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9 | A letter of complaint

READING

1 Read the letter of complaint. What is the writer
complaining about?

a a delivery has been lost in the post
there has been a mistake with a delivery
¢ a delivery is taking a long time to arrive

LANGUAGE FOCUS

1 Match the information 1-4 to the descriptions a—d.

1 Sarah Philips a date

2 Attn: Customer Care Manager b writer’s address

3 34, Old Kent Rd, Canterbury, c writer’s name
CNS 4SL

4 June 15 2006 d title of the person

you’re writing to

N

In which paragraph (1-3) does the writer ...

explain the problem? ___

say what she wants the company to do? ___
explain why she’s writing?

say what she’ll do if the problem is not solved? ___
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Write the number of the formal phrases in italics in the
letter next to the informal equivalents below.

to sort things out _6

it isn’t good enough ___

I’'m not happy about ___

they told me that ___

All the best ___

still hasn’t sent me ___

Hi there

I hope to hear from you soon ___
you can get in touch with me ___
my money back now ___

I'm going to have to ___

Read the information in the box.

Delete the three sentences that are grammatically
incorrect.

Although I placed my order two months ago, it has still
not arrived.

However I placed my order two months ago, it has still
not arrived.

I placed my order two months ago, however it has still
not arrived.

I placed my order two months ago. However, it has still
not arrived.

I placed my order two months ago. It has still not
arrived, however.

My order has still not arrived. Although, I placed it two
months ago.




6 Connect the pairs of sentences using the word in
brackets.

1 They guarantee same-day delivery. The flowers arrived
three days late. (although)

2 The flowers finally arrived. They were sent to the
wrong address. (however)

3 Mum was very disappointed. She saw the funny side of
it. (although)

4 I had never used the company before. Friends had told
me that they were very good. (however)

- WRITING

1 Read the email below. What is the problem?

They delivered the wrong flowers.

They delivered the flowers to the wrong address.
They delivered the flowers on the wrong day to the
wrong address.
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Hi Phil,
How are you doing? Have you spoken to Mum recently? Has
she told you about the flowers? | wanted to send her some
flowers for Mother’s Day, so | ordered some online at
Lightning Deliveries. Have you ever used them? | hadn’t, but
I'd heard they were pretty good. On the website they
promised to deliver them on the same day — but they got
there three days late! | mean, what'’s the point of sending
flowers on Mother’s Day if they don’t get there on the right
day? And to make matters even worse, they got the address
wrong and sent them next door. At least Mum'’s got a sense
of humour. | think she was a bit disappointed not to get
anything on Mother’s Day, but she laughed about it when Tom
from next door turned up with a bouquet of roses for her! But
it was a bit expensive for a joke. I'm going to write to
complain. | don’t see why | should pay for flowers that were
delivered late and to the wrong person! I'll let you know what
happens.

Love,

Sarah
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You are Sarah. You are going to write a letter of
complaint to Lightning Deliveries. Look at the email in
exercise 1 again and make notes about what you’re
going to say in the paragraph plan below.

1 why you are writing

2 what exactly happened

3 what you want the company to do and what
will happen if the problem is not solved

Write the letter. Remember to include your address, the
title of the person you’re writing to and the date.

Look at what you have written. Can you improve it in
any way? Use the points below to help you.

Have you used appropriate expressions to open and
close the letter?

Is your letter formal enough?

Have you used linking expressions to show the
connection between what you expected and what
actually happened?

Check your spelling and your use of punctuation and
capital letters.
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