/Write Simple Documents OR from the Sakai site. 

EXERCISE 16 – MEMO TASK PORTFOLIO TASK 

 

You work in the head office of Swaggies, a company selling Australiana giftware. Write a 

memo to your supervisor, Jane Barnett, requesting permission to attend a one-day seminar 

titled “Safety in the Office”. The seminar will be held at the Town Hall on fifth of next month 

(from 10 am–3 pm). The cost is $55 per participant. Explain the benefits of your attendance. 

The closing date for applications is the first of next month.  
 

Open a document based on the Memo template (download the template from 

P:drive\_Student Files\ Write Simple Documents OR from the Sakai site). When the 

document opens, fill the information in the header table then hold the keyboard Ctrl key and 

tap the keyboard End key – this will place the cursor at the correct position to begin typing 

the memo body detail (suggested paragraphs below may be used to construct the memo).  
 

SUGGESTED MEMO INTRODUCTORY PARAGRAPH 

I would like to attend the …seminar to be held at the Town Hall on… (from…to…). 
 

I request approval to attend the …seminar to be held at the Town Hall on…(from…to…). 
 

I wish to attend the one-day …seminar to be held at the Town Hall on…(from…to…). 
 

I would like to attend this seminar to be held at the Town Hall on… (from…to…). 
 

I request approval to attend this seminar to be held at the Town Hall on… (from…to…). 
 

I wish to attend this seminar to be held at the Town Hall on… (from…to…). 
 

SUGGESTED MEMO BODY PARAGRAPH 
Benefits of my attendance are as follows: 

 practical knowledge of office safety equipment;  

 knowledge of hazards identification and control; 

 ability to participate in the organisation’s WHS Committee; and 

 increased productivity (through less absenteeism caused by workplace accidents). 
 

My attendance may benefit the company through: 

 development of skills that will ensure safer work practices; 

 knowledge gained will ensure ability to raise WHS issues with designated personnel; and 

 ability to contribute to WHS management (by training colleagues in safe work practices). 
 

Advantages of my attending are as follows: 

 increased knowledge of safe work practises; 

 gaining of skills in managing and maintaining a safe work environment; and 

 possible productivity gains (through less WHS related absenteeism). 
 

SUGGESTED MEMO FINAL PARAGRAPH 
Please consider my application favourably (attendance cost is $... and applications close on …). 
 

I look forward to a favourable reply (attendance cost is $... and applications close on… ). 
 

The attendance fee is $... (applications close on…). Thank you for considering my application.   
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EXERCISE 17 – FAX TASK PORTFOLIO TASK 

Now write a fax document. Open a document based on the Fax template (download the 

template from P:drive\_Student Files\Write Simple Documents OR from the Sakai site). 

When the document opens, fill the information in the header table then hold the keyboard Ctrl 

key and tap the keyboard End key – this will place the cursor at the correct position to begin 

typing the fax body detail (suggested paragraphs below may be used to construct the fax). 
 

You work in the head office of Swaggies, a company selling Australiana giftware. An updated 

price list (5 pages including the coversheet) needs to be sent to Susan Myers in the Melbourne 

Office. The fax number for the Melbourne Office is 03 9876 1234 and the phone number is 

03 9876 2234. Susan needs to be advised that the new prices are effective from the third of 

next month. You also need to mention that there is an incorrect listing for item T1357 and that 

an email, listing the correct price, will be sent shortly. Swaggies details are:  

SWAGGIES PTY LTD 
HEAD OFFICE 
361 Sydney Road 
MANLY NSW 2095 
 

Phone (02) 9977 7554 

Fax (02) 9977 7553 

 

SUGGESTED FAX INTRODUCTORY PARAGRAPH 

Following is an updated price list (effective from 3…20XX) 
 

Please find following an updated price list that will come into effect on 3…20XX 
 

An updated price list follows. New prices are effective from 3…20XX. 

 

SUGGESTED FAX BODY PARAGRAPH 

Item T…is incorrectly listed. An email with the correct price will be sent shortly. 
 

Note, Item T… has an incorrect listing (an email will be sent shortly with the correct price). 
 

There is an incorrect listing for item T… (the correct price will be emailed shortly). 

 

SUGGESTED FAX FINAL PARAGRAPH 

Regards 

Your First and Last Name 
 

Your First and Last Name 
 

Regards 

Your First Name 
 

Your First Name  
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EXERCISE 18 – EMAIL TASK PORTFOLIO TASK 

The email regarding the new price for product T1357 now needs to be completed – this 

exercise can be created through an email program such as Outlook/Hotmail/Yahoo (type the 

email and print it – do not send it) OR you can download and print a copy of the Email 

Proforma document from P:drive\_Student Files\Write Simple Documents OR from the 

Sakai site and hand write the required information. Suggested paragraphs below may be used 

to construct the email. 

