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Communication

A letter is an important method of communication. The purpose of a letter is to
communicate effectively with a person or an organisation. There are commonly
accepted ways of setting out a letter.

Electronic mail is another important method of communication. As with letters,
there are commonly accepted ways of using electronic mail.

Word processing a letter
A letter is often produced using a word processor. 

A letter should be set out as simply as possible with the minimum of
punctuation. Good setting out makes a letter easy to read. This means the letter
will make a favourable impression on the reader.

Why use a word processor?
Using a word processor to write a letter means:

• spelling checks can be made
• name and address details can be copied and pasted from other documents and

applications
• it can be prepared in advance to meet common situations
• it can be stored on disk for future reference
• a template can be set up to ensure consistency.

A personal letter
Personal letters are written to family members and friends. Most personal letters
do not require or ask for a reply. A personal letter may be written:

• in reply to an invitation
• to a friend, perhaps a pen friend
• to congratulate a person on an award or achievement
• to a newspaper or magazine about a news issue.
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Parts of a personal letter
The main parts of a personal letter are:

• the sender’s address
• the date
• an opening greeting
• the body of the letter
• the complimentary close
• signature (handwritten)
• printed name of the writer (this can be omitted in some instances).

Formatting a personal letter
Figure 7.1 shows how to format a personal letter. The number of times the ENTER

key is pressed after each section is shown on the right side.

Your turn
1 Do you receive letters? If so, from whom?
2 Do you write letters? If so, to whom?
3 To whom do your parents send letters and from whom do they receive letters?
4 What are the advantages of writing letters using a word processor?
5 The Pizza Hut organisation wished to promote reading in schools by 

offering vouchers for free pizzas to students involved in reading. The Age expressed its
opinion in its editorial on Monday, 8 April.

182 Lakeside Drive
FITZROY VIC 3065 (3 returns)

18 January 2005 (3 returns)

Dear Mr and Mrs Agnastopoulos (2 return)

Thank you for your invitation to Voula and
Wayne's wedding. I am pleased to accept
and look forward to seeing you on the
20th February. (3 returns)

Yours sincerely (6 returns)

Charles Mc Donald

Charles Mc Donald

 

Sender's
address

Date

Opening  

Printed name

Body of
letter

Complimentary
close

Handwritten
signature

Figure 7.1
Example of a 
personal letter
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Do you agree with the opinion of the Age editorial writer? Express an opinion in a letter
to the editor. In the letter, include examples of other firms using schools for 
promotion—for example, advertising brochures for books, spelling competitions and
computers for shopping dockets.

6 You have just returned home after spending two weeks holiday at your uncle’s home.
Write a letter to thank him for the holiday.

A personal business letter
This is a formal letter to people with whom you have or would like to have a
business relationship. It may be in reply to a letter they have sent you. Letters are
a record of communication.

A personal business letter could be written to:

• a prospective employer regarding a job application
• a bank, insurance company or other business
• a government body
• your local member of parliament about a matter of concern.

People who are office bearers in bodies such as school councils, charities, social
or sporting clubs often write letters. These letters may be to:

• advise members of annual meetings
• advise committee members of monthly meetings
• advise members of special activities
• businesses asking for support or donations for fund-raising 

purposes.
• a newspaper or magazine in response to a current issue.
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Parts of a personal business letter
The main parts of a personal business letter are the:

• sender’s address (perhaps on pre-printed letterhead)
• date
• receiver’s address
• opening greeting
• body of the letter
• complimentary close
• signature (handwritten)
• printed name and title (if any) of the writer.

Your turn
1 Your local council is considering passing a law to ban dogs from the park near you unless

they are on kept on leads. The aim is to make the park a safer place for small children to
play. Write a letter to your local council informing them of your views about the law and
give reasons to support your view.

2 The local supermarket is advertising in the newspaper for staff to work on Saturday
afternoons. Write a letter expressing your interest in the position. Use the address details
for a supermarket near you and address the letter to the manager.

182 Lakeside Drive
FITZROY VIC 3065 (2 returns)

Telephone 9890 3065

18 January 2005 (2 returns)

Albert Jackson Real Estate
321 Main Street
POONCARIE NSW 2648 (2 returns)

Dear Sir (2 returns)

Following our phone conversation on 10 November
please find enclosed a cheque for $100 deposit to
secure the booking of the house at 35 Main Street
Pooncarie for the two weeks from 3 May 2005
to 17 May 2005. (2 returns)

Could you please confirm this arrangement in writing?
 (2 returns)
Yours faithfully (5 returns)

Charles Mc Donald

Charles Mc Donald

Sender's
address

Date

Opening  

Printed name

Body of
letter

Complimentary
close

Handwritten
signature

Receiver's
address

Sender's
telephone
(optional)
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How should an address appear in a letter?
An address is normally three lines that include the street number and name,
suburb (or place name), state and postcode. The address in the letter should be
the same as on the envelope. A standard format for use on envelopes is provided
by Australia Post.

Figure 7.3 shows how an address should appear on a letter, with the
appropriate spacings.

