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Have you ever:

® bought something new that fell apart after you used it twice?

e taken clothes to the dry cleaner that came back torn or spotted?
e ordered something by mail and it never came?

e paid to have something repaired that soon broke down again?

These are common consumer problems. A consumer is someone who buys goods
and services. Services are things you pay other people to do for you. Since you are
a consumer, you've probably had some of these problems. But as a consumer, you

also have rights.

Know Your Rights will tell you what your consumer rights are. It will also tell you
how to stand up for these rights. It will show you how to complain and where to
go for help. Know Your Rights will tell you what to do to protect yourself as a

consumer.




Complaining in Person
HEEIF

Unit 1

Know Your Rights ;#4028
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Learning Objectives 3 B#x

You will be able to:
» Complain in person in the correct way when dissatisfied with a product or a

service.
» Complain by telephone in the correct way in the same situation.

Culture Notes W {t&=

EXFANBREDDP, TEELANE. BYRBNE, ARERES. 1T
MR, MEMRIBZ L — BRI ES, ABIERIFHBRORSRBTHIN. BESH
AANVRBFTITEANT A,

Linda and Rita are getting ready to leave
the office. “Look at these boots,” says Rita.

“I bought them three weeks ago at Boot
Town. 1 paid a lot of money for them. The

zipper' is broken.”

“Did you pull the zipper too hard? ” asks
Linda.

“No,” says Rita. “The boots have always
been hard to zip up. The zipper got
stuck? the first time I put them on.”

“Take them back to the store and ask for a new pair, ” says Linda.
“Will Boot Town take them back? ” asks Rita.
“It’s worth a try, ” says Linda. “What do you have to lose? ”

What do you think Rita should do? Put a v/ in the box next to the sentence that

. Language Notes] EEES
1. zipper /'zipa(r)/ n. 31 §& 2. stick /stik/ v. (stuck, stuck) ¥51F ., £1F




tells what Rita should do.

(] She should call the store and yell' at the manager.
[] She should do nothing and not shop in the store again.

1 She should return to the store with her boots and her sales slip”.

Geftting Ready - E##&

Rita wants to do something about her boots. She decides to go back to the store

and explain her problem.

She puts the boots back in the box. Next, she finds her sales slip, or sales receipt”.

The sales receipt tells where and
when Rita bought her boots. It also
tells how much she paid.

Here is Rita’s sales receipt. Use the
information on the receipt to com-

plete the sentences below. Use the

Iyt
boxed numbers to help you find the /

information you need.

Rita bought the boots at

She bought the boots on

She paid for the boots with

She paid the total price of
$

If she wants to return the boots,
she must also bring the

with

BOOT TOWN =

Alexandria, Virginia 22314

(703) 683-8154

Sold to
Address
City i
%Date Sold by |Cash _|Charge |Layaway {
12/2/02 v ‘
| Quantity Description Amount 3
1 pair Brown Boots $60.00 j
6178 Subtotal 3£0.00 ‘
Tax $4.00] 1
Total  [564.00 |4
Signature

You must bring sales receipt when
returning or exchanging goods

-«

her.

. Language Notes Iig‘gxg,.,su

1. vell fjel/ v. KAy
2. sales slip B3/ N

3. receipt /ri'sitt/ n. RZE, WL
sales receipt B R TR

MmER
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Unit 1
Complaining in Person
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Know Your Rights ¥ #403

AV

Refunds' and Exchanges? — RStk

At the store, Rita finds the person who sold her the boots. She shows the sales-
person her receipt and her boots.

“The boots I bought three weeks ago have a broken zipper, ” says Rita. “I'd like
my money back.”

The salesperson says, “I'm sorry, we can’t give you your money back. It’s against

store policy®. You see, it’s right here.”
p g

Boot Toun

Return Policy
eNo returns offer |0 day

eNo returns without
sales receipt

eNo cash refunds
*Exchanges only

M

Look carefully at the return policy of Boot Town.
Put a v/ next to the true sentence in each pair below.
[] You can return boots to Boot Town anytime.

[] You have 10 days after date of sale to return boots.

] You can return boots without a sales receipt.

[] You need your sales receipt to return boots.

] You can get a cash refund for boots returned.
] You can only exchange boots for another pair.

If you marked the second sentence each time, you are right.

. Language Notes | EEHA

1. refund /ri'fand/ v.& n. IBFK, iR 2. exchange /1ks't feind3/ v.& n. i 3. policy /'polisi/ n. BUSK: ME
® TR




To the Manager - #%E

Rita takes her problem to the manager.

“The salesperson told me the store cannot accept returns after ten days, ” says

Rita.

“I bought these boots three weeks ago. I am returning them now because the
zipper is broken. The boots are poorly! made, and that’s not my fault. I think the

store should do something about the boots.”

The manager agrees with Rita. “You can ex-
change your boots for new boots. If you can’t
find another pair of boots, I will give you a store

credit?, ” says the manager.

A store credit is like money, but Rita can spend
it only in Boot Town. It looks like this.

Let’s say Rita finds two pairs of boots in Boot
Town for a total of $84.00, including tax. How

much money does she owe® the store?

Right. She owes Boot Town no money. She uses
her $84.00 store credit to pay for new boots.

What Is the Order? > #5155

BOOT TOWN 025

CREDIT SLIP

Issued to:

Name  Rita Sanchez

Address 3303 14 Street, Alex.

State ya 2P pozyg  |Phone 250 1457

Quantity Description Price Amount

1pair | Boots |$84.00

i

“Amount Must_Be Written Out ~

T

The steps below tell how to complain in person. But the steps are out of order.

