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Unit 6 Complaints and Claims ERiFF1Zz0E

( Background >

During the process of the contract execution in international trade, if one party does not

perform the contract (for example, non-delivery, later delivery, non-payment, etc.) or the goods
delivered are short in weight, not in conformity with the sample or simply lost, the other party
who suffers losses has the rights to complain or claim according to the relevant terms in the
contract.

Complaints or claims could be settled through an amicable discussion by both parties. In
case no settlement can be reached, the case under disputes can be submitted for arbitration to
be held in the country where the defendant resides or the third country agreed on in the contract.
The arbitral award is accepted as final and binding upon both parties. The arbitration fees shall

be borne by the losing party.



Unit 6 Complaints and Claims ERiFF1Zz0E

(Writing Points of Complaints or Claims)

Opening: purposes or reasons of writing, which are: the receipt of goods or complaints.
Body:  details of requirements, which are:
a. details of complaints or claims;
b. the suggestion for a settlement, such as a request for replacement, delivery, or the
compensation.

Closing: expectation of prompt attention or an early reply.



Unit 6 Complaints and Claims ERiFF1Zz0E

( Writing Points of Replies >

Replies to these letters generally include two kinds:
1. Agree to the complaint or settle the claim
Opening: a. receipt of the letter or notice of the delivery;
b. regret at the complaint or claim;
Body:  agreement to the settlement or accepting the claim, such as to replace the goods,
return the goods, send the shortage or agree to the compensation.
Closing: hope for future business or apologies for the inconvenience.
2. Disagree to accept the complaint or claim
Opening: a. receipt of the letter or notice of the delivery;
b. regret at the complaint or claim;
Body: a. disagreement to the complaint or claim and reasons
b. suggestion for a settlement if any;

Closing: expectation for future business.



Lesson 17 Complaints ERiff

( Specimen 1 Complaint of Poor Quality )

East-West Trading GmbH,
Otto-Hahn-Ring 20, Munchen,
Germany, D-81739
December 12, 2021

China Win-Way Trading Co., Ltd.
No.40 , Qianjin Street , Baiyun District ,

Guangzhou, Guangdong,
China, 510000

Dear Mr. Huang,
Our order No. 250 of June 25 for heart rattan baskets has duly arrived and we have taken
delivery of the goods.

We have examined the shipment carefully and, to our great disappointment, find that they
are not of the quality we ordered. The materials do not match the samples you sent us. The
quality of some of them is so poor that we feel that a mistake has been made in making up
the order.




Complaints EAF

( Specimen 1 Complaint of Poor Quality )

We have, therefore, no choice but to ask you to take the products back and replace them

with products of the quality we ordered. If you can replace the materials, we are prepared to
allow the agreed delivery time to run from the date when you confirm that you can supply

the correct products.

We look forward to your early reply.

Yours faithfully,
Michael Rigoni
Michael Rigoni

Manager




Complaints EAF

( Specimen 2 A Complaint Accepted )

December 15, 2021

Dear Mr. Michael Rigoni,

We are deeply concerned about the complaint about heart rattan baskets supplied to your

order No.250. Meanwhile, we are glad you bring this matter to our attention.

We looked into the matter and found the quality of the goods was really not in conformity

with the samples. After tracing, we find it resulting from a fault in packing. Some

unqualified products have been packed and delivered to you.




Complaints EAF

Q

Specimen 2 A Complaint Accepted )

We are arranging for the correct goods to be dispatched to you at once. The relevant
documents will be mailed to you as soon as they are ready. As regards the wrong goods,
please keep them until they are called for by our agents who have been informed of the

situation.
We apologize for the inconvenience caused by our error.

Yours faithfully,
Huang Kai
Huang Kai
Manager




Complaints EAF

complaint ¥ iJf K F documents 3%



Arm Yourself

1 match v.#8f¢; +52HM; .. .56
e.g. BiNFLEXHERIR N B RF KRR —FE

We hope the shipment will match the sample you sent us last month.




