Complainty. Functional Language
Teacher Del;, EOI Sant Vicent

Task 1. Calling Customer Support to-complain aboul slow Intesmel. First,
listen to-get aquick ideaof the problem: Thery listen again and fill in the gaps:

David: Thankyouwfor calling QuickNet customer support. My nawme is David.

How cowv I help yowtoday?

Emmoauw  Hi David: Yeah, I'mv calling becauwse my internet hay been really
slow for the ________ e e (1) and I'mv getting pretty
frustrated to- be honest.

Dawvid:  I'mvsorvry to-hear that. I cawv definitely help yow with this. Caw I get
your account ruunber or the phone nuumber associated withv your
account?

Emmar  Swwe: Ity 5550147,

David:  Perfect. Thank yow: Okay. I see your account here. So; yowre saying
the internet has beew slow. Can yow tell me o little move? Iy it slow
all the time or just at _ — (2) momenty?

Emwar Ity mostly inthe evenings; likeafter 6 or 7. During the- day, it's okay.
Not great; but okay. But at night; it becomes almost impossible to-do-
anything. I can't everw watch v movie without it stopping every 2

mirvwbesto____________ (3)

Dawvid: I understond. That soundsreally ____________ (4). And awe yow using
Wi-Fi or iy your computer connected directly to- the router withy o
cable?

Emma Wi-Fi. Everything inv my howse iy _____ e (5). My laptop, my

phone; the TV, my sowsy talblet.
Dawvid:  Got it. And where's your router located invyour home?
Emmaw Iy invthe living room onw av shelf next to-the TV.
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Dowvid:  Okay, that'y good: Sometimey people put thew inv closety or behind

furnitweandthatcomw . o (6). Now, have
yowtried restarting the router recentiy?

Emumow Yeahy I did that yesterdoy. I ____________ (7) it, waited like 30
seconds, ands (8) it back inv. It helped for maybe an howr

and thew it went back to- being slow.

David: AW right. Let me check something on owr end: Cowv yow give me just
a moment?

Etrmas  Sure: Go-ahead:

Dawvid:  Okay. I'mvlooking at youwr connectionw right now and I can seethere
hove beervsome __________ (9) invyour signal over the past week: That
could explainv the problems yow re- having.

Emmau  So; it'y not just me. There's actually something wrong.

Dawvidi  Itlookslikeit. Yes Itcouldbe . . (10) the
line coming into- your home or possibly the router iielf- It'y o few
yeary old according to-your account.

Etmmas  Yeak; IthinkIgotitwhewIfurst ___________ ____ —— (11) like 3 yeawy
ago-maybe:

Dawvidi  That might be part of the problem: Technology changes fast ands
older routery dowt alwayy _________ (12) mudtiple devices very well:

Yow mentioned yowhave severalthings connected at the same time:.
Emmar  Yeah; at least five or six; especially invthe evenings whew everyone's
howe
David:  That makes sevse: Heve's what I suggest. Umy I conv S
(13) atechnicianto cometo-your home and check everything. They
cantest the line and, see if yow need aw new router. We actually have:
______________________ (14) that'y much better withy multiple

Emmau  Would that cost extra?
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Dowids

Emma

Dawvid:

Emwmnma

Dowvid:

Emwmau;
Doawvid:

Emma

The visit iy free sinceyow_ . . (15) awproblem And if
yow need o new router, there might be v small __________ (16),
but I cawv check if yow qualify for afree ... ... (17). Let me see:
Actually, yes. Because yow've beew avcustomer for over 2 yeows; yowre
eligible for afreeequipment _________________ (17).

Oh; that's great news. Okay. Yeah let's schedule that visit ther.
Perfect. Thowe __________________ (18) thisy Thursday between 2 and 5

inv the afternoon or Satuwrday morning from 9 to- 12. What
. e R B JOV 00T

Satuwrday morning would be better. I work during the week:
No-problem: I'____ __________ - (20) o technicioaw for Saturday
betweeww 9 and 12. Yowll get a text message the day before to-
confirmu Iy there anything else I can help yow with today?

No; I thinkthal'y it: Thankyfor your help, David: I really appreciate it.
Yowrewelcome: Thank youwfor calling QuickNet and have avgreat dovy.
Yowtoo. Goodlye.

