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_ormmrmmicafion: is the process of transfermng the imformnation from
one place, person, or group to another

1. The sender

2. The ver
1) sender
2} recarver
3) meessame
4) instment

17 zender: the part sending mformaton using the means of
commumication to the recemar,

2} receiver: the part receiving mformaton by using mweans of
commmication.

3) mezzaze: a bunch of 1deas mwans and concepts the sender send to
the mcemver by wmz different means and chamnels of
C oI C O

4) imstrument: the way of tansfernring the message or the information

from the sender fto the receiver: such as personzl meefings,
conferences, reports, letters, magarmes, newspapers, posters,
pictures, movies, phone calls, telex mternet . act.

Ci:-mmlm.lca.hm:ls m-:h the crgamzation take different directions,
whech could be driided into two parts

1) Vertycal.

2 Honzomtal.

1. vertical: betwreen boss and subordinates

a- used to transfer orders, Imstmchons from bosses to lower levels.




b- used to transfer reports from subordmates to agher levels.

: 1t 15 acconplished between crgamzations umits 1 the

same level
ol kel
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Business letters
Ao Jadll il 1

Busimess letters represent business people 1o dealmg with thewr customers.
It 15 mmportant that the letters leave the reader wath a good mpression of

The qualities of effective busines: letter
(el a4 jadh e B aia
1- creates a zood fost mpression
2- appeals to the readers pomt of view
3- 15 comrect 1 every detal
4- 1=z fnendly and smmcere
3- promotes good wall
6 15 clear and complete
7- 15 concise
8- flows smoothly
9- 15 well paragraphed
10- avoad jarzon

The main parts of the buzsiness letter

A a3 L 0 g 1 2150

The busmess letter conmists of many parts. These parts mwst be amrangzed
m a certamn way that will mzke the letter meanmeful and will contmbute
to attain the pupose of the messaze.

The Parts of Business Letters -

1.the heading: A ol 5

Conzist of the sender’s name address, telephone pumber and telex
address. It may include the company's trade mark. It 15 centered on the
top of the paper.

Example:




The wam stores co. .
Rasheed street.
Baghdad,

Iraq.

2 _the date: fu b
It 15 the second part of the letter that located on the nght side of the
letter below the heading. The date consists of the day, the month, and the
Vear.
Note:
l.do not use fizures for the month.
2.do not abbreviate the month.
Jthe comma comes before the wear
Example:
October20 2007
February11. 2008

3.the inzide address: 4 Jua &l 5 55
It consists of the name, address of the person or the company vou are

Wiiting fo.
It 15 located below the date lme at the left side of the paper.
Example:
The wraq tradimg conpany,
Al-Fasheed Street.
Baghdad
Irag.
4.the salutation: [ 4xd

It 15 the zreeting to the parson or the company vou are wmhng before
stariing the message. It 15 located at the left sude of the letter under the
ms1de address.

Example:
Dear sir
Or dear sus,
Dear mr.ahmed




2 the hodys (e gl phediel) alls J) St
It 15 located below the sahutahion, contams the essential mformation of
the message. It should be aimanged mn at least three parazraphes.

f.the complimentary close: awidald aad
It 1= the fnendly ending of the letter. Typed below the body could be
wiitten at the left ide or the nzht aide of the letter the complimentary
close should mateh the salutahon
Example:
1 1f the name of the person to whom you are wnting 15 not mentoned at
the salutabion-
Dear =zir, dear sirs, ... use the expression (fathfully).
21f the name 15 menhoned at the salutahon:
Dear Umar, Dear Al ... (smeeraly).

T.the signature: 88
Contams the senders name s jop title, department, or the name of s
It 15 tvped below the comphmentary close

Example:

Smeerely yours (1245 4:23)

Pen vmitten ahmed (2 b5

Type written ahmed (F p:ld)
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1-the headms
2-the date

3-the m=ide address

d-the salutaton

B s [ e e

.[: _____________
g-comphmentary close
7-the signature
The Minor parts of the busines: letter

i il dllen (i QN £

In order to make your letter complete. It 15 necessary some times to use
the mnor parts for certain purposes. These parts are as follows:

] Reference numbers: a2 all g3,

Thev are used for future action and filng. Thev are used to indicate what
the letter refers to.

