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PREFACE 

 

This book is designed to aid all polytechnic students pursuing their diploma in various disciplines 

of studies.  Besides, others may use this book as a guidance to enhance their language skills 

especially in English. 

 There are four chapters in this book and learners will be introduced with new topic for 

each chapter to enrich their understanding on communicating effectively through different 

environments.  In the first chapter, learners will master skills to describe products and services 

effectively.  Meanwhile, the second chapter introduces learners on how to develop a perfect 

description of processes and procedures by following proper language forms.   Other than that, 

the third chapter will help learners on how to make enquiries and reply to enquiries 

appropriately. Finally, learners will be equipped with skills on making and handling complaints 

with confidence. 

 Hopefully, this book will be beneficial to the learners, and I would like to wish you all the 

best for your future endeavors. 
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Hi all, what do you understand about products and services? Let's check 

this out! 
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     ASKING FOR CLARIFICATION 

It is very important to seek clarification so that you do not misinterpret 

the intended message, but how to do it appropriately?  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1.5 



20 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



21 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



22 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1.6 



23 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



24 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

1.7 



25 
 

 

1.8 



26 
 

          PRESENTATION TOOL KIT 

 

 

 

 

 

 

 

 

 

 

 

When you want to describe your product, you might want to consider 

this: 
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1.10 

Once you know what you would like to present, it is time to plan and 

prepare for your Oral Presentation.  
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UNIT 2  
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PROCEDURES & 

INSTRUCTIONS 
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INTRODUCTION TO PROCESS & 

PROCEDURE 

 

A process is not the same thing as a procedure. A process defines “what” 

needs to be done. It involves a series of actions, motions, or operations 

leading to some results such as the manufacturing process (chocolate 

making, fish canning, or batik making). Preparing a cup of coffee or a 

bowl of instant noodles is also processes. Besides, a process can also be 

a series of changes that occur naturally (the growth process or the 

photosynthesis process). 

 

Below is an example of a PROCESS - 'How Peanut Butter is made'. 

So, these are the steps in peanut butter manufacturing process. 
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Meanwhile, a procedure is an established or official way of doing 

something. A procedure defines “how” to do the task in a certain order 

or manner which normally being carried out by a specific person. For 

example, certain steps must be followed in operating a lathe machine. 

Everyone has to follow the standard operating procedure (SOP). Another 

example would be the procedure to prevent accidents which is known as 

safe operating procedures (SOP). 

 

Here are some examples of the Standard Operating Procedure (SOP). 

Please bear in mind that these are all PROCEDURES - steps that 

everyone should follow using the desktop computer at a college 

computer lab. 
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FLOW CHART 

 

Next, you should also be aware that a process or a procedure can be 

presented in a linear or a non-linear form. Look at the examples below: 

 

LINEAR FORM 
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NON-LINEAR FORM 

 

 

 

 

 

 

 

 

 

  

 

 

WHAT IS A FLOW CHART? 

 

A flow chart is a graphical or symbolic representation of a process or a 

procedure. Each step in the process or procedure is represented by a 

different symbol and contains a short description of its step. The flow 

chart symbols are linked together with arrows showing the flow 

direction. 
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          TIPS TO DESIGN A FLOW CHART 
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By now, you should be able to transfer information from linear to non-

linear form and vice versa. 
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                NON-LINEAR TO LINEAR 

 

 

 

 

 

 

The video that you have just watched demonstrates the process of 

transforming a non-linear form to a linear form of an "online purchase 

process".  

An example of another transformation is also given, which is the process 

of "how to remove oil stains using baby powder". 
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NON-LINEAR FORM 
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LINEAR FORM 

How to Remove Oil Stain Using Baby Powder How to Remove Oil Stain 

Using Baby Powder 
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           Activity 4 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

What is a flowchart? Describe its function. 
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           Activity 5 

 

Familiar with sequence connectors and how they are used to show the 

descriptions of 'a process' and 'a procedure'. 

 

Connect and engage will help you to be I need your help. I have been 

reading the two paragraphs repeatedly. However, I cannot make my 

decision on which one is better. What do you think? 

Which paragraph is better? 

Paragraph A or paragraph B? 
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Choose and justify your answer. 

 

You may begin your answer like this: - 

"In my opinion paragraph ........ is better than ................. because...." 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 
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           Activity 6 

 

Change the following sentences to PASSIVE.  
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           Activity 7 

 

 

 

 

SAMPLE ANSWERS: 

1. Next, the paper must be soaked in plain water. 

2. The boxes will be shipped after they have been thoroughly 

checked. 