Your turn
1 Enter your address in the word processor as it should appear in a letter.
2 Enter the addresses of two friends.
3 Enter the address of your school.
4 Find and enter the addresses of your local municipal council, nearest post office, House of

Representatives member and nearest police station.
5 Send a letter to a pen-friend overseas. How would the address appear in the letter?

Addressing a letter to an organisation
If a letter is to an organisation, write to the office bearer who holds the
appropriate position. For example, write to the editor of a newspaper or the
secretary of a club.

How to address a letter to a specific person
When you know the name of a person, include their title as well. A job
advertisement, for instance, would usually give details of a specific person and
their title—for example:

Ms A Girwan
Personnel Officer
Bay Real Estate
463 Westmeadows Street
FITZROY  VIC  3065

Your turn
1 Write a letter to a prominent sports personality asking her or him to speak at a school

assembly about the importance of school sport.
2 Write a letter to your local member of federal parliament about a matter of concern to

you.

Figure 7.3
Example of an
address
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Other advice for letter writing

How should the date appear in a letter?
Be consistent in the use of the date form. It is generally recommended that
Thursday, the eleventh of March 2004 be represented by either:

• 11 March 2004, or
• Thursday 11 March 2004.

These forms are easy to read and require no punctuation.

How should the opening greeting appear?
For a personal letter the greeting can be informal, such as ‘Hello’. For a personal
business letter there are a variety of suitable greetings. The form of greeting
depends on your relationship to the person and the formality appropriate to the
letter.

Table 7.1 Greetings

Greeting Usage

Dear Sir where the sex of a person is known but some formality is still required
Dear Madam

Dear Sir/Madam if the sex of the person is unknown

Dear Mr use for a man, married or unmarried

Dear Ms use for a woman, many prefer this to Mrs or Miss

Dear Mrs use for a married woman if she has indicated that this is her preferred title

Dear Miss a young girl is usually referred to as Miss; some unmarried women may prefer Miss to Ms

Dear Joanne if the letter is personal and you know the person then use a given name
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Your turn
Find out the greeting that members of your family and friends prefer in letters sent to them.
Does the form of the greeting depend on who is sending the letter?

How should the complimentary close appear?
For a personal letter the close to the letter can be very informal, such as ‘Regards’
or ‘Love’. For a personal business letter the complimentary close is usually ‘Yours
sincerely’ or ‘Yours faithfully’.

‘Yours sincerely’ is normally used if a name has been used in the opening
greeting—for example, ‘Dear Mr Allen’.

‘Yours faithfully’ is normally used if a name has not been used in the opening
greeting—for example, ‘Dear Sir/Madam’.

Where should a handwritten signature appear?
For personal and personal business letters a handwritten signature should appear
between the complimentary close and the printed signature.

Page layout
Most letters are left aligned. Each line begins at the left margin. Addresses on
envelopes are also left aligned. Figure 7.3 shows a left aligned address. A
handwritten signature would start close to the left margin.

Before printing a letter check that it is centred on the page, both vertically and
horizontally.

Your turn
1 Where should the postcode for a handwritten envelope be placed?
2 Collect four examples of envelopes that arrive in your household. Do the addresses meet

the requirements of Australia Post?
3 What forms of greeting are used on letters sent to your family?
4 Where should the postcode for a machine-addressed envelope be placed?

Tips for writing and formatting letters
When word processing a letter:
• check that the person’s title is correct
• check that the spelling of a person’s name is correct
• check the postcode for an address
• start every line on the left margin.

When addressing an envelope:
• do not underline the address
• put a return address on the envelope
• the address lines should be left aligned.

WORKSHEETWORKSHEET
333333333333

Correcting a
job letter



Your turn
Find the ‘Letters to the Editor’ section in a newspaper. Select a letter that someone has
written on a topic that you are interested in and compose a reply to that letter. What 
specific address details would you put on the envelope?

What is electronic mail?
Electronic mail, or e-mail, allows people to exchange messages and documents
using a computer network. With Internet access, e-mail is a quick and efficient
method of communication.

Any electronic mail system is made up of:

• people with e-mail addresses
• a computer network
• computer software.

What is an e-mail address?
An e-mail address is made up of:

• a person’s e-mail identity
• the symbol @
• the address of the mail server provider.

For example, Jane Papadopoulos may have an e-mail account with Telstra
Bigpond. Her name is identified as Jane.Papadopoulos with a full stop between
the first name and family name.

Her e-mail address would be Jane.Papadopoulos@bigpond.com.au

Figure 7.4
Receiving mail with
Outlook Express
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What can e-mail do?
Electronic mail systems allow people to:

• create and send messages
• store messages
• receive and read messages
• reply to messages
• attach and send documents
• delete messages no longer needed.

How does e-mail work?
E-mail is like having your own electronic post office with a built-in computer filing
system. E-mail requires a mail server on a local computer network. For the home
user, Internet access is required.

After the user gains access with a user name and password, the e-mail software
shows messages sent and received. From those lists, individual messages can be
displayed for reading. A message can be saved, printed, deleted or forwarded to
someone else.