Arm Yourself

2 makeup B%; #ME
e.g. BAHLEIRFREAMETL,

We hope you could make up the losses.




Arm Yourself

3 have no choice but to (do) Al Tcfthix, HiF
e.g. MM EAEGHIT IR,
We have no choice but to cancel the order.
BN S AER S, EARTRIEEIT

We have no choice but to decline the goods as you made delivery of the wrong goods.




Arm Yourself

4 replace v. ITeftX & m, Bt
A3\ : replace A with/by B
replace A
A be replaced with B
B replace A
replace with/by B
n. replacement KB MR BRVITHSITIE; Bik; BiRE

make replacement with B

make replacement of A




Arm Yourself

adj.

e.g.

agreed adj. E—8(EE)Y; LI EHN

agreement tHi¥, tHE

make agreement with sb. in sth. 5..... 7E..... 5 EIA R MY
be in agreement with sb. G &FE A

be in agreement with sth. 5..... f18fFf, —

agreeable E&RY; [RIER, Ay, EERY

sth.be agreeable to sb. REFRAFE, RAAUEZES
sb. be agreeable to sth. EAGEHXESE

agreeable weather EEIXS

BARIERFGEIL

We are agreeable to/agree to your suggestion.
RAERERNATURES.

Your offer is agreeable to us.




Arm Yourself

6 complaint

n. an expression of dissatisfaction 7%, #2if, EHif
lodge/make/lay a complaint against sb. X3 AR HIFIN
e.g. HNEI—AXIEERHIF
We received a complaint about the short-weight.
v. complain #1728, #&£iF, BIF

complain about/of sth.




Arm Yourself

7 bring this matter to one’s attention {FRE A FERE

[Bl M : call/ draw/invite one’s attention to sth.




Arm Yourself

8 lookinto A&
e.g. TS IR FABE—FHITHAE.

We will look into your complaint.




Arm Yourself

9 faultn. fRPa, #PE, =

adj. faulty BERFERY, BELSHY
faulty goods B EfFHI 55
faulty packing BTRPEI B2




i O de Al apfar e oh RS

— HOFmEAERE. #E. £8, 8Xu%RE. DEFOAEMEENINRIERY,
—RRATLABE AT LSRR

O RIFHNE RN AE I FH HEEWIER, EAXINRERAKE.

O HREHO AT, HEORQRSINEIKRR, BELSINHEZFhEER.

© RFSWMALIIZLAIE, WEKRRE., BEHFICR, TEMEEHICRTF
Al EAXATHERE,

O ES R AL EFFERNSIEFREMATIALNN, URLINRERSGE, ANAG
PIpRRMEIER, MEFEXEFER, REBTRNFEEFHEHER. LBERREH
tH O 2 B R B NIRRT Z L .

O RBEBERMRATH, AHRREENE, B PRER.

O BRI AR, EtiRZENERAN, AMEERBIREERE.
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it O sl anfar X Sh s
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HANER W E A BRREARRI, HRFPEEE SR HNERIEHAIRZIER



Make Yourself Skilled

(I. Basic Training) 1. Match the Chinese versions with the English expressions.

/

shipper
complaint
sales confirmation
shipment date
agreement

faulty quality

/

e

/ﬁfﬁ)&ﬁaﬁﬁfﬁ*

iz
PPN

T g
T AP
Soin

\.

\,




Make Yourself Skilled

(I. Basic Training) 2. Choose the best answer for each sentence.

(1) We regret to have to complain the bad quality of shipment of sugar by S.S.
“Taishan™.

A. at @about C. on D. in

(2) The quality is not in conformity the agreed specifications.

A.to B. in @With D. on

(3) We find it imperative to look the matter as soon as possible.

A.to @.into C. with D. at

(4) When receiving the goods we found that they did not agree the original sample.
A.to B. in (C)with D. on

(5) We are clear that we cannot make the inconvenience caused by us.