3. First, the cans need to be washed and dried. 

4. Finally, the heat should be reduced to 45 degrees Celsius. 

5. Chopsticks are used to pick out the seaweed from the soup. 

 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 
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2.7 

Check out the list of the irregular verbs below. The list will be very 

helpful when you have to change active sentences to passive sentences. 
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           Activity 8 
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           Activity 9 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Scan the following QR code to watch the making of banana split video.  Do pay attention to each 

step presented in the video. Use PASSIVE VOICE in your description. 
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Now, after watching the video, you may start your description with: 

Firstly, … 
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           WHAT SAY YOU? 

 

Scan the following QR codes to watch the following videos. From the TWO (2) videos, which one 

would you think better? Why? 

 

 

 

 

 

 

 

 

               A    B 
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DEMONSTRATIVE SPEECH 
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STRUCTURING ORAL PRESENTATION 
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PREPARING THE SPEECH 
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           Activity 10 

 

If I were to give a demonstrative speech, I would choose to demonstrate how to 

clean an aquarium. 

How about you? 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 
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GIVING CAUTION & WARNING 
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IMPERATIVES 
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           Activity 11 

 

Draw ONE (1) warning or caution sign in the box provided. Then, provide the 

message it conveys by using IMPERATIVES. 

 

Example: 

 

Wear proper footwear in this area. 
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           Activity 12 

 

Write clear instructions to caution or warn, based on the signs given. 

 

1  
 
 
 
 

 

_________________________________________ 

_________________________________________ 

2  
 
 
 
 

 

_________________________________________ 

_________________________________________ 

3  
 
 
 
 

 

_________________________________________ 

_________________________________________ 

4  
 
 
 
 

 

_________________________________________ 

_________________________________________ 

5  
 
 
 
 

 

_________________________________________ 

_________________________________________ 

6  
 
 
 
 

 

_________________________________________ 

_________________________________________ 
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           Activity 13 

 

Read the text about a simple step on making a kite.  Rewrite it as a set of 

instructions using imperatives.  

 

 

 

 

 

 

 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

_____________________________________________________________________________________ 

 

 

 

 

Materials are gathered.  The paper is folded in half widthways.  The front corner of the top 

layer is bent down to touch the crease.  The similar step is repeated on the back layer and 

then stapled.  A hole is made near the front of the crease.  String is threaded through hole, 

and it is tied off.  The kite is flown in a decent steady breeze area. 
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3.1 

3.2 

                            INTRODUCTION TO MAKING ENQUIRIES 

 

DEFINITION 

- Enquiry is the act of asking questions or collecting information about 

somebody/something. (Oxford Dictionary) 

 

Some examples of enquiries for you: - 

- What is your name? 

- Can I pay you later? 

- The cab is full, isn’t it? 

 

There are a few methods of making enquiries. 

A. Using WH-Questions 

B. Using Modal  

C. Using Yes/No Questions 

 

 

                         WH-QUESTIONS 

 

 You may form enquiries using the list of WH-QUESTIONS below. 

 

 

 

 

 

 

 

 

WHAT  WHERE  WHO 

WHICH  WHEN 

WHOM  WHY  WHOSE 

       HOW 
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           Activity 1 

 

Using WH-QUESTIONS, write FOUR (4) enquiries. 
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3.3 

 

                         MODALS 

 

You may form enquiries using the list of MODALS below. 
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3.4 

 

           Activity 2 

 

Using MODAL VERBS, write FOUR (4) enquiries. 

 

 

 

 

 

 

 

 

 

 

                           YES/NO QUESTIONS 

 

You may form enquiries using the list of YES/NO QUESTIONS below. 
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           Activity 3 

 

 

Using YES/NO QUESTIONS, write FOUR (4) enquiries. 
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3.5 LETTERS OF ENQUIRY 

A letter of enquiry is a request for information that the writer (the sender) believes the reader 

(the recipient) can provide. Regardless of its subject, the objective of the letter is to get the reader 

to respond with an action that satisfies the enquiry. The action taken can benefit either the writer 

or reader, and sometimes both. The scope of the letter must include enough information to help 

the reader determine how best to respond. 
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Here is an example of a letter of enquiry: 
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           Activity 4 

 

 

Find ONE (1) advertisement related to a specific product.  Write a letter of enquiry to the sales 

manager for information on the catalog, price list, and possible discounts.   

*Do attach your advertisement with your letter. 
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3.6 REPLY TO LETTER OF ENQUIRY 

 

It is important that the reply to the letter of enquiry be written promptly. The consequence of a 

late reply may be costly, as the potential customer may turn to another company. In addition, to 

attract the potential customer, you should ensure that the reply is written in a way that is 

pleasant.  

 It is equally important to make a good impression when responding to the letter of 

enquiry from a potential customer. Of course, the best impression can be made by providing the 

materials or information that the customer asks for, and this positive impression will be enhanced 

by a well-written response. 

