COMPLAINTS

1)
CALLER

You are a colleague of Tony Martin at Fast Fax Central Service Department. Tony has had to go
home suddenly and has asked you to make an urgent call on his behalf. He had promised to
ring Vera Steiner back as soon as possible to explain why there had been such a delay in
receiving her repaired fax machine. Tony had discovered that it was Quicklink Couriers’ fault.
You know Ms Steiner is very angry and has been very inconvenienced. Explain that Quicklink
Couriers will call her to apologise and fix a convenient time for delivery.

2)
RECEIVER

You are the same person as in thereceiver in 1, and Vera is stlll out. Make sure the caller
knows how inconvenient it has been for Vera not having her fax machine for so long. Explain to
the caller that Vera is self-employed and that she is dependent on technology in order to earn
her living. You know that Vera will be away for the next two days, and you have made
arrangements to do several things this week yourself. You will need to look in your own diary
to arrange a time for delivery.

3)
CALLER

You are a colleague of Ben Rushton, who is busy with a customer at the moment. It’s the
second day of the exhibition, and Ben has asked you to ring Kathy Martinez, of Exhibition
Organisers, who have made all the arrangements. Ben has ordered a buffet lunch for 35
people at the stand, to be ready at 12.30. It is now 1 p.m. and there is still no sign of any food
or drink, or any waitresses. You are getting increasingly concerned, as you have invited several
important clients to the buffet, and they have already arrived.