 

You work in the head office of Swaggies. You need to send an e-mail to Jo Ford 

(jo.ford@swaggies.com.au). The message should have a c (copy) to the Managing Director 

Steve Parsons (steve.parsons@swaggies.com.au). 

 

You need to inform them of the new price for product T1357 ($249.99) and remind them that 

the prices will take effect from the third of next month. If anybody has any queries about any 

of the new prices they can contact you. 

 

SUGGESTED EMAIL INTRODUCTORY PARAGRAPH 

 

The new price for item T… is $... (effective from 3…20XX). 

 

Item T… is $... (effective from 3…20XX). This product was incorrectly listed on the new 

price list. 

 

Item T… was incorrectly listed on the new price list. The correct price of $... will be effective 

from 3…20XX. 

 

SUGGESTED EMAIL BODY PARAGRAPH 

 

Please feel free to contact me should you have any further questions. 

 

If you require any further information, please contact me. 

 

Please contact me with any further enquiries. 

 

SUGGESTED EMAIL FINAL PARAGRAPH 

 

Regards 

Your First and Last Name 

 

Your First and Last Name 

 

Regards 

Your First Name 

 

Your First Name  

mailto:steve.parsons@swaggies.com.au
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EXERCISES 20.1 AND 20.2 – LETTER TASKS PORTFOLIO TASKS 

 

Write the following two business letters (refer to page 22 for further inclusion details) 
 

20.1 – Acknowledgment Letter 

Today you received a phone call from Ms Jane Sommers. After receiving the catalogue and 

speaking to the sales representative, John Millings, Mrs Sommers has decided to place an 

order. She would like to order the following items. 
 

Item Number 

Gift boxes large hand painted 20 

Gourmet’s Basket 12 

Presentation Ice Bucket 15 

Didgeridoo Series B soft wood 120 cm 10 

Hats Buffalo, waterproof 15 
 

Ms Sommers order will be delivered by Sameday Couriers on Friday to the back entrance  

of her address at 54 Green Street Manly. Write a letter to Ms Sommers confirming all the 

details of the telephone conversation.  

Swaggies require you to use a document based on the Swaggies Letterhead template 

(download the template from P:drive\_Student Files\Write Simple Documents OR from the 

Sakai site). When the document opens hold the keyboard Ctrl key and tap the keyboard End 

key – this will place the cursor at the correct position to begin typing the letter body detail. 

Swaggies also require you to use appropriate organisational style (for example, in the 

complimentary close, you are to type your full name and the title, Sales Assistant. Suggested 

paragraphs below may be used to construct this letter. 
 

SUGGESTED LETTER INTRODUCTORY PARAGRAPH (acknowledge receipt request and 

explain action taken as a consequence of the enquiry) 

 Thank you for your order. Following are order and delivery details. (On the next line, 

replicate order in table format). 

 I refer to today’s phone call. Your order details are as follows. (On the next line, 

replicate order in table format).  

 Thank you for your order. Items requested are as follows. (On the next line, replicate 

order in table format). 
 

SUGGESTED LETTER BODY PARAGRAPH (stipulate action requested) 

 …will delivery your order on… to the back entrance of… (state exact address),  

 Your order will be delivered by…, on…, to the back entrance of… (state exact address). 

 …will delivery your order to the back entrance of… (state exact address), on… 
 

SUGGESTED LETTER FINAL PARAGRAPH (establishing goodwill and suggesting contact) 

 Please phone should you require any further assistance. 

 Should you require any further assistance, please do not hesitate to contact me. 

 Please do not hesitate to contact me on… should you require further assistance.  
 

Swaggies Policy – type, proofread and check document meets organisational style before handing in 
to supervisor. Type final copy, making all required changes. File in the Swaggies Documents folder.  
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20.2 – Request for information (answering an enquiry) 

For two weeks you are holding the position of Customer Service Manager at  

Swaggies Travel. In this position you are to attend to the following request. 

 

Swaggies Travel has received a phone call from Mrs Jill Ashbourne of 12 Hillsdale Street 

Hornsby 2077. Mrs Ashbourne and her husband would like to travel to the South Island of 

New Zealand in the next few months. She would like information on Christchurch, 

Queenstown and the Glaciers. Mrs Ashbourne wants to know if Swaggies Travel could 

arrange a bus tour for her and her husband while they are in New Zealand for 10 days. 