Example:

Chur Bef’
M592-May/23




;._n.__n.:._..'- ;.'I_J.'- el Llades

1-the headins
2-the date

3-the mnmide addres=

4-the salutation

S-body (- e m e

.[: _____________
G-comphmentary close
7-the signature
The Minor part: of the business letter

s il dlle Al s (LN ) 3

In order to make your letter complete. It 15 necessary some tmes to use
the munor parts for certam purposes. These parts are as follows:
|.Reference numbers: g pall g

Thev are used for futwre achon and filing. They are used to mdicate what
the letter refers to.
Example:
COhur Bef
MMSO2 Mayi23
1 Attention lime: skadf! k&

You may direct your letter to the attention of specafic person using
erther s name or has title or both. It 15 typed between the 1nside address
and the salutation.

e.g: the m=ide address
*for the attention of the sales manager the salutation.

3the subject line: e JI B g ga 2

Usad to direct the attenfion of the recerver to the subject of the letter. It
15 typed after the salutation and centered over the body of the letter.

eg: subject -shipment of zoods or :pncechange

1.the initials e N oBS pudd a1 iy ol




Consist of the wnter's and typist's imhals, or the mmfials of the tvpast
only. Thev are typed at the left side of the letter under the signature.
S.the enclozures ik padi
Tvped below the imfials.

e.g: Encs: 2 samples
or Encs: cheque

B.carbon Copy (C.0.): vufat) 4 i & 28
Tvped below the mtials or enclosure notahon.

T.post seript Al e gaall 45 gals
(ps)

Tvped below the (c.c.) notahon, used to add information and to athact
attention of the recerver.

Terms of Trade

(5 o okl gy
These terms mean the place and the tme m wiech the goods are
delrvered to the buyer and mdicate the discounts and time of payment.
Terms of trade are as followrs:
A) Terms of delivery
1-Loco (bl [ b o el
The buyer has to recerve the goods m the sellers stores (factory or
stores), the buver must pav expenses to transfer the poods from the sellers
store to s store.
puggpial e | gdigiae fdoladldhe gl g sl e
4535 Jackond) Elda P i Lol

2 Free alonz side ship (F.ALS) (Jpesl gli 2 paloln)

This term means that the dehwery of goods takes place at the
[port of departure] before loadmg on the ship. This means that the seller
bear: expenses to transport the goods from hs stores to the dock.

3-Free on board (F.0.B) (il b J& o)




The goods are delivered to the buver on board the ship at [the port of
departure] the seller bears all the expenses to carry the goods to the ship
board

d-cost and freight (C.&TF.) (Jasl 4 Aiki

The debvery of goods take place at the port of amival The seller
bears all the expenses to tansport the goods from s stores till they are
recerved at the port of destination. exchiding iInsrance prevromm

S-cost inzurance and freight (CLF) (=i fcs + il Bl 5 Al
)

(oods are delbvered to the buver at the port of destination. all expenses
are borme by the seller meluding mmsurance.

G- Framco (s fsadl [ o o2 puldli)
Goods are delivered to the buyer stores. All expences are bome by the
seller included mn the price offered to the buver

B) Terms of paviment
It 15 the e 10 which the buyer has to pay for the goods be bought.
these terms are the followmg:

1-cash with order (C.W.0,) (=l 2= 5 adal)
According to this term the suppher wall only supply the goods 1f he
recerves payvment with the order.

2-cath on delivery (C.0.D.) (pbat &= a2l
This means that the suppher wall send the goods to the buyver who wall
pav at the time of delrvery.

3-cash apainst documents (C.ALD,) (SlaGuall abbd & adali)
The buyer pwmst pay a draft drawn on hum before recerving the
(shipping documents) which melude (ball of lading, inswance pohicy and

the imvoice).
4-cash after a period of time (Sl pakad oo [t ) Jpt 5 G0 n udall)

The payvment 15 done withm a penod of tine agreed upon between the
bryer and the seller.
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The seller sives the buver a certain amount of discount if he payvs within

a limated penod of tmse.

