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Dealing with complaints 
 

Listen to the phone dialogues from customers with a complaint. Complete the complaint Forms. 

Phone dialogue n°1 

Date and time of call 10.45                  2012/02/25 

Name of customer  

Order number  

Description of goods  

Model number  

Details of complaint  

Solution offered replace            repair                refund                    reduce 

Customer response accept              reject 

 

 

Phone dialogue n°2 

Date and time of call 10.45                  2012/02/25 

Name of customer  

Order number  

Description of goods  

Model number  

Details of complaint  

Solution offered replace            repair                refund                    reduce 

Customer response accept              reject 
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1) Be friendly, polite and helpful 

2) Listen carefully 

3) Show sympathy with the customer’s 

problem, but don’t admit the company’s 

fault 

4) Summarise what the customer has told 

you, and check that you have 

understood correctly 

5) Record the details and collect the 

evidence (e.g. receipts or damaged 

goods) 

6) Offer a solution (repair the item, replace 

it, refund the money or reduce the price 

of the next purchase) 

Procedure for dealing with a telephone complaint from a customer 

 

Read the procedure for dealing with a 

cutomer’s complaint. 

Listen again to the phone calls; 

Which procedures are followed by the 

staff? 

Which procedures are broken by the 

staff? 

 

Role play between service staff and a customer 

 

Work in pairs, A and B. Roleplay a phone call between service staff and a customer with a complaint. 

 

Student A. You’re the customer. Make notes 

about device and what is wrong with it. 

Include a model name, number and an 

order number. Then call customer services. 

 

Student B. You work in customer service. 

Draw up a customer complaints form like 

the one above. Then take the call from the 

customer and deal with their complaint. 
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Dear Ms Beck 

Thank you for your letter complaining about your DVD player from our 

store. I was sorry to hear that the top surface of the machine was scratched and 

the edge was cracked. 

Unfortunately, we do not have any more DVD players in stock at the 

moment. However, I am pleased to inform you that we will give you your money 

back in full. In addition, as a gesture of goodwill, we will give you a 10% discount 

off your next purchase from our store. 

 I would like to apologise for the inconvenience you have experienced; 

Please do not hesitate to contact me if you have any further queries. 

Yours sincerely 

Robert Wilson 

Store manager 

A reply to a customer’s letter of complaint 

 

 

Read this reply 

to a 

customer’s 

letter of 

complaint and 

answer the 

questions. 

 

 

 

 

 

 

 

 

1) What did the customer complain about? 

2) What does the writer offer to do? 

3) Which words show sympathy?   Which words give an apology? 

4) Which words introduce good news?  Which words introduce bad news? 

 

You reply to a customer letter of complaint 

You are the Manager of IT Online Ltd. Reply to this letter. 

 

 

 

Dear Sir or Madam 

I wish to complain about the Mace notebook computer which I ordered from your online store last month (order 

number 60335/01). The computer was delivered only yesterday. When I opened the box, the adapter was missing. 

This is very poor service indeed. I look forward to hearing from you. 

 

Peter Bradwell 


