10 Fead the rubrics and underline the key words. Then answer the questions that follow for each one.
. You work for a mail order company and have receiver an email from a customer who is unhappy about the delay in
the delivery of a camera he ordered. Read the extract from his email and the notes you made, and write an email of
apology. Give an explanation and details of what you will do to rectify the situation,
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You ordered a gift for a friend from a mail order company. When it arrived it was late and you were not happy with it.
Read the advertisement and the notes you made Then, write a letter to the company, explaining why you are not happy
with the gift and asking for your meney back.
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