Terms of trade el B Loy s
Terms of dalmery el Iy
Terms of payoeent P g g
Lolo dalivery ol e R )
fas Ceadl glise b 2l 2l
Take place i
Paort of departure el sl
Loading on the ship il gl b laadl)
Expenses s fuca
Docks el m
FODB il gl =l
Shrpboard aldd| ulh
C.&F. el + 3K
Part of destimation g sl el
Including pss
Excludimg l=la
CLF P+ ]| 4 AT
Franco (5 Pl o i B aalSl)
CWwWO il ma L a2
COoD el i U a2
Suppher el
TAD Sl 2] (8 i
Dt sl
Chawn on T
Shipping documents Ll s
Ball of ladmg gl e gl
Insurance policy ) A

The mvoice

3l

(Cash after a penod of time

5 sl A B 2 B piga g g Sl




Cash wnth discount sl wa |5
Amount of discount pandll p o
Lomited penod of ime Jea il e ga s
Bill of exchange i
Arrangment styles of Business letter
g el dlle 1) A58 il
/ ] —
1.full_Blocked style : Jatsl Lyl cagluh

all parts of the letter begin at the left side of the paper. It 15 modem
and tune saving

2 the Blocked style : cmillall s ghuati]

all parts of the letter begin at the left side of the paper except, the
date, com. close , and signature.

3.semi Blocked style : el b Lyl

It 1= the same as the blocked style except , the paragraphes are indented

4.the indented style : ol waghea]
The m=mide address 15 indented wath a conmna after each hine,
It i old fashioned

5.the simplified style : Sal] gledy]

The same as the foll Blocked style except that 1t has no salutation,

no comclos .




Kinds of business letters
i adll Ji M glgo  (enquiry letter

It 15 aletter written by the buyer and the seller askmg about
mformation such as , prices, catalogne, sample, and general mformation.
some practical steps of wnimg enqury letter -

L.Explain the way vou know about the address

Example:

a-we got yvour name and address from the .. Embassym.......

b-we have seen vour adverisement m ... DeWs paper no. ... dated. ..
c-we have visited vour stand m ... .

d-vour representative visited us and gave your name and address.
1.state the information vou need :
a-will you please send us your ... For.. .. .
b-please quute vour pnce for the following tems: 1-.... ... :

3.End vour letter as follows :
a-we are loockmg forward to recering your reply soon
b-we lock forward to heanng from you as soon as possible .

() write a letter of enguiry using the following :

# the letter is sent by the Iragi stores co., al-rashid st. | Baghdad . Iraq.
% the date of the letter 1= 15-1- 2010

% The letter 15 sent to al-ahram carpet co. al-jeeza st. | cairo -Egypt.—
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W A letter of enquiry L. MW

The Iraq stores co. |

Al-rasheed st.,
Baghdad,
Irag.
Jammary 15, 2010
The manager
Al- shram carpat co. ,
Al-Jeeza st
Cawro |
Ezvpt .
Dear sir,

We have got your name and address from Al -sabah news paper
dated on December 23, 2010 No . 1350




Please quute your pnce for the followmg ifems
1-100 pes carpet 4%6
2-200) pcs carpet 4%3
3-60 pes carpet 2%3
'e are looking forward to recernng your reply soon
Fathfully yours
Waleed abed-al. ..
Sales manager

' qj
ﬂ A reply to Enquil‘rdL..,J:....u'ﬁ e 4

&

S
It 15 a letter wntten by the seller to the buyer gvmg hum a

catalogue, samples and general information about the goods offered for
sale

Some practical steps for writing a reply to enguiry :

Dear air |
a-we recerved with thanks your letter of enquury dated ... And No. ...

Askng about .. .

b-thank wvou for yvour enqury dated.... And MNo. ... asking
about. . ..

c-we are happy to sent you out ... .