 

Write a letter to Mrs Ashbourne advising her that Swaggies Travel can arrange travel to  

all the places she would like to visit. Tell her you are enclosing brochures. Also Swaggies 

Travel can arrange a 10 day bus tour with South Island Tours that visits Christchurch, 

Queenstown and the Glaciers (as well as other well-known tourist attractions). Your supervisor 

has requested that you enclose a copy of the South Island Bus Tours brochure and a price list.  

 

Swaggies require you to use a document based on the Swaggies Travel Letterhead template 

(download the template from P:drive\_Student Files\Write Simple Documents OR from the 

Sakai site). When the document opens hold the keyboard Ctrl key and tap the keyboard End 

key – this will place the cursor at the correct position to begin typing the letter body detail. 

Swaggies also require you to use appropriate organisational style (suggested paragraphs 

below may be used to construct this, request for information, letter). 

 

SUGGESTED LETTER INTRODUCTORY PARAGRAPH (acknowledge receipt) 

 Thank you for your enquiry. 

 Thank you for your enquiry on travel to the South Island of New Zealand. 

 Thank you for your enquiry regarding travel to Christchurch and surrounding areas. 

 

SUGGESTED LETTER BODY PARAGRAPH (explain action taken as a consequence of 

the enquiry and stipulate any action to be taken) 

 Swaggies Travel can assist you with all your holiday needs including a 10 day bus tour, 

with…, that visits... Enclosed please find a copy of the …brochure and a price list. 

 Swaggies Travel can assist you with all your travel requirements including a 10 day bus 

tour, with…, that visits... Enclosed please find a copy of the …brochure and a price list. 

 Swaggies Travel can arrange all your travel requirements including a 10 day bus tour, 

with…, that visits... (enclosed please find a brochure and price list). 

 

SUGGESTED MEMO FINAL PARAGRAPH (establish goodwill and suggest contact) 

 Swaggies look forward to welcoming you as a valued customer. Please phone, fax or 

email to confirm your booking. 

 Swaggies looks forward to co-ordinating your holiday of a lifetime. Please phone, fax or 

email and we will arrange all your travel bookings. 

 Enjoy perusing the enclosed information. Please phone, fax or email and let us organise 

your dream holiday. 
 

Swaggies Policy – type, proofread and check document meets organisational style before handing in 
to supervisor. Type final copy, making all required changes. File in the Swaggies Documents folder.  
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EXERCISE 21.1, 21.2, 21.3 AND 21.4 (MEMO, FAX, LETTER AND EMAIL) PORTFOLIO TASKS 

 

SCENARIO – you are employed as Personal Assistant to Tony Johnston, the Manager of 

Top Trainers, a company conducting in-house and industry training sessions. The company 

requires you to carefully plan all documents before they are drafted. Each plan is to take into 

account the audience, purpose, format and communication style. Before handing in the draft 

(and the final copy) they are to be checked for readability, grammar and spelling, sentence 

and paragraph construction, sequencing and structure. All documents are to use the required 

template appropriate organisational style. Top Trainers take pride in all their documentation 

and therefore insist each document is carefully proofread by both typists and supervisor.   

21.1 Memo 
The memo is from Tony, to all trainers advising them that updated software is to be installed 

by the end of next week and that two days during the following week have been set aside for 

trainers to train office staff in the use of the updated software. Remind trainers to check the 

training schedule and thoroughly familiarise themselves with the new software before they 

begin instructing office staff in its use.  
 

Top Trainers require you to use a document based on their Memo template (download the 

template from P:drive\_Student Files\Write Simple Documents OR from the Sakai site). When 

the document opens, fill the information in the header table and then hold the keyboard Ctrl key 

and tap the keyboard End key – this will place the cursor at the correct position to begin typing 

the memo body details (suggested paragraphs below may be used to construct the memo).  
 

SUGGESTED MEMO INTRODUCTORY PARAGRAPH 

Updated software will be installed by the end of next week (state date). 
 

Updated software will be installed by… (state date). 
 

By the end of next week (state date), updated software will be installed. 
 

SUGGESTED MEMO BODY PARAGRAPH 
Two days of training will be held the following week (state dates). 
 

Training sessions will be held during two days of the following week (state dates). 
 

Two days (state dates) during the following week have been set aside for training sessions. 
 

SUGGESTED MEMO FINAL PARAGRAPH 
Please check the training schedule and thoroughly familiarise yourself with the new software 

before conducting your assigned training sessions. 
 

Before conducting your assigned training sessions: 

 check the training schedule; and 

 thoroughly familiarise yourself with the new software. 
 

Please check the training schedule and thoroughly familiarise yourself with the new software 

before beginning your assigned staff training sessions. 
 

