COMPLAINTS

Work in pairs. What would you do in each of the situations

-4)? Why?
(2-4)? Why? How to... complain about goods and
1 You have just been served a meal in a restaurant which is services
1 £ i
cold and very tate 1o a(_we' . 3 ; Explain : I'd just Ifke to about how long it took
2 You've orderad something online and when it arrives, you the “'fo deliver
find it’s faulty. problem vy, that delivery would be within
3 Your new washing machine is broken and some wet clothes - three days but in the end, i walted two weeks.
are stuck inside it. Apclogise - Of, I'm sorry about that.
4 You have just arrived at your hotel on haliday. The brochure . can only my apologies for that.
said there was a swimming pool, but it hasn’t been finished, Ado_______ forihat.
Request . 'm not prepared to accept goods.
a6 Listen to the dialogue and answer the guestions. :2:’;';‘ . fd be if you could send a replacement.
hich of i B . it :
1 Which of the situations from exercise 1015 it E Wellsed s ok Y
2 How does the customer feel? solution - as soon gs possible.
3 What solution is offered? . Pl send out a
M can ___ you that we'll definitely stick to
Listen again and complete the How to... box. - the appointment,
Listen again and complete the script:
M: Hello, Electrical Solutions?
W: Oh, hello, my name’s Ella fernandez and I recently bought a TV from your website.
M: Mmm?
W: It was the Panasonic lhir‘lg—huo inch widescreen, and it was delivered gesterdug.
M: Oh, yes, ____ = — ?
W: Well, first of all, Pd just like to complain about how long it tocktodeliver. _______________________, you promised on
the site that delivery would be within three days ... but in the end, | waited two weeks ... and . = ¢l
dor’t think that's acceptable.
M: Oh, Pm terribly sorry about that. _______ .~ some problems with the stock and so it took a
little longer than usual ... I can only offer my apologies for that.
W: Well, ________ __if Hou’d let me know beforehand about any possiblc &e[ugs.
M: Yes, | do apologise for that.
WelWell, _______________, Twould've been OK with the delayed delivery if the TV had been in perfect
condition when itarrived, ___________________________ ; that it is far from perfect.

M: Oh?
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W: Yes, the top left corner of the TV is slighﬂy damagcd and the on/off switch is loose.

M: Is the TV itself working? | mean, can you turn it on and is the picture clear?

W: Yes, itis. ____ — ... but given that this is a brand new TV and cost a lot of money, 'm not

Preparcd to accept damaged goods, and I'd be grateful if you could send a replacement as soon as possiblc Plcase.
M: Well, we’ll send someone to picl: up the faulty TV as soon as Possib[e and then when we've

got that back in the warehouse, I'll send out a replacement.

W: Well, OK, but when could you pick this TV up?

Mebrm, ___________, erm, nextThursday ... we could do it next Thursday.
W: Next Thursday? That's over a week fromnow! ____________________________________ any earlier than that? | mean,
P've already waited nearly two weeks ... And ____ s . s __that you'll come on Thursday? |

don’t want to be waiting around and then nobod3 turns up.

M: 1 can assure youthat __________________________ stick to the appointment ... and Ill send you an email to confirm it.
W: Oh, well. 0K, __ l " ——————y yes, next Thursday, and yes, could you send me an email, please,
confirming that?

M . S0, next Thursday between eight and six, someone will come and collect the faulty TV.

it G P for gouil. AEhen, o Lgay, . . e arrange a time to deliver the

replacement TV.

W: 0K fine Well, .18 =~ . o .. 1

M:And ..______________.And once again, | can only apologise for the problems you've had.
W: OK. Thank you. Goodbye.

M: Bge.
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