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Unit 1 Complaints and Claims

COMPLAINT

CLAIM

COMPENSATION 'y ™%

... Objectives ..

. &
@ Process Objectives

After learning this unit, the students are supposed to be able to:
+ learn how to make complaints and claims properly;

* know the documents needed while lodging claims;

+ practice listening for specific information;

+ practice communicating with business partners on complaints and claims.

>
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| == & Final Objectives
After learning this unit, the students are supposed to be able to:

+ deal with the problem pertaining to complaints and claims in an appropriate way.

Brainstorming

Divide the students into several groups and ask them to discuss the
‘ following questions with the help of the useful expressions below in the data
. bank.
1. What should you do if you find the goods you imported are not in conformity with
the clauses in the contract?
2. Which party may you make a claim against?
3. What reasons may you file a claim for?

4. When filing a claim, what documentations will be submitted?

B e e S e e e e i et SO

{ %
t Data Bank t

. . : ; " t
i make a complaint on make a claim/file a claim/lodge a claim }
t  the seller/exporter freight forwarders 1
1 1
+  airline/inland trucking company rail company t
Jtr shipper insurance company I
i inferior quality quality discrepancy i
{ poor packing damage }
I shortage delayed shipment i
‘:r loss of goods wrong delivery i
1 .. g g 2 . t
4 original certificate of insurance copy of clean bill of lading }
1 original commercial invoice inland rail waybill/trucker’s waybill E
% local carrier’s delivery receipt copy of carrier’s inspection report 4
t ;
; ;
\-+~+-+~+-+~+~-+~+—+—+~+~+~+—+—+«+—~—+—~+~+—+—+-—+—+~+~+—+—+~+--+-+-+~+—+~+—+—+—+--+-"
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4 Task 1 Listen to the conversation and fill in the blanks.

... Situational Conversations . ...

Conversation 1 Making a Complaint on Wrong Delivery

R—MTr. Rodgers H—He Xin (Ms. He)

(Mr. Rodgers discusses an error in his order with Ms. He.)

A R

~

R:

. I have something very unpleasant to talk over with you, Ms. He.

: What’s that, Mr. Rodgers?

: Do you remember that we ordered 200 of your LED42538E television sets?
. Of course. We shipped them (1) . Haven’t they arrived?

That’s the problem. They’ve arrived. but they’re the wrong model.

: I’'m sorry to hear that. I'll look into it and try to (2) for you as quickly as

possible. Could you tell me your order number?

: No. 369.
H:

OK. Would you mind waiting for a few minutes while I check it out with our
(3) ?
Not at all. (4) to get this straightened out.

(Several minutes later)

H:

Well. I've discovered the source of the error. It seems that your customer account

>
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)

number was (5) entered into our computer at the warehouse. This
(6) the wrong shipment. We apologize for this mistake and inconvenience

caused to you.

: That’s an (7) . but regrettable mistake. But when do you think we can get

the right goods?

: We will contact our own suppliers and (8) the right goods by express

train. It usually takes one or two days for the goods to reach us. As soon as we
receive them, we’ll air-freight the correct television sets immediately. You can

receive them within a week. And since (9) , we'll pay the freight charges.

: That’s good of you. My home office will be glad to hear it.

: I'm very pleased we were able to get to the bottom of this so quickly. Just return the

wrong television sets by sea-freight, and our company will (10) too.

: Thank you so much.

: That’s all right. We hope to provide you with good service for many years to come.

&
.. Task 2 Listen to the conversation again and decide whether the statements

are true or false.
) 1. The buyer should be responsible for the wrong delivery.
) 2. The buyer will receive the right goods after a week.
) 3. The buyer is required to sell the wrong goods in their market.
) 4. Ms. He’s company will pay the freight charges for the replacements.

) 5. The replacements will be sent to the seller by air.

. Words and Phrases

1. source /sors/ n. %k ;RE
2. warehouse /'weshaus/ n. A%
3. inconvenience /nkan'vinions/ n. Mg
4. regrettable /ri'gretabl/ adj . A AR K A AR 8
5. air-freight Jea(r) freit/ n./v. i
6. freight charges iE
7. sea-freight /sifreit/ n./v. #is
h“ Notes

1. to get this straightened out

to straighten sth. out:to deal with a confused situation by organizing things that

>



cause problem & ; #3@ JE. )
E.g. I need time to straighten out my finances. K & &8 8] iF 2 — F KM 5.
2. get to the bottom of %42
E.g. They are trying to get to the bottom of this accident. #f]EX B 3% 3
REFHAHARA,

Conversation 2 Lodging a Claim on Inferior Quality

.. Task 3 Listen to the conversation and choose the best answer to each of

the following questions.
1. Why is Mr. Rodgers not satisfied with the goods? ( )
A. Because the packing of the goods is poor.
B. Because some of the goods have quality problem.
C. Because the goods are not delivered in time.
D. Because there is a shortage of the goods.
2. How much does Mr. Rodgers ask for the compensation? ( )
A. $4,000.
B. $30,000.
C. $10,000.
D. $15,000.
3. What will Mr. Rodgers do if the same problem occurs again? ( )
A. He will ask for more compensation.
B. He will return the goods to Ms. He.
C. He will terminate the contract.