How is mail checked?
Each time the e-mail program is opened the mailbox is checked and a message
tells if there is new mail. A message appears when new mail is received if the e-
mail application is running.

Figure 7.5
Example of an 
e-mail
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What are the parts of an e-mail message?
An e-mail includes, among other items of information:

• sender’s e-mail address
• date and time of message
• a subject line—a small number of words stating the topic of the message
• the message.

A message is an unformatted text document that can be copied and pasted into
other software applications.

Address book
E-mail software can store e-mail addresses and other information about people
with whom you communicate. E-mail addresses can be stored in a menu and
inserted into a new message by selecting from the menu.

Extended features of e-mail
These include:

• messages can be drafted before sending
• messages can be sent to more than one person
• documents can be attached (such as word-processed documents) and sent with

the message.

Web e-mail
A number of organisations provide free e-mail for registered users who access
their sites. Examples include Microsoft’s Hotmail and Yahoo! Mail.

Using one of these messaging systems, e-mail can be accessed anywhere in the
world providing you have access to the Web.

Figure 7.6
Example of
addresses in an
address box

WORKSHEETWORKSHEET
4333434433

Issues related
to e-mail

WORKSHEETWORKSHEET
535335355335

Web e-mail
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Such accounts allow a certain amount of disk storage for messages. At the time of
writing, Yahoo! allowed a total of 6 MB disk space for a user.

In the same way as dedicated e-mail packages, users have an Inbox to receive
messages, an Outbox to send messages and an Address book in which contacts can
be stored.

One of the disadvantages of using such accounts is that the screen usually
contains advertising that can be distracting.

Your turn
1 Log on to the Microsoft or Yahoo! home page and create your own e-mail account. You

can access these from www.microsoft.com or mail.yahoo.com.au.
2 What are the advantages and disadvantages of these type of accounts compared to

dedicated e-mail packages?
3 How much storage space are you allowed?
4 What type of advertising is on these sites?

Composing a message
Short paragraphs of text can be read easily on screen. Most readers of e-mail will
scan a message and identify its key elements. 

If a reply is required it can be composed immediately and parts of the
incoming message can be used if wished.

Long messages can be difficult to read on a computer monitor and the receiver
will often print them out.

Figure 7.7
Home page for
Yahoo! Mail

WORKSHEETWORKSHEET
636336366336

Organising 
e-mail
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To compose a message, take the following steps:

• choose the user name from the address list
• enter the topic of the communication
• enter the message
• include a complimentary close
• send the message.

E-mail etiquette
The way e-mail is used is important to its usefulness for all people.

Message content
An e-mail message is not necessarily a private document. It might reside on a file
server until it is deleted. It is possible to accidentally send sensitive e-mail to the
wrong address, such as another employee within an organisation. It is unwise to
think that you and the recipient of the message will be the only people who will
see it.

Prompt reply
When e-mail is received it should be replied to if there is a request in the message
for something to be done. In general, messages should be replied to as soon as
possible.

Saving and deleting messages
Mail servers have only limited space for storage of e-mail. People should save
important messages to their own hard disk and delete messages no longer
needed.

E-mail lists
People can subscribe to receive information from organisations and individuals
via e-mail. Unsolicited e-mail is a potential area for abuse. People are likely to be
annoyed if they continually receive e-mail they have not requested.

Spam
Spam refers to unwanted and unsolicited e-mails that are usually sent to a large
number of people. These messages promote products or services that may be of
no use to the people receiving the messages.

The Australian Government has made it illegal for organisations to use spam as
a method of promoting products or services. However, there are few legal
safeguards for spam originating outside of Australia.

Some ISPs and organisations install software that scans incoming e-mail and
can block unwanted spam. Some of the internet mail services allow users to block
e-mail that is unwanted.

However, the problem of spam will continue to be a major issue for many years
to come.
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Your turn
1 Is an electronic mail system used at your school? If so, what is the name of the software

used? Can students send mail messages to:
• other students
• teachers?

2 Log on to an electronic mail system and:
• send a message to one of the other students in your class
• get one of your fellow students to send you a message, read it and reply to it
• delete a message you have received after you have read it.

Review questions
1 Why might you write a personal letter?
2 In what situations would a business letter be used?
3 List the main parts of a personal letter.
4 How does a business letter differ from a personal letter in format.
5 In what types of letters would you use the complimentary closes ‘Yours sincerely’ and

‘Yours faithfully’?
6 How should an address appear in a letter?

Now try these
1 Investigate envelope sizes. What conditions must be met for a letter to be a 

‘standard letter’ at the standard postage rate?
2 What is the postcode of the GPO in the capital city of your state?
3 How is the GPO box number included in an address?
4 How is a private postal box number included in an address?
5 Find the postcodes for Richmond in the White Pages of the telephone directory.

How many Richmonds did you find?
6 Some places have a geographical name or location that is also a postal location—for

example, North Melbourne is a suburb with a postcode whereas Melbourne North is not.
Which of the following place names are treated correctly for the purpose of an address?
• North Fremantle
• South Oakleigh
• East Brisbane
• Bankstown East
• Carlton North
• Kotara East

7 Find some examples of unusual addresses.

?
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