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Look at the problem-solving flow chart below and match the headings to the phrases. 

a Clarify the information and repeat the problem back to the customer.
b End with a friendly, helpful tone.
c Assure the client of follow-up.
d Apologize.
e Summarize the discussion.
f Offer an alternative if the customer doesn’t accept the solution.
g Listen carefully to the customer describe the problem and show 

empathy.
h Say how and when the problem will be solved.
i Take responsibility for the problem.

VOCABULARY 
ASSISTANT

to assure ujistit
empathy empatie
oversight nedopatření
to resolve vyřešit, rozhodnout
to solve vyřešit
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_____________________________________

First of all, I’m so / terribly sorry about that.

I apologize for ...

Let me apologize for …

_____________________________________

Could you tell me exactly what happened?

Could you explain a bit more … ?

Do you mind if I just go over that again … ?

_____________________________________

I’ll just make a few notes as you speak.

I understand. / I see what you mean.

I would feel the same way. 

What a difficult situation this puts you in.

_____________________________________

It looks like an oversight on our part.

There seems to be a misunderstanding.

It appears your order got overlooked.

I’m afraid there has been some sort of mix-up.

____________________________________

I’ll take care of this at once for you.

I’m sure we can find a solution.

I’d be glad to offer you … to make up for 

this inconvenience.

This should be resolved by the end of today.

_____________________________________

If this solution does not meet your needs, 

then I can suggest … as an alternative.

I’ll look into other possibilities by …

I’ll get back to you straight away.

You’ll receive (a refund / replacement) by 

tomorrow …

_____________________________________

What we have decided is …

Our action plan is …

I’d like to go over this once more to make 

sure we agree.

_____________________________________

I’ll get back to you …

I’ll follow up to make sure that …

____________________________________

I hope you are satisfied with the outcome.

Thanks for bringing this to our attention.

Is there anything else I can help you with 

today?

Don’t hesitate to ring again if there are any 

more problems.
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UNIT 6   Dealing with problems and complaints  53

Work with a partner. Choose one of the situations below (or think of a situation of your own)
and use information in the partner files to do a face-to-face or telephone role-play. 
Note that Partner A is always the customer. Make sure you follow the steps for problem-solving.

Situation 1 A damaged consignment and a mistake on an invoice
Situation 2 A noisy hotel room on a business trip

Read this typical letter of apology and complete the gaps with the phrases below.

Dear Mr Webster 

____________________________________________1 that your order from last month 

has not reached you. ______________________________________________2 the 

frustration this has caused you.

___________________________________________________________3 to make sure your 

order arrives as soon as possible. The delay was due to an unexpected computer 

problem in the delivery department which interrupted our usual efficient service. 

_____________________________________________________________4 and your order 

has been sent to you by overnight post.

____________________________________________5 for the inconvenience. We do value 

your business and hope to keep you as a long-term customer.

Yours sincerely

Mark Baker

Dispatch Manager

Find phrases in the letter above. How did Mark Baker …

a state the problem? d explain the reason for the problem?
b apologize to the customer? e offer a solution?
c show empathy with the customer?

PARTNER FILES
 Partner A File 06, p. 59

 Partner B File 06, p. 61

We very much regret

Once again, we apologize

The problem has now been resolved

We are very concerned to hear

We assure you that we are doing 
everything we can
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