Ending :

a- we shall be happv recerve vour order soon

b-we look forward to recerve your order soom .

c-we hope to hear from you very soon .




)/ write a letter of (reply to enguiry) using the following :

1-the letter 1= sent by (Volkswagen outomobile co. , highway st .
Brazl)

2-the letter iz sent to (Al-shark co. for the spare parts , Anadhol st. |
Istanbul- Turkey)

3-the date of the letter 15 25-8-2010 and No. E1

4-the date of enquury 1z 15-8-2010 and No. 91, asking about a
catalogue of spare parts.

5-the letter 15 signed by mohammed 1gbal manager.

6-Enclose with the lefter a catalogue .
T-send a copy to the stores .

B-use full blocked style.

A reply to enquiryMW e N Ay

Volkswagen outomobile co. |
High way street .,
Bra=l
Angust 25 2010

Al-shark co. for spare parts ,
Anadhel st ,
Istanbul,
Turkey.

Dear sir

Thank you for vour enquiry dated on Angust 15, 2010 and No -19
zsking about a catalogue of spare parts.




We are happy to send you out a catalogue of spare parts we shall
be happy to recerve your order soon
Yours farthfully
Mohammed Ighal
Manager
Encl a catalogue
c.c. to the stores

W Discount asadl)

l-caszh dizcount :

Thas 15 an allowance made by the seller to the buyer for pavment

2-trade discount :
It 15 the amount allowed off the price- hist of the goods to traders to
encowrage them to by agam.

3-Cuantity dizcount ;
It 15 the amount allowed off the price- hist of the zoods to traders to
encowrage them fo by more.
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THE QUOTATION LETTER

ST RNy

It 15 a letter wmiten by the seller to the buver grving bum the prices
of the goods offered for sale .

I contamns :
a-the price per umt of goods

b-the discount 1f 1t 15 allowed

Dear =ir |
We recerved with thanks vour letter of enquuiry dated. ... And Mo _.

Askmg about prices of ... .
Chur prices are as follows -

a-we look forward to recerve vour order very soomn .
b-we shall be happy to recerve your order soon
c-we hope to hear from vou soon

Q) write a letter of the quotation using the following :
1-the date of the letter 15 5-10-2011 and No. 112
2-the letter 15 sent by Philips co. , for electromics . hugh way st.
Tokvo- Japan .
3-the letter 15 sent to waleed voumnf , the Iraq stores co. , abrashd st
. Baghdad — Iraq .




4-the latter 15 sent to the attention of manager
5-the date of enquiry 5-9-2011 and No. 53 6-
the prices gven are :
a-500 pes video Philips 60§ each .
b-200 pes T.V. Philips 100§ each .
-the letter 15 signed by henry Phubips export manager .
-sent a copy to the stores .
-uze full- blocked style.

AQUOTATION 5pacll Al ‘ T-"
_al -y

Phibps co. for Electromeces |

Hizhway =t.,

Takyo,

Japan .

May 10, 2011
The manager
The Iraq stores co. ,
Al-rashad st. ,
Baghdad ,
Irag .

Dear Mr. walead |

We recerved with thanks vour letter of enquury dated on 5-9-2011 and
Mo. 533 | askmg about the prices .
Our pnces are as follows -

a-500 pes vedio Philips 608 each .
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THE OFFER
o yal) Al

it 15 a letter written by the seller to the buyer offering his good or
service at certain prices and terms

the offer letter contains :
1-the nature of goods .

2-details (description) about the goods .
3-Terms of pavment and delivery .
4-Time of delivery .

Dear Mr. |
We would like to tell you that our product of (._.) will be soon put into
the market with best quality and prices .
If you are interested please let us know
Our terms of delivery
Time of delivery

We look forward to receive yvour order

Dear Mr. |




We thing that you may be interested that we will put on the market new
brand of { ) with best quality and prices If you are interested please let

us know .

