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The sentences in the left column below are descriptions of complaints, and the sentences in the right

column are responses to complaints. Please match the left and right columns.

1. Having checked with our suppliers, it
appears that a mistake has been made on
this occasion, and that you have been sent

an invoice with incorrect details.

a. In future, we shall ensure that you are not
accidentally sent goods which you do not
require. In the meantime, please feel free to
keep, as a gift, the products we have

mistakenly sent you.

2. Having checked with our Trade b. I regret to inform you, therefore, that we

Department, it appears that two mistakes
have been made. First, we should clearly
not have sent you the goods. Secondly, it
follows that you should not have been
billed for them.

cannot give you a refund. In this case, the
goods are of saleable quality, so a refund is out
of the question. However, as you are in a
difficult situation, we should like to offer you
the chance to buy a slightly more expensive

model at an unbelievably low price.
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3. Having checked with our suppliers, it is
clear that they mistakenly sent us a
consignment of faulty equipment.
Apparently, the damage was caused

during the production process.

4. According to our Trade Department, we
did not get your order until 15 June. I am
afraid the delay in delivery has been due
to this.

5. I have discussed the matter with our Sales
representatives, and they tell me that you
checked the equipment very thoroughly
before deciding to purchase and were

aware of the standard of its workmanship.

1. ¢ 2. a 3. e 4. d

c. A revised, correct invoice is attached for your

convenience.

. I regret, therefore, that we cannot guarantee

delivery on the date agreed. However, as it is
clear that you are in a very difficult position,
we are prepared to offer you the loan of
alternative equipment until such time as we

can deliver your order.

e. With this in mind, we are more than happy to

replace the faulty equipment. I shall arrange
for a messenger to call at your shop within the
next six days to collect it and to deliver a

replacement consignment.
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