D. He will refuse to pay.

>



A

an

A T ”® T R

. Who will pay the inspection fee? ( )
A. Mr. Rodgers’ company.
B. Ms. He's company.
C. Mr. Rodgers’ clients.
D. The certified inspection organization.
5. Which of the following descriptions of the goods is NOT true when they were
received by Mr. Rodgers’ company? ( )
A. They were seriously damaged.
B. They were well packed.
C. 30 of them did not work.

D. A minor part of the TV sets was defective.

. Task 4 Listen to the conversation again and fill in the blanks.

R—Mr. Rodgers H—He Xin (Ms. He)

: Mr. Rodgers. The goods were shipped in July. But your bank refused to pay. May I

know why?

: I can explain. After your goods arrived, we had them examined and found that nearly

15% of them (1) the contracted standard.

: I'm sorry. but what (2) by saying “not up to the contracted standard”?

: 30 of the TV sets could not work. The percentage of defects in the consignment you

delivered to us was (3)

: How can that be? That seems hard to believe. I am sorry for it. Please be assured that

if it’s our fault we’ll certainly entertain your claim. Was the package broken when

you received the consignment?

: I don’t think so. They were all well packed when they arrived.

: Would you mind (4) to us so that we can find out what the problem is?

How long would it be before we can get the replacements?

. About two weeks.

That’s too long. You know, our clients are (5) this consignment. If we
can not supply the goods in time, we will have to compensate them for the loss. You
should make amends for the losses by replacing all of the defective products. And you
should compensate us for the losses it has caused. We claim a compensation
of $10,000.

: Mr. Rodgers., it’s (6) whose fault it is at present. In order to make you

supply the goods to your clients as soon as possible. we agree to send you the

replacements before you return us the 30 TV sets. but I'm afraid a compensation of

6%
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%\_

$ 10,000 is too much for us.

: We have had the defective products examined by a licensed inspection organization

and found a minor part of the TV sets is faulty. It’s fortunate that we found the
problem before (7) . Otherwise this will (8) in the market

place and it’s very embarrassing for us.

: Mr. Rodgers, we are very sorry. I understand your concern and recognize that it’s

(9 . We agree to replace the defective products as soon as possible and we

regret for the loss you have suffered and agree to pay you $4,000.

: In view of our friendly business relationship, we agree to your proposal. But you are

supposed to pay the inspection fee.

: No problem. Please return the goods which you think are defective at our expense.

: OK. We will (10) but to terminate the contract and find a new

supplier if this happens again.

I assure you that it won’t happen again.

Words and Phrases

1. percentage /par'sentidz/ n. Bk
2. defect / difekt/ n. #1295
3. consignment /kon'sairnmant/ n. REHGKH
4. entertain /ientar'temn/ v, &2
5. replacement /r1'plersmant/ n. R %%y
6. compensate /'ka:mpensert/ v. AMZ; iz
7. licensed /'laisnst/ adj. 13T, FMBH
8. embarrassing  /im'bzrasiy/ adj. A ATERE
9. defective /di'fektrv/ adj. A H:r4 8y
10. inspection fee /in'spekfon fi:/ n. &%
11. terminate /'tsrmminert/ v. b

| Notes

make amends (to sb.) for sth. /doing sth. (F 3 % &) 3 A) 542 4ME; R 2 ¥ 5
Abig
E.g. He made amends to me for his rudeness. 4t B A4 33 &% £ AL 6 H R 2,
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", Task 6 Listen to the conversation again and fill in the blanks.

T

Task 5 Listen to the conversation and answer the following questions.
Why does Mr. Rodgers make a complaint?

Who does Mr. Rodgers think should be responsible for the damage of the goods?
According to Ms. He, who should be responsible for the damage of the goods?

When were the goods received by the buyer?

Gl W N

How were the goods packed?

R—Mr. Rodgers H—He Xin (Ms. He)

: Ms. He. I came here today to make a complaint on the damaged goods.
: I'm sorry to hear that, Mr. Rodgers. But could you please be (1) ?

: The goods.under our order No. 7369 arrived yesterday. To our great surprise, five

TV sets were found damaged when they (2) to us. We regret that the

damages mainly resulted from poor packing.

: Poor packing? But we have exported such kind of goods for many years and we have

been always (3) . Up to now, no other customers have complained about
our packing. The damages could have happened (4) transit or unloading

due to rough handling.

: The result of our investigation showed that the damage was caused (5) ,

but it is because of inferior packing which made the package open (6)

We have to lodge a claim with you and ask for a compensation to cover

- 2



