‘I'm very sorry about that.’

What is your attitude to complaints?
Put a cross on the scale to represent how much you agree (5= | agree 100%) or disagree

(o =1 disagree 100%).
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Discuss your answers with a partner.

& 1 Listen tofour shert extracts from phone calls. In which call does the person called:

-0
a deal with the problem immediately? 71 ¢ connect the caller to the person responsible? (71

b tell the caller to call another number? 71 d promise to call the caller back? (7]

In which extract do you hear the follewing phrases?

Let me put you through to our accounts department, (71

You seem to have forgotten the attachment. 71

Unfortunately | can't put you through directly, but let me give you the number. [7]
Can | check that and call you back? [T

1"l send you the file right away. (71

You actually need to speak to our technical support hotline, 1

There appears to be a mistake on the invoice you sent us. "}

Some of the components don't seem to work, |71
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@ 2 Listen to the conversation and take notes. What is the problem and how will Reva deal with it?
i

After the call, Reva writes an email to his boss about the problem, Use your notes (and listen again
if neC@SSary) 10 COMpPLaTe Ine emall
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From; Reva Burgos Ta: Faula Kilroy

ee: Sublect: Delivery probiber

Hi Paula,

Just to let you know, | got a call from abby Dickson from Sykes Electronics today, She told me that there

wias a problem with the latest we sent them. Apparently, somea of the _iF
wa sant them contained thewrong "ol (Theyorderedthe 7 gengor,
but we sent the model mstead. )

| todd Aty | would send her the correct units by dalivery with " Logistics.
The logistcs comparywill " the other units up when they deliver the correct units.,

Best wishes,

Renrs
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@ 3 Listen again and complete the sentences.
31
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There to be a small problem with your latest consignment.
Oh dear. I'm to hear that.

What's the problem 7

! on to this problem immediately.

Well, iz what I'm going to do,

Thanks for that oul, Reva,

Again, I'm really sorry about the

I*ll make sure it doesn’t happen again.

Now decide which of the sentences above you can use to do the following. Sometimes more than
one answer is possible.

describe a prablem ! apologize
clarlfy what the problem s say how you will solve the problem
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COMPLAINING

We usually explain the context before we explain our complaint in detail.
' CAlling £ | RAVE 4 QUESTIGN ABaLT IRe INVEICE VoL SEmt LS.

In addition to I'm afraid and unforfunately, we often use verbs like seem and appear to describe the problem.
These verbs make the comolaint sound less aezressive and allow the possibility that we might

be wrong.

I'm afraid there’s a siight problem with the goods you sent us.

Unfortunately it seems we haven'! received the shipment.

it seems you forgot the oftachment OR You seem fo have forgotfen the afftachment.
There appears to be g small problem with your lafest consignment.

1 The parts you sent us don't work. (seem)

£|. Rewrite the sentences to make them more polite, Use the words in brackets.

The parts you sent us don't seem fo work.

2z You delivered the consignment to the wrong address. (unfortunately)

The total on the bill is wrong. (appears)

oL SEMT LS the wrang madel, (seem)

(= U A

APOLOGIZING

There are different phrases you can use to
apologize, for example:
'm sorry about ...
'd like to opologize for ... (more farmal)
Please accepl my / our apologles for ... (very
formal)

You can use words like really, very, and extremely
or the expression [ hove [o 5oy 1o make an
apology stronger,

'm very / extremely sorry about this,
L have ta gay I'm really very sasrry ahont this,

If the mistake really is your (or your company's)
fault, you can admit this by saying:

That's entirely our faulf,
There must have been g mix-up.

We have a problem with the equipment you sold us. (afraid/slight)

You gave us the incarrect information. (unfortunately)

SOLVING THE PROBLEM

Customers also appreciate it if you take
responsibility for solving the problem, Here we
often use the will future when we promise to do
something (often spontaneously).

"l get on to that problem immediately.

'l make sure it gets sorfed out stroight away.

"l personally make sure it doesn't hoppen
again,

If you do not want to make such a firm promise,
YU LR U SHEURY Insiedy,

You showuld have them first thing fomomow
moming.
You showld have it by Foiday of the latest.
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5 Complete the two phone calls with words and phrases from the box.

i Eta  P'mcalling about the business cards you did for us.

sorry again about the mix-up » Il make sure that gets sorted out =
it seems you senl us = there appears to be a mistake
please accept my apologies = P'm really sorry about = could you tell me

" WiTH The address.

Tania  Oh no. I'm very sarry to hear that. “ what the

mistake is exactly?

Etta Well, you've printed the company address as one word, but its actually two words.

Tania 1 for the mistake. That's entirely our fault.

'straight away and we'll send you new

cards as 500N as We Can.

Etta  That sounds good. Thanks for your help.