Q/ write a letter offer using the following :
-the letter 1s sent by Al-ahram carpet co. , Al-jeeza , cairo- Egypt .
-the letter is sent to salem amen . the Iraqi trading co. , Al-rashid st. .
Baghdad- Iraq.
-the date of the letter 15 13-1-2011 and No. 45 .
Good offered (carpet 4%6)
Terms of payment : C.OD.
Terms of delivery : F.AS.
Time of delivery
Goods will be delivered within 3 weeks after receiving your order

-the letter is signed by - Ali abed Al-hammed- sales manager

Ends . acatalogue and price list




THE LETTER OF OFFER

oand Al

Al-ahram carpet co. .

Al-Jeeza

Egvpt .

No. 45 January 1, 2011
The Iraq trading co.

Al-rashad st. |

Baghdad

Irag .

Dear Mr. salim

We think that vou may be mmterested that we will put on the market a
new brand of carpet 4%6 with best quahity and pnces .
Terms of payment : C.OD.

Terms of delrvery : FAS

Time of delivery

The goods will be delrvered within 3 weeks after recering vour order
If vou are mferested please let us know

Sincerely yours
Al abed Alhammed
Sales manager
Encl catzlogue
Price hst
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The order letter
allall AL,

It 15 a letter wrnitten by the buyer to the seller asking him to send the goods
agreed on in the quotation .
Dear sir :
a-we received with thank vour letter of quotation dated .... and No. ... .
please supply the following :

item No Description quantity unit price total

Terms :
Delivery:

Payment:

I am waifing to receive the goods as soon as possible.




Q/ write a letter of order using the following :
-the letter 15 sent by the Iraqi stores co. , Al-rashid st. | Baghdad- Iraq.
-the date of the letter 1s 23-10-2011 and No. 34 .
- the date of quotation 1-10-2011 and No. 60 .
-the letter 15 sent to Seiko watch co. , 60 high way st. , Tokvo- Japan.
-the goods ordered are :
a- 100 pcs men watch 50% each
b 1000 pcs women watch 60%
each c- 500 pcs wall watch 20%

each
ferms :
payment:C.W.0.
delivery :-F.O.B.

-the letter 15 signed by Ali Hassan import manager

-use senu blocked style




The order letter

The Iraqu stores co. ,
Almmashid st
Baghdad ,

MNo. 34 october 23 |, 2011
Seiko watch co. |

We recerved wath thanks your letter of quotahion dated 1-10-2011 and
No. &0
Please supply the following
item MNo. | desenphon quantity Uit price Total
1- Men watches 100 pes 50 ea $5000
2- Woman watches | 1000 pes $60 ea 56000
3- Wall watches 300 pes £20ea 310000

Terms :

Delivery: FOB.

Pavment - C.W.0.

I am waiting to recerve the goods as soon as possible.

Yours farthfully
Ah Hassan
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It 15 a letter written by the buver to the supplier (seller) complaining
about; damaged items , late delivery .or the subjects ordered are delayed

(1) if the goods are delaved :

Dear Mr.

Refer to our order dated ... .and No. ..... we are very sorrv to tell yvou that
your goods have been delayed in delivery .

This will cause us some problems with our customers and in our selling.
Please send the goods as urgent as possible and we hope that this waill
never happen again .

——— W B

(2) if the subject of the complain letter about some of the items

vou received were damaged ;

Dear Mr.

I am sorry to tell you that when we unpacked the goods we found that
some of the ifems were damaged.

We kindly ask you for compensation , we hope that more attention will
be paid i packing for next shipment .
Below vou find a hist of the damaged items.
Encl :

List of damaged 1tems




A reply to complaint
S8l e 3l Al
— —

1-if the subject of the complain about delav of goods ,the reply is as

follows :

Dear Mr.
Refer to vour letter of complain dated_ ... and No. ___.

We are very sorry to hear that the goods were delayed , that was
all because of reasons bevond our control.

