
External vs. Internal Emails

In companies, email is used to convey information externally (to customers/clients) and internally (to staff within
the company). When writing an external email, you are representing the company, so it is important that your
message sound professional. 

Internal emails may be less formal, but they still need to be carefully written. Some companies monitor messages
sent by employees. Emails can also be forwarded to others, so it is important not to write anything you wouldn’t
want others to read. Here are some general tips that apply to writing emails at work:

• Make sure the subject line clearly indicates what the message is about.

• Try to make your message concise and to the point.

• Use paragraphs and bullets to make your message easier and quicker to read.

• If you send an attachment, refer to it in your email.

• Always check your message for errors before sending it.

• If you are sending a sensitive message, read it carefully for tone to make sure you are conveying your 
intended message.

1 Write email messages for the situations below. 

�

2 Proofread and edit your work. Exchange your messages with a classmate for peer editing.

Situation 1

You would like to inform a customer (who is a contractor) that the shipment of ceramic tiles he ordered
last week will be delayed. You have known this customer for 10 years and have a good working
relationship with him. Write an email and include the following:

• inform him about the delay and give reasons

• ask if he might consider an alternative product

• describe a similar alternative that is available immediately (e.g., colour, size, material)

• apologize for any inconvenience

• end the message appropriately

Situation 2

You have received an email from your manager requesting a report on your monthly expenses. She would
like to meet with you on Monday to discuss the report. You have other important business to attend to
on Monday. Write an email in response and include the following:

• confirm that you received the request and attach your report

• give reasons for not being able to meet, and suggest an alternative meeting date (or offer to
rearrange your previous commitment if needed)

• end the message appropriately
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