Top Trainers Policy – plan and construct a draft memo document. Type and proofread the 

draft and hand in to supervisor. Before typing final copy, make all required changes and file a 

copy of the document in a folder titled TT Documents.  
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21.2 Fax 
Tony has asked you to plan and write a fax for his signature. The fax is to be sent to 

Helen White, Supply Officer, Hewlett Packard (Tony request you use the Internet to find 

Hewlett Packard’s fax number). The fax is to request that four (4) HP LaserJet 4L toner 

cartridges be supplied and delivered and, as the Instructor’s Manual cannot be located, also 

ask if Hewlett Packard could provide another one.  

 

Open a document based on the Top Trainers Fax template (download the template from 

P:drive\_Student Files\Write Simple Documents OR from the Sakai site). When the document 

opens, fill the information in the header table and then hold the keyboard Ctrl key and tap the 

keyboard End key – this will place the cursor at the correct position to begin typing the fax 

body detail (suggested paragraphs below may be used to construct the fax). 

 

SUGGESTED FAX INTRODUCTORY PARAGRAPH 

 

We would like to place an order for the following items. 

 

Please supply the following items. 

 

Please supply and organise delivery for the following items. 

 

SUGGESTED FAX BODY PARAGRAPH 

 

 Four (4) toner cartridges for a HP LaserJet 4L. 

 An updated copy of a HP LaserJet 4L instructor’s manual. 

 

Four (4) toner cartridges for a HP LaserJet 4L and an updated copy of the Instructor’s Manual 

for a HP LaserJet 4L. 

 

Four (4) HP LaserJet 4L toner cartridges and a copy of the current HP LaserJet 4L 

Instructor’s Manual. 

 

SUGGESTED FAX FINAL PARAGRAPH 

 

Thank you 

Tony Johnston 

 

Regards 

Tony 

 

Tony Johnston 

 

Top Trainers Policy – plan and construct a draft fax document. Type and proofread the draft 

and hand in to supervisor. Before typing final copy, make all required changes and file a copy 

of the document in a folder titled TT Documents. 
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21.3 Letter of Enquiry 
Lisa Talbot, the Personnel Manager of your company, is organising a one-day professional 

development seminar for trainers on any Wednesday of next month. 
 

Lisa would like a conference venue that can accommodate 40 people. The conference venue 

must be able to supply a whiteboard, DVD player and overhead projector for use on the day 

as well as morning tea, lunch and afternoon tea. 
 

 Plan and write a letter of enquiry to Paramount Conference Centre (18 Ryde Road RYDE 

NSW 2112) requesting the above details and asking for itemised costing.  
 

Open a document based on the Top Trainers Letterhead template (download the template from 

P:drive\_Student Files\Write Simple Documents OR from the Sakai site). When the document 

opens hold the Ctrl key and tap the End key – this places the cursor at the correct position to 

begin typing the letter (suggested paragraphs below may be used to construct the letter). 

 

SUGGESTED LETTER INTRODUCTORY PARAGRAPH (Ask the question) 

Top Trainers require a quotation for the following facilities. 
 

Top Trainers require a conference venue that can accommodate …people on any Wednesday in… 
 

Top Trainers is planning a one-day…seminar. 
 

SUGGESTED LETTER BODY PARAGRAPH (include all details, be specific, sequence logically)  

 A room to accommodate …people. 

 A whiteboard. 

 A… 

 An… 

 Morning… 

 Lunch. 

 Afternoon… 
 

Our conference date preference is for any Wednesday during… 
 

The following items will also be required: 

 a whiteboard; 

 list the remaining required items in bullet point format. 
 

Next month we will require a room that can accommodate …people (preferably on a 

Wednesday). We will also require hire of a whiteboard, DVD and an overhead projector. 

Morning tea, lunch and afternoon tea will also be required. 
 

SUGGESTED LETTER FINAL PARAGRAPH (state when the information is required) 

We look forward to receiving an itemised costing for the above items as soon as possible. 
 

Please send an itemised costing for the above services by… 
 

We look forward to receiving an itemised costing for this seminar. 
 

Top Trainers Policy – plan and construct a draft letter document. Type and proofread the 

draft and hand in to supervisor. Before typing final copy, make all required changes and file a 

copy of the document in a folder titled TT Documents. 
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21.4 Email 

Plan and write an email to all trainers advising that an one-day professional development 

seminar is being organised for next month. The exact date will be advised as soon as possible. 

Also mention that, during the afternoon session, David Jones has been asked to provide a 

Fashion Consultant, to discuss materials, designs and colours for new trainers’ uniforms. 