We promise you that such delay will never happen again Accept
our apology.

s WEW e, WRE e

2-if the subject of the complain about some of goods were damaged

. the reply are as follows:

Dear Mr.
Rever to your letter of a complaint datedon .... And No. ..... Weare
very sorry to hear that some of the goods were damaged , we

are ready to compensate the damaged arficles
We hope that this will not happen again accept our apology .

e BAR o AEE




10 18 palaal) o

3y silall 13 _palaal) ¢l gis

deaae SO 3k 1o dall p)

) 3 o) i andl S (5 sl dilla s ddagriieal) A4dl)

: 8_pualaall (e alal) Ciagl)

3ol o Q) Cay g salail) cila i ) A sld) CalaaY)

iy g2 ) 9 oS mje & bwalaall 455k daadiceall peatil) gl i
DbV Al llall Cay g dpiSall ) jlgeal)

Al S lae (3adad & 5 ppecill ALY lal Baainal) (uldl 3k

The invoice 3, glall

It 1s an account of goods bought or sold with description |, price and
quantity of each article .

It 1s not only a request for payment but also records of transactions
which give the buyer and the seller information about what has been
bought or sold .

e W . WD

Parts of the invoice :
1-the name and the address of the company (seller) 2-
the date and No. of the invoice
3- the date and No. of the order .
4-the name and address of the customer (buyer)
3-the quantity
Description
Unait price
Total
6-terms

Payment :

Delivery :




(Q/ Draw a complete invoice using the following :
the supplier (seller) address | Seiko watch co, AL-Dawasa st |
Mosul- Iraq .
the date of invoice 15-12-2011 and No.204
the date of order 10-12-2011 and No.30 .
The goods ordered are the following :
a-1000 pcs men watch $20 each
. b-500 pcs women $15 each c-200 pes wall
watch $10 each Terms:

Delivery - F O B.
Payment : C.O.D.

e W e, WRW

The invoice

Seiko watch co.. mvoice No.204
Ohio st. .
Tokyo ,
Japan .
Invoice

Seiko watch co., Deceber 15,2011 Al-
dawasa st. | No.30
Mosul
Iraq .

Qty Description Umit price Total

1000 Men watch 20 eas 20000

500 pes Women watch 15 ea% 1500

| 27.500 |




Delivery : F.OB.
Payment : C.0.D.

The wuse of computer system as a
communication technology PIRE

Y LaiBl A gl i Al g€ gl

Computer 15 an electronic system . processing information

machine used in different depts and organization

They can be connected all over the world . there fore . more
productivity and good quality with less cost and legal coustraints .
Computer perform three main operation :

1-receive input (date) raw facts .

2-process it according fo predesined instructions .

3-produce output (information which 15 meamingful date )

The components of a computer system are :
1-hard were : physical computers , screen .cabel | keyboard | system
box and printer .
2-soft were : a set of lustructious that tells the computer what to do and
how to do it . such ward processing , computer games and graphic
programs.

3-users : a person who uses the soft were on the computer to do some

tasks .

alial




Q1/ Define the following ( Complain Letter & The Offer & The Invoice
Packing & Electronic Computer) (4 only ) ( 20 Marks )

Q2/ Write a letter of Complain Showing thatthe goods are delayed in delivery.

-The letteris sent by thelIraqi Trading Co. AL-Mansoor 5t. Baghdad-Iraq.

-The letter is sent to philip Henrv philips Co. for electronic 30 highway St, Tokyo-
Japan.

-The date of the order 4-19-2023 and No.70.

-The letter of the letter 15-12-2024 and No.140.

-The letter is signed by Mohammad Waleed Export manager.

-Use blocked style. ( 20 Marks )
Q3/ Answer( 2 only) of the following :

A-What are the steps ( to write a damage letter) only the steps?
B- What should the Offer Contain ?
C- Draw a complete invoice . (20 Marks )

Q4/ Complete of the following:-
1- The first generation started in .19---=-m--

2- The types of containers ------ L T

3- The kinds of cover 18 ==mmmmmmu- & mmmmmmmn

4- The forms of transporting 18 ---=------ & —mmmmeee & —mmmm- (20 Marks )

R a person who uses the software on the computer to do some tasks .
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