CONTENT OF REPLY EXAMPLE 

Acknowledge the letter of enquiry Thank you for your letter dated … 
I refer to your enquiry about … 

State the action taken. Focus on conveying 
key/main information 

We enclose herewith … 
I have checked … 

Give suggestions to help the sender to decide We would like to suggest … 
I recommend that … 

Close the reply with an appropriate ending I look forward to hearing from you. 
I hope this information … 
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Here is an example of a reply from AGROLAND to the letter of enquiry from AZTEC Fertilizer 

Trading: 
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           Activity 5 

 

 

Based on the previous letter of enquiry (Activity 4), write a reply to the letter by providing the 

information requested.   
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3.7 MEMO WRITING 

A memorandum (memo) is a note that is written to people who work in an organization.  In other 

words, it is a written communication from one person to either another person, a group of people 

or a department in an organization. The memo is a convenient form of internal communication 

or correspondence between employees within the organization about work-related matters.  

 

PURPOSE 

 

 

CHARACTERISTICS 
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TEMPLATE 

 

 

BODY 
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CALL TO ACTION 

 

 

 

 

 

 

SAMPLE 
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           Activity 6 

 

 

Write a memo by selecting ONE (1) of the topics below. Use the proper length and format of 

writing a memo. 

1. You will be away and you require someone to allow janitors to clean the language labs every 

Tuesday and Thursday while on vacation. 

2. Customer service needs to be improved at your workplace and steps that should be taken. 
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4.1 INTRODUCTION TO COMPLAINTS 
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4.2 MAKING COMPLAINTS 
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4.3 DEALING WITH COMPLAINTS 
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EXAMPLE OF MAKING AND DEALING WITH COMPLAINTS DIALOGUE  
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           Activity 1 

 

 

 

 

 

 

 

 

 

 

 

What is your biggest pet peeve? Why does it bother you so much? Share it with us here. 
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           Activity 2 

 

Using proper expressions, construct your displeasure / annoyance about something that bothers 

you. 

E.g. 

Sorry to bother you but I have been waiting for my food for forty-five minutes now. 

 

 

 

 

 

 

 

 

           Activity 3 

 

 

In this task, you are required to perform a short role-play in front of the class from ONE (1) of the 

situations given below: 

a) You booked a room in a hotel but, to your disappointment, you found out your room was not 

available. 

b) You are not satisfied with the food served on the campus. 

c) Your friend complained about not inviting him/her to your birthday party. 

d) You bought a smartphone and you found that many options are missing. 

e) The neighbours made a lot of noise late at night. 

f) Any other topics that are relevant. 

Duration: 4-5 minutes 
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4.4 

4.5 

HOW TO HANDLE AN ANGRY CUSTOMER 

 

 

 

 

EXPRESSIONS USED FOR DEALING WITH 

COMPLAINTS 
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ROLE PLAY EXAMPLE 

Scan the following QR code to view the video. 
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                        TEST 1 

 

Match each part of the dialogue with suitable correspondence. 

A. Waiter!  It's now almost 
half an hour and I 
haven't been served 
yet. 

 • We're terribly sorry for 
the inconvenience, 
Madam.  We had some 
problems with the 
computer system. 

B. Excuse me, how should 
I know how much I 
have to pay with your 
meter off? 

• I'm terribly sorry, sir.  
It's out of order.  That's 
why I couldn't use it. 

C. I have a complaint with 
the manager.  I've been 
kept waiting for more 
than half an hour. 

• Oh dear.  I'm so sorry 
about that.  I promise it 
wouldn't happen again. 

D. Look what you've done 
to this book. 

• Sorry, sir, but I have 
too many orders.  I'll 
serve you soon. 

 

 

 

 

                        TEST 2 

 

Scan the QR code below to watch the video.  After watching it, answer the following 

questions. 
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1. What room is Mrs. Beatty staying in? 

A. 504 

B. 541 

C. 514 

D. 540 

 

2. What city is Mrs. Beatty staying in? 

A. Chicago 

B. Los Angeles 

C. San Francisco 

D. Charlottetown 

 

3. Mrs. Beatty complains about the following EXCEPT 

A. She is in a smoking room. 

B. Housekeeping didn't make up the room. 

C. The TV doesn't work. 

D. There aren't any movie stars at the hotel. 

E. She had to carry her own luggage. 

 

4. Why is her hotel so bad? 

A. She is at the wrong hotel. 

B. It is very cheap. 

C. The hotel gave her the wrong room. 

 

5. Who is Mrs. Beatty going to ask for help with her bags? 

A. a housekeeper 

B. a taxi 

C. a movie star 

D. a student 
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