
COMPLAINT LETTER

PROBLEM TO SOLVE

1. You have been delayed in your air flight.
2. You decide to write a complaint letter to the company

SKILLS (Reading/Writing)

READING FOR 
INFORMATION AND 
ARGUMENT

OVERALL READING 
COMPREHENSION

IDENTIFYING CUES 
AND INFERRING 
(Spoken & Written)

B2

« Can understand articles 
and reports concerned with 
contemporary problems in 
which the writers adopt 
particular stances or 
viewpoints. »

« Can read with a large 
degree of independence, 
adapting style and speed of 
reading to different texts 
and purposes, and using 
appropriate reference 
sources selectively. Has a 
broad active reading 
vocabulary, but may 
experience some difficulty 
with low frequency 
idioms. »

« Can use a variety of 
strategies to achieve 
comprehension, including 
listening for main points; 
checking comprehension by 
using contextual clues. » 

COHERENCE AND 
COHESION

CORRESPONDENCE OVERALL WRITTEN 
PRODUCTION

B2

« Can use a variety of 
linking words efficiently to 
mark clearly the 
relationships between 
ideas. » 

« Can write letters 
conveying degrees of 
emotion and highlighting 
the personal significance of 
events and experiences and 
commenting on the 
correspondent’s news and 
views.» 

« Can write clear, detailed 
texts on a variety of subjects
related to his/her field of 
interest, synthesising and 
evaluating information and 
arguments from a number of
sources. »

from  CEFRL, Council of Europe 2011, http://www.coe.int/t/dg4/linguistic/Source/Framework_EN.pdf

MATERIAL

* The article :http://www.bbc.com/news/technology-32513066
* Site :http://letterblog.social/2015/04/business-complaint-letter-format/
 * Videoprojector

STEPS

1. Complaint letters

The  students  have  to  look  at  a  website  to  find  the  elements  of  a  complaint  letter :
http://letterblog.social/2015/04/business-complaint-letter-format/

http://www.coe.int/t/dg4/linguistic/Source/Framework_EN.pdf
http://letterblog.social/2015/04/business-complaint-letter-format/
http://letterblog.social/2015/04/business-complaint-letter-format/
http://www.bbc.com/news/technology-32513066


 
In the recap, draw an example of a complaint letter and write the legends

2. Making suggestions

The students have to make suggestions about technology in an airplane.

This step will enable them to make a mindmap.

After that the students have to complete the following chart to read the article at home

4. Reading the text (at home)
(« Can  use  a  variety  of  strategies  to  achieve  comprehension,  including  listening  for  main  points;  checking
comprehension by using contextual clues. » )

They have to read the text (http://www.bbc.com/news/technology-32513066)  at  home  and they
have to complete the grid

This step will enable to find relevant information.

4. Transforming the text

Each team discuss about the elements they have found to complete the « contents » column

This step will enable to make them share information and summarize them
 

http://www.bbc.com/news/technology-32513066


 5. Writing the letter
(  «Can write letters conveying degrees of emotion and highlighting the personal significance of events and experiences
and commenting on the correspondent’s news and views»   )

The students have to write a complaint letter by using the elements found in the text

 
Help them individually 

 
Tips for written feedback : you can use a code for their written text to help them to improve

their writing skills :

B2                            (complex structure) B1 ________________  (mistakes  but
understandable)

B1                             (interesting structure) A2        
                   (mistakes  but
understandable if a second reading)

A2 ______________ (basic ideas) A1
                           (not understandable)