A. out B. in Cup D. with




Make Yourself Skilled

(II. Improving Training) Fill in the blanks with the following words or expressions.

replace look into have no choice but to
make up took delivery of

(1) Since you have delayed the shipment, we have no choice butto  cancel the contract.

(2) Please send the goods we need to replace those damaged ones.

(3) On arrival of M.V*.Castle”at Port Louis, we {00k delivery of e consignment.

(4) We have to  look into this matter in order to find out whose responsibility it is.

(5) We regret to inform you that Case No. 3 and 6 are broken and the losses should be

made up by you.




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

(1) Your last shipment is so disappointing that F {1 F A EIRFIRE BIF. (lodge a
complaint against)

Your last shipment is so disappointing that I have to lodge a complaint against

To our great surprise, we find they are far below the standard and do not
match the sample.

{ (2) To our great surprise, FNVAAENNREXRZE, SHEFEMAHEHTE. (match) }




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

- J

[(3) Damage to the goods TSk ERIHE RENSAHY. (result from, rough loading)

To our great surprise, we find they are far below the standard and do not
match the sample.

{(4) We require you to FIFEIFRIET R IFHRELEZ . (replace)

- J o J

L We require you to replace the goods with the perfect goods.




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

(5) B MaFAIBI ML, HEBE return the goods to you. ( have no choice but to )

We have no choice but to return the goods to you




Make Yourself Skilled

(III. Comprehensive Training>

Complaints Fiff
Objectives of TrainingSE1)I|H HY

Through training, students learn how to write a letter about complaints as an importer.

‘s, FENZEIMEAEOBRIAE—H X THIFNE,
Training Background SE)IIS &=

ROM Trading Company of Sweden recently purchased a batch of flocked hanger from
Guilin Li Hao Household Products Co., Ltd. The Order Number is CH571. After the arrival
of the goods, Mr. Fatima Peter, the Purchasing Director of ROM Company, inspected the
goods and found that some goods were scratched, which affected the sales of the items. On
inspection, Mr. Fatima Peter believed that it was caused by the improper packaging. In
order to avoid damage in subsequent orders, Mr. Fatima Peter complained to Ms. Li Dan, a
salesman of L1 Hao Company, for the packaging. Peter asked Li Hao Company to pay 20%
of the value of the defective goods as compensation, and to improve the packaging in future

orders by using thickening bubble wrap.
S




Make Yourself Skilled

(III. Comprehensive Training)

IndiROM BRABITHIMNEMFIF R ERAREBIRATRM 7 —HEHRREE, 1T
BS5 CH571, &YFiXfE, ROM AFRIELIE Fatima Peter Sc4EI R AT,
WOEYBITEE, FNTmESE. 249, Fatima Peter StEIANAXERH
BEAEZTEZSEW. NEREEANTEHIGYIRIA, Fatima Peter Se&EBKER T
MFABINESRRERTL, MEEREEBRIF. Peter EXFFABILE FIRIEE
MEERI20%EAEE, HESEITREPSHEE, XRAINESSEEER.

Training RequirementSZ Il E 3K
Write the letter according to the training background. The format requirement: from

the salutation to the complementary closing.

REDIEREE. BIVEK: WRIFEFRS, E4HRE0E.




Make Yourself Skilled

(III. Comprehensive Training)

Training Guidelines3Z I3
1. Writing Steps G1E 1
Writing Points of Complaints or Claims i, RIEREEES
Opening: purposes of writing, e.g., the receipt of goods or complaints.
Body: a. details of complaints or claims;
b. the suggestion for a settlement, such as a request for replacement, delivery, or
the compensation.
Closing: the expectation of prompt attention or an early reply.
3k REAEENEE, ISR BIRISEH.
IEX:
1. BRNBHRIREERNE;
2. IR ECHEK, MEKER., RESRES.
HZE: RPAHEESE AL ESREHRES.




