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/\ COMPLAINTS AND REMEDIES SITUATIONS 001-002 / 100

@@ﬂ A faulty household appliance
To: Customer service manager m

A kettle you bought a week ago has stopped working. Write to the store.

COVER THESE POINTS

zisl:mbe the purchase and the e Explain how it affects you e Ask for a practical remedy
POSSIBLE DETAIL WHY IT MATTERS NEXT STEP
The kettle switches off before You cannot make hot drinks Ask for a replacement once the

the water boils. normally. fault is checked.

It failed within days of You expected a new product to Offer the receipt and ask about
purchase. be reliable. the return process.

Repeated trips would cost time Ask whether collection or a

The store is far from your home. . . .
and money. prepaid return is possible.

PURPOSE SENTENCE

| am writing to report that the kettle | bought from your store last Saturday stopped working after only five
days.

USEFUL PHRASES (@ lol e il el s EL:) a recurring fault replacement item return arrangements

@@2 A delayed delivery
To: Delivery company support team

A parcel has not arrived by the promised date. Write to the delivery company.

COVER THESE POINTS

e Explain what the delay means for

e Ask what will happen next

a Give the order or tracking details

you

POSSIBLE DETAIL WHY IT MATTERS NEXT STEP
The tracking status has not You cannot tell whether to wait at Ask for the parcel's current
changed for four days. ~ home. location and a firm delivery date.
The parcel contains items for an A late arrival would make the Request an urgent update before
event next week. ~ purchase useless. the event date.
You will be away during the next The parcel might be left Ask to collect it from a secure
delivery attempt. " unattended. pickup point.

PURPOSE SENTENCE

| am writing about parcel number 4471, which was due to arrive on Tuesday but has still not been delivered.

USEFUL PHRASES tracking number promised delivery date pickup point an urgent update
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SITUATIONS 003-004 / 100

/\ COMPLAINTS AND REMEDIES

ise duri hotel
QOB e o

Your hotel room was disturbed by noise on two nights. Write to the manager.

COVER THESE POINTS

a Describe what happened e Explain how it affected your stay e Suggest a fair response

POSSIBLE DETAIL WHY IT MATTERS NEXT STEP

Loud music from a function
room continued after midnight.

You could not rest before an early
meeting.

Ask the manager to review what

happened and reply in writing.

You phoned reception but the Nobody explained when it would
noise went on. stop.

Ask how complaints are handled
during the night.

Request a partial refund or a

No other room was offered. _, You stayed next to the noisy area. .
discount on a future stay.

PURPOSE SENTENCE

| am writing to complain about the noise that disturbed my stay in room 214 on the nights of 12 and 13 June.

@@ /] A course unlike its description

To: Course coordinator FORMAL

An evening course is very different from what the website promised. Write to the coordinator.

COVER THESE POINTS

c Explain what you expected e Describe the difference e Ask about a suitable solution

POSSIBLE DETAIL WHY IT MATTERS NEXT STEP

The description promised

hands-on practice, but classes
are mostly lectures.

The level is far more advanced
than stated.

The timetable changed after
you enrolled.

PURPOSE SENTENCE

You have little chance to practise
the advertised skill.

You cannot follow key parts of
each lesson.

Some sessions now clash with
your work.

Ask whether supervised practice

time can be added.

Request a transfer to a more
suitable class.

Ask about alternative times or a
partial refund.

| am writing because the Introduction to Photography course | enrolled in does not match the description on
your website.

USEFUL PHRASES course description a practical component an appropriate level class transfer
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/\ COMPLAINTS AND REMEDIES SITUATIONS 005-006 / 100

R ted heati bl
@@5 To:c:gbe: ed heating problems

The heating in your rented apartment keeps failing. Write to your landlord.

COVER THESE POINTS

Describe the problem and how . . .
. Explain the effect on you Request repairs by a certain date
o long it has lasted e P Y e 9 P 4
POSSIBLE DETAIL WHY IT MATTERS NEXT STEP

The radiator has stopped The apartment becomes very Ask for a qualified technician to
working three times this month. cold at night. inspect the system.

Earlier repairs only solved the
problem for a few days.

Request a lasting repair rather

_,  The fault is likely to return. than another quick fix.

You work from home during the Cold rooms make it hard to work Ask for a repair date within the
day. comfortably. week.

PURPOSE SENTENCE

| am writing about the heating in my apartment, which has stopped working three times since the beginning
of November.

USEFUL PHRASES a lasting repair a qualified technician a recurring problem at your earliest convenience

@@@ A wrong or damaged orcdler
To: Online store customer service m

You received the wrong item in an online order. Write to the store.

COVER THESE POINTS

Say what you ordered and what . . o
o arrived e Explain the problem it causes e Ask the store to put it right
POSSIBLE DETAIL WHY IT MATTERS NEXT STEP

You ordered a blue jacket but

. - You need the jacket for a trip next Ask for the correct item to be
received a grey one in the - .
. week. sent by express delivery.
wrong size.
The box was damaged when it You are unsure whether other Attach photos and ask for the
arrived. ~ items are missing. order to be checked.

You do not know how to send the Ask for a prepaid label to be

The return label is not included. _, . .
item back. emailed to you.

PURPOSE SENTENCE

I am writing about order 88213, which arrived yesterday but contained a grey jacket instead of the blue one |
ordered.

USEFUL PHRASES order confirmation the wrong item a prepaid return label express delivery
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