Writing Lesson Plan

Grade Level: 




Grades 9-12

Professional-Technical Content Area:
This lesson is applicable for any subject area.

Subject Addressed:
Writing skills; communication skills

Idaho Achievement Standards Addressed:

753-01.
Understand and use the writing process.
753-02.
Write and edit for correctness and clarity.

753-03.
Write to inform and explain.
Lesson Title:
Writing to Communicate Effectively:  Drafting a Letter
Lesson Overview:  This lesson, which can be used in any subject area classroom, will guide students through a writing strategy that will help them to communicate effectively in the workplace.  Correspondence is one of the genres of workplace English, that is, the English that is most often used to correspond, share information, address requests and customer complaints, and communicate ideas in the workplace.  In this lesson students will learn how to compose a letter of complaint.  In addition to basic writing skills such as sentence structure, grammar and spelling, students will learn how to gather, review and synthesize information; judge the accuracy and appropriateness of language; and communicate their ideas clearly and in an organized fashion. This lesson can be used frequently with different subject matter to help students improve their writing skills as well as their communication and organization skills.
Intended Outcomes:  In addition to the subject area objectives, upon successful completion of this lesson, students will have gained experience in:

1. Demonstrating steps of the writing process (753.01.a)
2. Writing in order to generate, record, and reflect upon ideas (753.01.b)

3. Evaluating and choosing appropriate style and vocabulary for particular audience (753.01.c)

4. Applying rules and conventions of grammar, punctuation, capitalization and spelling (753.02.a)

5. Formulating purpose, thesis, relevant support, and focused paragraphs; choose tone, voice style, mood and persona appropriate for different purposes, disciplines, and audiences (753.02.b)

6. Incorporating facts, data, and processes from technical and non-technical materials into writing (753.03.a)

7. Choosing the appropriate format to inform and explain (753.03.b)

Assessment of Objectives:  
Student will produce a final letter for evaluation.  Teacher can develop a rubric for grading.
Time Allotment & Materials Needed:  55 or 60 minutes, sample memo and complaint letter, and the assignment handout (attached)
Lesson Plan (attached).  
Resources:  
Boiarsky, Carolyn. (1997). The art of workplace English: A curriculum for all students.  Portsmouth, NH: Boynton/Cook Publishers.
Lesson Plan
Introduction/Rationale:  The teacher should introduce the content of the lesson by explaining that correspondence is an important way that people communicate in the workplace. Letters, memos, faxes and email are the types of written correspondence most commonly used. (5 minutes)
Need-to-Know:  Correspondence is written for many reasons: to inform, to request, to share information, to report on a meeting, to provide negative or positive news, to order or to sell a product, to name a just a few.  Much of the correspondence written by workers relates to the day-to-day business of running a company or organization, and is internal correspondence written in the form of memoranda (memos) and transmitted via email.  Sometimes employees need to write to people outside their organizations.  In these cases, a letter is the appropriate format to use.  Letters are also used when consumers want to order a product or register a complaint with a company.  The complaint letter has four primary parts:  a summary statement, a paragraph of background information related to the compliant, a paragraph with the complaint details, and an action statement (what action the writer wants the reader to take). Discuss how and why a letter of complaint might be used by students in their everyday lives and in the special occupational area in which they are studying. (5 minutes)
Demonstration:    Show students some examples of workplace correspondence (see attached memo and letter of complaint with notes).  Have students identify the ideas that are communicated in both.  In the memo, discuss the key issue being communicated and the action that is requested.  In the complaint letter, have the students identify the summary statement, background information, complaint details, and action statement. Discuss whether the author of each correspondence is successful in communicating those ideas effectively to the recipient of the correspondence.  (10 minutes)
Guided Practice:  The teacher will provide the students with a scenario involving a problem with a company’s laptop computer (see attached Assignment, “A Problem with the Company’s Laptop Computer”).  The object of the practice is for the student to write a complaint letter that expects the reader to take corrective action.  Provide the handout with the assignment to write the letter and review it with the students.  Then have students do Activity 1. Activity 1 guides students through the process of identifying the important parts of the complaint letter. Teacher should circulate around the room and provide support to students as they complete this activity. (Note:  the teacher may adapt the assignment to make it more relevant to the subject area of the class.) (15 minutes)
Feedback:  Activity 2—Teacher should have class break into small groups of three or four and have students review and critique each other’s letters.  (15 minutes)
Unguided Practice:  Activity 3—As a take home assignment, students will develop a final letter based on feedback from their peers. 
Assessment:  Students will turn in the finished letter at the beginning of the next class lesson.
Assignment

A Problem with the Company’s Laptop Computer
You are a technician working for PCA Manufacturing Company.  A year ago the company authorized you to purchase a laptop computer for your supervisor. You bought a laptop from the Discount PC and paid $865 dollars for the unit.  The laptop was a Nakaturi model 636.  The purchase was made on Discount PC’s invoice number PC98020.