Write 1, 2, 3, or 4 in front of each step. The first one is done for you.

[ ] If the salesperson can’t help you, ask to speak to the manager.

Find the sales receipt.
["] Explain the problem to the salesperson.

[ ] Go back to the store with the item and the sales receipt.

. Language Notes |i§'§i§,‘§

1. poorly /'puali/ adv. $i#5tth: BRZSH 2. credit /'kredit/n. AR WITHER 3. owe ouv/v. RUEH
store credit 1 15 (RA4D) 25
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Complaining in Person
LEEIF

Know Your Rights ¥ #4%
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Complaining by Telephone - &igikik

Terry wants to complain about a
sofa he bought from the furniture
department at Reeds. So, he calls the

furniture department of the store.

What to Say - #iFhaE

“I would like to speak to someone about
a sofa I bought on sale last Saturday, ” says
Terry.

e

“What is the problem? Maybe I can help you, ” an-

swers the woman on the phone.

“The sofa was delivered! to my apartment this morning. When I moved the sofa
to a different part of the room, I saw that the back was ripped”. Can I get a new

sofa? ” asks Terry.

Put a v/ next to the information Terry gave the person on the telephone.
(] What he bought

[[1 When he bought it

[] What is wrong with the sofa

] What he wants the store to do for him

Terry gave all of the above information to the person on the telephone. He also
wrote down the person’s name. He may have to call about the problem again.

Now, he knows who to speak to if he calls again.

You complain by telephone in the same way you complain in person. Be polite as
you explain the problem clearly. If the person cannot help you, ask to speak to

someone who can.

t Language Notes Iiﬁgﬁ,ﬁ
1. deliver /di'liva(r)/ v. #i% 2.rip /rip/ v. }FF, #HiR




Consumer Check - y#zgml

Finish the sentences. Write the correct word from the word box on the
line. Then, use your answers to fill in the crossword puzzle. The first one

is done for you. £ 15 EZT H T AL F i,

Across
1. When returning something to a large store, go back to

the department where you bought it.

3.Every has its own return
policy.

6. Find out if you can the item
for another like it.

8. the store if you cannot com-

plain in person.

Down

2.If the salesperson cannot help you, ask to speak to the

4.Make sure you keep your sales

Across
exchange
telephone
department

store

Down
receipt
cash
manager
credit

Al

when

[a]elplalr[effme[n]s]

buying something. FTT T

5.Many stores will not give

il

refunds.

7.1f you do not find something you —

want to buy, ask the store for a 8

Activity - &z

Role-play a situation where you return a defective product to a store or complain

by phone about a service you paid for but didn’t receive.

HBEIR

wos3aq vt Suurspdwon

/
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Unit 2
Complaining by Mail
BB i

Know Your Rights i $#i

BiES

Lead-in & 1%

NRIFM— T BRERHEM T NIK COBR, BIRITRID ST —K. BBEISIS
RRX— [T, RS ERSRIFMSREEHIT? MBI ZEESERERIFIS?
NENHBILUSIR— TREHEE.

Learning Objectives %3B#4x

You w111 be. able to:
» Learn how to write a letter of complaint.
» Know where to send the letter.

Culture Notes I {LES

EEE, RSBENEBETRABRESTRS, BIUBMSICYEEBIRPHR
PZIETEGIMIAR, FRNTR. ROBSEITFMSIRKEE, B2UAR. WRGHE
o—1TH, NRRRTX 18%.

Gary bought
some CDs
through the mail. When the CDs came, one was
missing'. “How will I get the other CD? "Gary wonders.
“Nobody will believe that one was missing.” What do you
think Gary should do? Put a +/ next to your answer.

('] He should do nothing.
[] He should go to a music store and buy the missing CD.
[] He should write a letter to the music club.

Gary decides that the best action he can take is to write the music club a letter of
complaint®. He will tell the club what has happened and ask for his missing CD.

' Language Notes | EEHS
1. missing /'misin/ adj. LY, BRHY 2. complaint /kam'plemt/ z. 7 , #15%
letter of complaint %1715




PO —

Have you ever ordered something through the mail and not received it?
(] Yes J No

Have you ever ordered something through the mail that arrived broken or with
parts missing?

L] Yes (] No
If yes, what did you do?

Where to Send the Letter -» #irEsamE

Gary knows what he wants to say in his letter. But he doesn’t know where to send
the letter. He looks through the box that the CDs came in. He finds a slip' show-
ing what the music club sent him and how much he paid. On the slip is the \

company’s address.

HHE

"I £q Sopupedmoyn

Now, Gary is ready to write his letter. He gets some clean white paper. He re-
members what Mr. Hoyer, the business teacher, said about writing a letter of
complaint. Mr. Hoyer told the class that all business letters should be typed or
written neatly. They should include these facts:

[L] Your address, including the zip code?

The date

[3] The name of the company you are writing to

(4] The address of the company

(5] A greeting that starts with Dear, followed by the name of the company

Here is part of Gary’s letter. There are boxes with arrows pointing to the things
Mr. Hoyer said to include. In cach box write the right number from Mr. Hoyer’s

list above. The first one is done for you.

1928 Clay Rd.
Oakland, CA 94603 =
September 30, 2002 = O

[_]—* Blast Music Club
4 2 Scott Plaza
i Dayton, OH 45414

D—'t Dear Blast Music Club:

. Language Notes I EEHEA
1.slip /shp/n. K%, 4K 2. zip code HBBIX S(HwmED)