Audio-Source: hitps://www.youtube.comiwatch?v=sBusbCw-vxNU
Pic Source: hitpy//probelslepy.wordpress.com/2013/10/24/know-top-10-
countries-with-glower -internet-connections/ slow -internet-connection/
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Task 2. Calling Customer Sevvice to- complain aboul a food delivery
service: First; listen to-get aquick idex of the problem: Thery listen againand fill
nthe gaps:

Rachel:  Hello: Thank yow for calling Food Fast Support. My naume iy Rachel: How

Greg: Hi, Rachel: Yeah; I just receiveds my ovder and honestly, I'm really
disappointed. There are several problems with it.

Rachel: Ok, no- I'mso sorry tohearthat. Let me_________ ______ (2) youwr ovder.
Cawv yow give me the phone number ovw your account?

Greg: It'sy 5550283.

Rachel: Thankyow. Okay. I seeyow . ___ (3) anwovder about 45 minutes
ago-from Golden Dragov Chinese Restauwant. Iy thal correct?

Greg: Yes; that's the one.

Rachel: Allrvight. Andwhat __________ _____ _____ (4) the problem with your
ovder?
Greg: well; frst of ally o o (5) s missing: I ordeved four

things: Fried rice, ovange chickeny spring rolly, and a-Wanttov soup. But
I only got the rice and the chicken. No- spring rolls; no-soup.

Rachel: I see. That'y definitely not okay. I apologige for that.

Greg: And that's not even the worst part. The food that did arrive iy completely
cold: Like; not everwwarm. I touched the contavinerond, ___________ _____
_____ (5) 'y beew sitting somewhere for anhowr. The rice iy howd onthe

edges.
Rachel:  Oh my goodness. I'mvreally sorry. That'y unacceptable. Do-you remember
how long the delivery took? Way it (6)7

Greg: Actuadly, yes. The app said it would arrive at 7.15, but the driver didwt
________________ (7) untid almost 8. So; yeah, like 45 minutes late.
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Rachel:

Greg:

Rachel:

Greg:

Rachel:

Rachel:

Greg:

Rachel:

Greg:

That explaingthe cold food then: I'mvreally sovry yow had thisexperience:
Let me see- what I carvdo-to- make thiy right.

I meowy I paid-almost _____ _____ (8) for this meal and I canw't evereat
most of it. My kids were wailing for those spring rolly: Yow know, they're
not going to-eat cold rice:

I completely understand. If I were in youwr sifuations _____ _____
___________ (9), too: So; here are your options: I cawvissue v ___________
__________ (10) for the entire ovder, which would go-back to-your card in
3 to- 5 business days; or I carv give yow credil for the full amount plus an
extra $5 for the incovwenience; and yow cawv use that for a-future orvder.
What happens with the driver? Becouwse thiy isw't the first time I've had o
________________ (11), but L’y the first time the food arrived thisy bad.
I'll make a note onthiy delivery about the delay and the conditionof the
food. Owr teamvreviewsthese___________ (12) and if there’s o paiterry they
tuke actiony but I can't tell yow exactly what that would be:

RO oo s (13). I think I'W take the refund: I dowt
Absolutely. I understand. Let me processthat for yow right now. Okay. I've
submitted the refund for _________ . | (14). Like I said, it
should appear ovyour card within 3 to-5 business days; though sometimes
i’y faster.

Al right. And there's nothing I need to-do-withvthe food? Like; do-yow
want me to- send a photo-or anything?

No; that's not necessary. We trust our customers. But if yow want to; yow
cawv alwayy leave o review ow the restouwant page. That helpy other
customers know what to-expect.

Yeah, I might do-that. Actually, this iy really disappointing because I've
ovdered from that restouwant before and it was alwayy good.
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Rachel: It could have beenw awv issue withvthe delivery rather than the restauwrant
elf (15), I'mv glad we couwld resolve thiy for yow
today. Iy there anything else I canvhelp youw with?

Greg: No;, I think that'y everything. Thanksy for being helpfuly Rachel I
appreciate yow not making thig difficult.

Rachel:  Of cowrse: Againy I'm sovry thiy happened. We hope yow'll give usy another
chance inthe future. Hove v good evening:

Greg: Thanks. Yow, too. Goodbye:

Audio-Source: htpy//www.youtube.com/watch?v=sBubCw-vxNU
Pic Source: hitps//speedsternow.com/blog/common-mistakey-in-food-
delivery/
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