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2. UO0QO0O Essential Sentences

1. This lot of goods is not up to the standard stipulated in
the contract. We're now lodging a claim with you.

dodooooouooooououoououooooooo

2. The quality of your shipped goods has been found to be
not in conformity with the agreed specifications. We're to claim

on you for £800.



doobooooooboboooooooooooon
OO0 good OO

3. The goods arrived to our ports all right but we
regretted to find that each of the drums was leaking slightly.

dodooooooooooooooooouooooo
goooood

4. The damage is chiefly due to poor packing which was
not adequately reinforced.

dooooooooooououoooooon

5. The goods have been so discoloured and heavily
saturated by rain that they're unsaleable.

goooooooooooooooon

6. All the damage seems to have happened during transit.

goodoouoouoooooooo

7. We examined the goods and found that about half of
them were badly damaged.

doddoooooooooooooogo

8. It was found that there was a difference of 30 tons
between the actual landed weight and the invoiced weight.

dododooooooooooooog 3000

9. The goods are short landed by 500 kilos;therefore we

raise a claim against you.
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10. According to the surveyor's report,there was a
shortage of 400 lbs.

ooooooooood 4000 0O

11. We consider that the suppliers are responsible for the
short weight,because 51 bags were found broken when
unloaded.

dodoooooooooooooooooooog 51
HEN

12. It's clearly stated in the contract that the maximum
allowance for natural loss is 2%. But the actual loss is 5 %%.

doooooooouooooooun 2»4ymoon
O00 5%,

13. We regret to tell you that Case No. 5 did not contain
the goods we ordered.

goboobibdbibsobDO0oDOonoDOonDonoooon
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14. This is not the first time a delay in delivery has
occurred,and this has compelled us to point out that it has
brought about adverse effect on our future business.

goddooooooooooooooooooodgn
gooooooooooooood



15. I'm surprised to find 300 cases of iron nails terribly
rusty.

oo 3000 oouooooooooooon

16. I'm sorry to tell you that the machine tools I purchased
from you do not work well.

goooobooobooobobooooon

17. The goods were found seriously damaged. I think the
insurance company shall be responsible for the damage.

gdobdoobobooooobooobbooon

18. The seller should be responsible for his improper
packing.

dooboooooooooooo

19. We regret the loss you have suffered and agree to
compensate you by £ 800.

0oooboobooobooooooooo geoddnO

20. We decided to compensate you 5% of the total value
and you should bear the inspection fee.

OO0oboooob skyyooooooooooooooao

21. As the liability rests with both parties,it would not be
fair if the loss be totally imposed on us. We are ready to pay
50% of the loss only.

gdoddoooooooooooooboobobooon



OMO000 50% 0000

22. Such a claim,as is without foundation,cannot be
accepted.

gooooouoooooon

23. The packing of our goods has for many years proven to
be fully satisfactory. We're surprised about your complaint.

gdodddodoooooooooooooooood
gooooooon

24. We wish to point out that you lodged a claim without
sufficient evidence to support it.

goooooooooooooouoooon

25. The documents submitted by you to support the claim
for compensation are insufficient. Therefore,we cannot take
your claim into consideration.

gdodddodooooooooooooooooood
gooooooon

26. Your claim for indemnity for the loss you sustained
should ,in our opinion,be referred to the shipping company,as
the liability rests with them.

oo ououooooooo
goooo

27. We have to point out that the consignment was



carefully inspected before shipment,and we fail to understand
how the damage could have happened.
godooooooooooooooooouooon
dododoooooooo
28. Claims concerning insurance or transportation should

be referred to the insurance company or the shipping company.
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Sentence Patterns for Negotiation Skills

1. We're to file a claim on you.

goooooooooogo

2. You shipped bulk goods not corresponding in quality
with the sample.

doodoooooooooouooooo

3. This consignment was not up to your own standard.

doodooooooooooono

4. Since the loss is not a small figure, we have to claim this
amount of shortage.

godddodoooooonoooooooooooon
gooooo



5. This consignment is much inferior in quality to our
samples. In such a case,you have invited trouble for both
yourselves and us.

gdooooooooooooooouooouoooon
goooooooo

6. We regret to inform you that one of the cases of your
consignment arrived in a badly damaged condition. The lid was
broken,and the case with its contents was crushed.

gdoooooooooooooooooouoooon
dooodoooooooouoooon

7. The damage may have been caused by many factors.

doooooooooooon

8. According to the surveyor’s report,the damage was due
to careless handling during transit.

doodoooooooooooooooogooaa

9. The goods were in good order when they left here,and
the damage must have occurred during transit.

doooooooooooououoooooon

10. A shortage.of 50 tons is a big loss for us. We have to
lodge a claim against you.
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11. It's our hope that you will waive the claim and we
shall then see if we can do something for your orders which are

to follow.

