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	ICT Lesson Plans 

Letter of Complaint for CAE


November 2004


I can write formally correct letters, for example to complain or to take a stand.

Created by: Susan Sheehan, Milan - Vicky Cravo, Porto

	 Level(
	C1 

	 Class Type(
	Adults/Business/Exams

	 Aim(s)(
	To provide practice in formal letter writing and editing skills.

	 Time(
	2 hours

	 Lesson Focus(
	Listening, speaking, reading, and writing a letter of complaint

	 Assumed Knowledge(
	Students are aware of register and formulaic language

	 Materials/Preparation(
	IWB or OHT, access to computers, basic word skills, access to internet

	 Web site(s) (
	www.flo-joe.co.uk/     A Letter of Complaint


	 Procedure(

	1. Brainstorming activity to elicit when you write a letter of complaint  - Elicit

2. Show sample rubric on IWB (A Letter of Complaint from www.flo-joe.co.uk/ ) – Check that Ss understand what key points are and purpose for writing 

3. In groups, Ss outline a paragraph plan including:  (1) introduction which states purpose for writing, (2) details about what happened e.g. circumstances, food, service (3) conclusion asking for compensation.  Ss should also discuss formulaic language suitable to task.

4. In pairs, students read and edit a sample answer to this question (see below) using a different colour. They then move to the next monitor and read other pairs’ changes.  Compare.

5. Ss access flo-joe site, read makeover notes and compare with theirs.

6. Find a similar Exam type task and ask them to write a letter of complaint.




	 Follow-up/Syllabus Fit(

	Write and send your letter to the flo-joe site.




Dear Sir or Madam,

     I am writing to complain about the way I was recently treated in your restaurant.  

     Firstly, I have to say that I chose the best restaurant in our city, which yours pretend to be, because I wanted to celebrate our friend’s birthday.  We expected the service to be polite and helpful.  When I entered with friends, nobody could tell me which table was not occupied.  Furthermore, I booked table three weeks before, but was informed that my name did not stay in list.  Fortunately, there was one extra table, where we settled ourselves.

     Secondly, waiting for soup for more than an hour, not to mention eating an old bred, really annoyed us.  That is more, the quality of the served dishes was rather poor.  We even wondered if it didn’t go off.  Moreover, we were asked to pay the water, whereas it it stayed in your menu that it was free.  Having cold dinner and listening to sad music we wondered if we wondered if we could not go elsewhere.  Finally, and perhaps mainly, we didn’t manage to contact with the chef in order to complain.  We were requested to write our suggestions and had it in later.

     As you can see, we found ourselves in a difficult situation that night.  The aim of this letter was to avoid such errors in the future.  I do hope you do not pretend to discourage guests to come to your restaurant, but rather to attract more and more visitors.

Yours faithfully,

Piotrek Boj
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