Make Yourself Skilled

(III. Comprehensive Training)

2. Reference Words and Sentence Patterns 2% 1a);C X A) 1\
(1) take delivery of the goods &%

(2) examine the shipment #& & fif 55

(3) to our disappointment... S NEREAZ......

(4) we find that... FZ(1LIW......

(5) we therefore ask you to... FAIEHEKRIRT......

(6) replace A with B FiB &i#tA

(7) allow a X X% discount £5F X X %B$r$A

(8) compensation =




Make Yourself Skilled

( Reference & &EF R )

Dear Mr. Li,

Our order No. CHS71 of June 5 for flocked hanger has duly arrived and we have
taken delivery of the goods.

We have examined the shipment carefully and, to our great disappointment, find
that scratches appear on some hangers.

For your information, the hangers with scratches cannot be sold at the normal price
in the market. We therefore ask you to allow a 20% discount for the amount of
damaged goods as compensation. Meanwhile, as to the next orders, please use
thickening bubble wrap to protect the goods from any possible damage in transit. We
hope such an incident won't happen again.

We look forward to your early reply.

Yours faithfully,

Fatima Peter




Supplementary Reading

( 1. A Complaint of Improper Packing(A Relative Letter to Lesson 15 Specimen 2) )

15 January, 2021
Dear Mr. Wang,
Re: Order No. 393 for Women s 100% Cotton T-shirts

The T-shirts under the above order which you shipped on November 10, 2020 were
delivered by sea today. After the T-shirts were inspected by the Port Office of SGS (the
certificate is enclosed), we found some of the cartons were broken and some of the
T-shirts were dirty.

Although not all goods are in bad condition, this experience suggests that the cartons’
quality is not so good or the cartons are carried roughly. We hope that in handling our

future orders you will bear this in mind.

The T-shirts are usable but because of the condition we cannot sell them at the normal
price and suggest that you make us an allowance of 10% at the invoice cost. If you

cannot do this, I'm afraid we shall have to return the T-shirts for replacement.
Waiting for your early reply.

Yours truly,

G. P. Johnson

Encl. Inspection of Quality

*SGS (Societe Generale de Surveillance S.A.) Fi- H 4 FLiE F %58 25w



Supplementary Reading

(2. A Reply to the Complaint>

Dear Mr. . P. Johnson,

Thank you for your letter of 15 January, 2021 referring to the consignment of

cotton T-shirts sent to you per S.S. “Ocean Emperor”. We regret to note your complaint.

We have investigated the matter thoroughly. As far as we can ascertain, the goods were

in first class condition when they left here. The bill of lading i1s evidence for this. It is



Supplementary Reading

(2. A Reply to the Complaint>

obvious that the damage you complain of must have taken place during transit. It

follows, therefore, that we cannot be held responsible for the damage.

We therefore advise you to make a claim on the shipping company, Emperor Line, who

should be held responsible.

We are grateful that you have brought the matter to our attention. If you wish, we would

be happy to take issue with the shipping company on your behalf.

We look forward to resolving this matter as soon as possible.

Yours truly,

Wang Lin



Lesson 18 Claim Z=[E=

( Specimen 1 A Claim for Damaged Goods >

PT Jakarta International Spices Tbk
Raya Kelapa Gading No 16, Jakarta Utara,
DKI Jakarta , Indonesia

July 20, 2021

China Win-Way Trading Co., Ltd.
No.40 , Qianjin Street , Baiyun District ,
Guangzhou, Guangdong,

China, 510000

Dear Mr. Li,

We refer to Sales Contract No.354 covering the purchase of 50 metric tons of garlic.

On inspection, we found that 100 bags had burst and that the contents, estimated at 1,000
kgs, had been irretrievably bruised and damaged, which can not be accepted in the market.