dodoooooooobooooooooooooo
gooon

12. We're prepared to make you a reasonable compensa-
tion but not the amount you claimed.

doooooooooooooooonooooooo

13. If we were at fault, we should be very glad to compen-
sate for your losses.

doodoooooooooooooogoo

14. The shortage you alleged might have occurred on
route,and that is a matter over which we can exercise no
control.

doooooooooooobooooooooood
gooood

15. As the damage is apparently dute to rough handling in
transit, it is only appropriate for you to put in your claim with
the insurance company concerned.

doodoooooooooooooooooouooo
gooooo

16. As it is a matter concerning the insurance,we hope



that you will refer the claim to the insurance company of their
agent at your end.
O00000o0o0o0oOoooOoooDoooobooooog
O0o0ooooooooo
17. We would be glad to know what you are supposed to
do in the matter,as we eannot use them for our purpose.
O00000o0o0o0oOoooOoooDoooobooooog
00
18. We trust you will do your best to have this matter

straightened out at once.
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4. OO0  Situational Dialogues
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Dialogue I : A Claim for Fruit Tins Damage

A . Mr. Charles,we regret to inform you that the last
consignment of 40 cases of Arbutus was seriously
damaged. Careful inspection by the Health Officer
showed that the contents were considered unfit for
human consumption.

B: Just a minute,if you please,Mr. Jackson. Have your

people in Tokyo discovered what were the exact causes



of the damage? It was rather a singular case, for
thousands of tons of this product have been exported
and this seems to be the only case of having been
damaged on route.

. I'm sorry I have to say it was not on route. It was
definitely damaged priot to loading onto the S. S.
Butler. Here, I have brought along with me the
certificate issued by the Tokyo Health Officer. It
speaks for itself. As to the causes,closer inspection and
examination by our cargohandling people revealed that
the leakage of juice was brought about by damaged
tins. They were evidently broken through careless
handling while being loaded into the ships hold in Paris
dock.

As T’ ve said before, thé whole business is most unfortu-
nate. We have never come across such a case of dam-
age during loading.

: Mr. Charles, I've to remind you that our terms are
CIF Tokyo port. While we have full confidence in your
Commodities Inspection Bureau in its capacity of
quality inspection, this is a case which occured after

their sampling and analysis at the works. And the



broken tins through careless handling and deterioration
of contents on route necessarily brought about this
state of affairs. Now, Mr. Charles, I'm sure you will
think it fair on our part when we suggest that the total
value of the parcel should be reduced by 50% and that
you should give us an allowance by way of credit for
the amount to be set against our future purchases of

canned fruits from you.

B. Your proposal is reasonable. We can accept it,but please

A

give us a certificate issued by your Health Department.

I'm so glad to hear of your ready agreement. Your
fairness in business dealings is really unsurpassed. Shall

we send you a letter confirming this?

As soon as you send us a letter confirming this

conversation, we'll send you a reply immediately.
Thanks ever so much for your cooperation,

Mr. Charles. Good-bye.

. Good-bye,Mr. Jackson. Come over here when you're

through with your business and we'll have a friendly

chat.
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Dialogue I . A Claim for Rusty Medical Instruments

A ; Mr. White, We're surprised to find 30 sets of medical
instruments terribly rusty. We've sent you by air two
photos to back our findings.

B: We were also surprised, Mr. Vogt. I've been sent here
to settle the claim.

A. We'll show you not only more photos but also the
defective instruments.

B: Well,Mr. Vogt, we would like to tell you that before we
left,we checked up on the condition of the first
shipment and found nothing in our record indicating

any rusty instruments.



A. Then how could it happen that 30 sets of medical

o

o

instruments got rusty?

. I guess dampness at sea might be the cause of the rust,

the sea water got into the wooden cases and damaged

the goods.

: Sorry,but I can't agree.

. You may take it from me that every instrument was

subjected to strict inspection before shipment. 1 believe

that rust could occur in transit.

: Sorry,I don’t quite follow. It seems to me your points

are groundless. Let’s look at the facts.

: All right,I'm willing to hear them.

The damage didn’t occur during transit. When we
unpacked the goods, we found the wooden cases dry
and the inside paper lining without water stains. Yet
the instruments inside were terribly rusty, it’'s obvious

that they were rusty before shipment.

: May I suggest that we go to the warehouse together?

We want to see the instruments ourselves.

: That's fine. Let's go there now.

(In the warehouse)

: I’ve seen the rusty instruments. It seems they should



be replaced by new ones.
A Thank you for getting this matter sorted out for us.
How soon can we have the replacements?

B. Next month,I suppose.
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