T Immnnmhdr S I IIInInnnmInnmmmhGnnNNmmnnmIInmnMmI Mmoo

2 fEric This is Eric Kessler from Fatima Networks. I'm calling about the software release you sent us

yestarday

Basil  Uh huh, Is everything QK with it?

Eric Actually, no.  the old version, The disk has

version 2.z on it, not 2.3.

Bosil  Oh dear. * that. I'll send you a new disk straight

away. You should get it first tring tomomow,

Eric That sounds good, thanks. I'll probably call you again when it amrives.

Bosil Do that. And 7.
Eric Mo problem.

Which conversation is more formal, and which is more informal?

=
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Complete the sentences with "Il and verbs from the box.

deliver = give » have = make sure = send

17l send you the document straight away.
Dan't warry. You the goods by lunchtime tomaorrow,
I personally it doesn't happen again.

Wi you ten units free, by way of compensation.

The package is on its way. They it by 5 p.m. today.
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Work with a partner. Follow the steps below to practise a dialogue.

A B
Say you have a problem, - Ask what the problem is.
Explain the problem. ~ Admit responsibility and apologize.
 Say what you will do to solve the problem.
Thank your partner. ; ORISR S e o b

_l.lttn to a call to a technical support hotline and make notes to complete the form.

Call record

1 Name of caller

2 Company

3 Description of problem
4 Action taken

Listen to the call again and complete the sentences.
1 Are you the person to talk to?
2z Could you explain the problem in mare ?

3 I'm going to need some maore to solve
the problem.

& Inthat . it must be the ink cartridge.
If you have any just give me a
& My name’s Anja Schneider, but you can speak to

of our operatives here on the hotline,

Work with a partner to make two phone calls. Look at the Useful Phrases below before you read

your role card in the Partner Files. [ PARTHER FILES
ilhie il s B 51

 USEFUL PHRASES a -

Explaining a problem Explaining what you will do

There seems/appears to be a problem with ... This is what I'm going to do.

I'm afraid there's a problem with ... I'll send/revise/prepare ...

Unfortunately, youfwe ... I'll make sure it doesn't happen again.
| Apologizing

I'm (really/very) sorry about that.

| have to say I'm extremely sorry about this.

Please accept my apologies.
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11 Putthe wordsin the right order to make sentences with expressions from this unit.

1 small a there to with appears invoice problem be he
2 be annoying must really that

3 the thing consignment have tomorrow you should  first
4 for that thanks sorting out

5 sure Ul again make it doesn't happen

Read the article from a customer care magazine and answer the questions which follow.

DEALING WITH COMPLAINTS

Dealing well with complaints shows how important customer care is for your
company. It shows that you listen to your customers, that you want fo learn from
your mistakes, and that you are continually trying to improve your services.

Below are some tips for dealing with complaints.

ACCEPT PERSONAL RESPONSIBILITY

If you deal with a complaint in the wrong way, Ewven if you are not directly responsible for the
nna nnhappy clistomear may sl many more milztaka, |t s not imiporta et for the custaomar
people about your poor service. On the other whose fault it really is. You are the face of your
hand, if you deal with a complaint successfully, organization and it is your responsibility to solve
that customer will probably do business with the problem. If you are not able to do so your-
you again. Remamber that finding new aalf, find the peraon who can. Make auna you
customers is much more expensive than support the customer wndil the right person can
keeping currani onas. help.

TAKE IMMEDIATE ACTION

Customers wani their problems solved quickly.

LISTEN TO YOUR CUSTOMERS AND SHOW THEM

YU UNDERSTAND WHAT THEY ARE FEELING

Listen carefully 1o your callers and ket them
et ricd of their angarnrl’runimlim. Tqrtu L
things from thedr point of view and make sure
you show them that you understand their
problem.

ADMIT THAT A MISTAKE HAS BEEN MADE
AND 5AY SORRY

If the customer thinks something is a complaint,
then it is, even if you think the problem is not
impartant. If your company has really made a
mistake, say 50 and apologize. Even if you think
a mistake has not baen made, show the
customer that you understand the problam.
Meaver tefl the customer that the complaint is not
important.

OVER TO YOu

Acting fast shows custormers that you take them
and their problems sariously.

OFFER COMPENSATION

It possible, try to compensate customars for
o LR, B Ly LIy | s il
Often the fact that you are giving seme kind
of compeansation is mora important than tha
compensation itsall,

THANK THE CUSTOMER FOR MAKING
THE COMPLAINT

This may saund illagical, but complaints are the
best feedback you can get. They show how you
can improve your service and make your
customers more satisfied.

Look back at the telephone calls in this unit. Do the people follow the advice given above?
Does your company handle complaints well? How could it improve its complaints procedure?
Think af a eamplaint you have made to another campany. What was it? Was it dealt with?
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