Two months ago, on June 23, the laptop failed during an important meeting, and your supervisor asked you to take it to Discount PC for repair.  The customer service representative (Rich Steeter) wrote up work order PCR233 and gave you a copy for your records.
You phoned Mr. Steeter every few days for over one month, and he kept saying he was waiting for parts. Finally, after five weeks, on August 2, you went to the store and confronted him.  He admitted that he couldn’t fix the laptop and gave it back to you.  You took it to Delphi Computer for a second opinion, and on August 3 the computer repair person, Lex, you were told that the laptop could not be repaired.  He explained that whoever tried to repair the laptop previously had blown the mother board.  This information was written on the work order (DC459 that he handed you. 
Your only option at this point was to purchase a new laptop, which you did from Delphi Computer. It cost $940.  You went back to PCs Made Right and told Mr. Steeter that his shop had blown the mother board.  Mr. Steeter acknowledged that his shop ruined the laptop.  You asked for a settlement of $470, half of the cost of the replacement, and Mr. Steeter agreed that the amount was reasonable.  However, three weeks have passed and you are still waiting for a check for $470.
Write a letter to the Customer Service Manager of PCs Made Right, Ms. Janet Smith, in the head office in Boise, Id.  Describe the problem and ask for the reimbursement.  The address is 1730 Central Avenue, Boise, ID 83260.
Activity 1—getting organized:  Review the assignment information again, and complete the following:
1.  Summary Statement: Write a summary statement that briefly sums up the problem.

_____________________________________________________________________
_____________________________________________________________________

2. Background Paragraph:  Write two or three sentences that provide the reader with background information on the issue.

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

3. Complaint Details:  Provide two or three sentences explaining your complaint:

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

4. Action Statement:  Write a sentence or two that communicates the action you want the reader to take and why.

____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

Activity 2—Feedback:  After completing Activity 1, students will break into small groups and share their work with their classmates.  Students should use the following questions to provide feedback on other students’ work:

1. Does the summary statement provide a general overview of the problem?  Is the problem clear and easy to understand?

2. Are the background facts complete, well organized and clearly presented?

3. Are the complaint details complete, well organized and clearly presented?

4. Does the action statement clearly state what action is required and why?

5. Are the sentences complete in thought and punctuated correctly?

6. Are there any spelling errors that need to be corrected?

7. Is the tone respectful yet assertive?

Activity 3—Creating the Complaint Letter: Following the format below, students will create the complaint letter to the customer service manager. Students should remember to proofread the final letter for spelling and punctuation errors.  Students should sign the bottom of the letter and turn it in at the beginning of the next class. (See also sample letter)


Today’s Date

Name of Recipient

Title of Recipient

Company Name of Recipient

Company Address

City, State  ZIP

Dear (Name of Recipient):

Paragraph 1=Summary Statement

Paragraph 2=Background

Paragraph 3=Complaint Details

Paragraph 4=Action Statement

Sincerely, 

Your Name

Sample Complaint Letter
October 23, 2005

Mr. Jeff Greens

Customer Accounts Manager

WorldCard Bank

1135 Money Way

Lewisville, OH  93231

Dear Mr. Greens:

There is an error on my October 3 WorldCard statement that has resulted in an overcharge which I am asking you to correct.

My WorldCard Account number is 3124680-9, the entry is item 6, dated September 24, 2005, the vendor is Fireside Service Station, the control number is 001473, and the dollar entry is $262.90.

My records for this item show that I bought 11 gallons of gasoline at $2.39 per gallon, which calculates out as $26.29.  This is exactly one-tenth of the amount shown on my statement, which indicates that a decimal point error has occurred.
Please credit my account with $236.61, which is the difference between $26.29 and $262.90, and reverse any interest charges that have been applied.

Sincerely,

Mary Smith
Summary Statement:  There is an error on my October 3 WorldCard statement that has resulted in an overcharge, which I am asking you to correct.

Background:
My WorldCard Account number is 3124680-9, the entry is item 6, dated September 24, 2005, the vendor is Fireside Service Station, the control number is 001473, and the dollar entry is $262.90.

Complaint Details:
My records for this item show that I bought 11 gallons of gasoline at $2.39 per gallon, which calculates out as $26.29.  This is exactly one-tenth of the amount shown on my statement, which indicates that a decimal point error has occurred.

Action Statement:
Please credit my account with $236.61, which is the difference between $26.29 and $262.90, and reverse any interest charges that have been applied.

Model Complaint Letter for Assignment

February 23, 2006
Ms. Janet Smith

Customer Service Manager 

Discount PC
1730 Central Avenue

Boise, ID 83260

Dear Ms. Smith:

We have received unsatisfactory service from your Lewiston Branch and I am appealing to you to resolve the problem.

The incident concerns a Nakaturi model 636 laptop computer, which we purchased from your Lewiston Branch in June 2004 on Discount PC Invoice No. PC98020.  
On June 23, 2005, I took the laptop computer to your Lewiston office for repair.  After five weeks, Mr. Rich Steeter, the Lewiston office customer service representative, informed me that the laptop could not be repaired.  I then took it to Delphi Computers for a second opinion.  They discovered that when Discount PC worked on the laptop, they blew the mother board (see attached copy of Delphi Computer’s work order DC459).  

We have had to purchase a new laptop computer, and have suggested to Mr. Steeter that Discount PC should bear half of the purchase cost, which would be $470.  He agreed, but has made no attempt to pay us. I am asking you either to instruct Mr. Steeter to cut us a check, or for Discount PC in Boise to send the check to us (payable to PCA Manufacturing Company).  

Sincerely,

Your Name

Analysis:

In this letter, Paragraph 1 is the Summary Statement
Paragraph 2 is the Background Information
Paragraph 3 contains the Complaint Details

Paragraph 4 contains the Action Statement