Trainers will have the opportunity to discuss their views.  

 

This exercise can be created through an email program such as Outlook/Hotmail/Yahoo (type 

the email and print it – do not send it) OR you can download and print a copy of the 

Top Trainers Email Proforma document on the P:drive\_Student Files\Write Simple 

Documents OR from the Sakai site and hand write the required information. Suggested 

paragraphs below may be used to construct the email. 
 

SUGGESTED EMAIL INTRODUCTORY PARAGRAPH 
 

A one-day …seminar is being organised for… (exact date to be advised). 
 

This one-day seminar will be held next month (exact date to be advised). 
 

Next month we will be conducting a one-day …seminar (date will be emailed shortly). 
 

SUGGESTED EMAIL BODY PARAGRAPH 
 

During the afternoon, you will have an opportunity to discuss your views on the materials, 

designs and colours for the new trainers’ uniforms with a David Jones fashion consultant. 
 

A David Jones fashion consultant will be available to discuss materials, designs and colours 

for the new trainers’ uniforms – your views will also be welcomed. 
 

David Jones has been asked to provide a fashion consultant to discuss materials, designs and 

colours for the new trainers’ uniforms. During this session, you will also be welcome to 

discuss your views. 

 

SUGGESTED EMAIL FINAL PARAGRAPH 
 

Regards 

Your First and Last Name 
 

Your First and Last Name 
 

Regards 

Your First Name 
 

Your First Name 

 

Top Trainers Policy – plan and construct a draft email document. Type and proofread the 

draft and hand in to supervisor. Before typing final copy, make all required changes and file a 

copy of the document in a folder titled TT Documents. 
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Meadowbank College 

 Business Administration 

 
 

Portfolio Cover Sheet 
(Attach to portfolio work on submission) 

 

 

Student’s Name  ............................................ Student No  .......................  
 

 

Unit No  BSBWRT301A 
 
 

Unit Name  WRITE SIMPLE DOCUMENTS 
 
 
Facilitator  .................................................................................................  
 
 
Date Submitted  .............................................  
 
 
Declaration (this must be signed): 
 
I declare that this submission is my own work with respect to plagiarism and does not violate 
copyright laws.  This work has not been submitted for academic credit in any other course or 
subject.  
 
 
Signature  ..........................................................................................................................  
 
 
Date  .................................................................................................................................  

 
 
Name ………………………..……………...………....………  Date …………..……..……..……… 
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COMPLETE THIS PORTFOLIO LOG SHEET AND HAND IN TO THE TEACHER/FACILITATOR 

Please have your facilitator check your work and sign that it is ‘usable’. The exercises marked 
with a P assessment Portfolio tasks and are to be handed in to the teacher as the for. 
 

Exercises      

Teacher to sign 

(portfolio items only) 

 

1 Circle the nouns and underline the verbs.    

2 Punctuate sentences.    

3 Using the apostrophe – find the errors and correct them.    

4 Its versus it’s    

5 Using the apostrophe to denote ownership.    

6 Punctuate a paragraph.    

7 Write the contractions in full.    

8 Commonly confused words – definitions and writing in 

sentences. 

   

9 Commonly confused words – choose the correct one.    

10 Importance of written communication.    

11 Writing in plain English.    

12 Planning for written communication.    

13 Collecting information.    

14 The organising process.    

15 Write messages – 1   P 

 Write messages – 2   P 

16 Write a memo.   P 

17 Write a fax.   P 

18 Write an email.   P 

19 Letter response details (short written answers).    

20 Letter 1 – Acknowledgement letter   P 

 Letter 2 – Request for information   P 

21 Various Tasks 

21.1 Memo (submit plan and document) 

21.2 Fax (submit plan and document) 

21.3 Letter to conference centre (submit plans and documents) 

21.4 Email (submit plan and document) 

   
P 

P 

P 

P 
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 Telephoned 

 Will ring back 

 Please ring 

 Called in 

 Will call back 

 Telephoned 

 Will ring back 

 Please ring 

 Called in 

 Will call back 

 

 

MESSAGE 
 

To  ............................................................ 

 

From  ...............................................................  

 

Company  ......................................................... 

 

Phone .................................. Date  .................. 

 

Message .............................. Time  ................. 

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

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

 

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

 

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

 

Taken by ................................... URGENT  

 

 

 

 

MESSAGE 
 

To  ...........................................................  

 

From  ...............................................................  

 

Company  ........................................................  

 

Phone  .................................  Date ..................  

 

Message  .............................  Time  .................  

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

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

 

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

 

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

 

Taken by  ..................................  URGENT  

 

 