Claim Z=k=

( Specimen 1 A Claim for Short Delivery >

We proceeded to have a survey report made. The report has now confirmed our initial

findings. The report indicates that the loss was due to the use of substandard bags for which
you, the supplier, are responsible.

On the strength of the survey report, we hereby register our claim against you as follows:
The amount of damage USD 1924.50

Survey charges USDS50

Total claimed USD1974.50

We enclose Survey Report No.TS6478 and look forward to the early settlement of the
claim.

Yours sincerely,
Naniek Utami Handayani




Claim Z=k=

( Specimen 2 A Claim Accepted(A Reply to the Above) >

July 25, 2021
Dear Mr. Handayani,

Reference 1s made to your letter of July 20 in which you lodge a claim for the damage of
1000 kgs of garlic.

We wish to express our deep regret at this incident. We have checked with our warehouse
and discovered that part of your consignments were packed in a new lot of mesh bags which
were not used before. After tracing the source of these bags, it is found that they were
delivered wrongly by our supplier.

We are most concerned to maintain our long-standing trading relationship. We therefore
enclose a cheque for USD1974.50 1n full and the final sett/lement of your claim.

We trust that this unfortunate error will not adversely affect our future relations.

Yours faithfully,
Li Wen




Claim Z=k=

survey report Bk, A ERE
initial findings RANEIEER
settlement of claim g AL



Arm Yourself

1 claimn. &, BEZEXK
Hh3RiA: accept aclaim &SR
entertain a claim Z[EIESZ &S
relinquish/reject a claim $E 4B Z
withdraw a claim #&f{[5] ZX k&
settle a claim B
admit a claim EIE &
e.g. ENIEILH O@FRE T HIRAEREE,
They lodged a claim against the exporter for the breakage.
a claim for/on damaged goods BT 5243 i IS4
RREBNEE, —RANiEfor
a claim for USD20,000.00 &2 A E T
RN EMEIREE, —AHA N iEon
a claim on the goods under Order No. 100 X100 S1] B2 In T~ &4z H &G
v. claim &g, EXEE
RREBWERE, —iRAH Y 1Efor Son
the amount claimed &IEH) &%
e.g. XA AEIZEHREEREMR, ZEZXEERL.
The buyer can claim the losses with the seller.




Arm Yourself

2 inspection n. 38, &I
ClQ (China Exit and Entry Inspection and Quarantine Bureau) # [E|tH N B0 14 7E 5
IITS (Inchcape Inspection and Testing Service) 3 Z 784055 5 []
OMIC (Japan Overseas Merchandise Inspection Company) H AN 8416 iE kNS4t




Arm Yourself

3  estimate v. #E, fhit
estimated price estimation &}
ETS= estimated time of sailing {& 1T fAnAT (8]
ETD= estimated time of departure {&i i+ 4 % B8]
ETA= estimated time of arrival {& 31 Z!3AB7(8]




Arm Yourself

4  proceed v. 4L, HIT n YN, W=
proceeds of sale $HEUIN

collect proceeds from [a]..... Y BX & 5k




Arm Yourself

5 surveyv.i@lE, KEN KIE, KE, AT
survey report TR S
survey charge A& 22 H

e.g. RIBPEMS, KYIREHTTHF T,

According to the survey report, the goods were in good condition when shipped.




Arm Yourself

6 onthe strength of E1&; R1{E
e.g. FERITIHERIEM L, FIIREAIGRER A EMB11E 5.

On the strength of the bank’s guarantee we agree to supply them on open account

basis.




Arm Yourself

7 settlement n. fBR, FE
e.g. MANFLEBIARRFFEREIRIIE
We hope we can reach an amicable settlement.
WMRABEAGFNEER, LRIFERZ M.
In case no settlement can be reached amicably through negotiation, the case shall
then be submitted for arbitration.
BAREXEYDEERISKARTRIR
We hope for a lasting settlement of all these troubles.
v. settle fER, HE
e.g. B ZRT .
The question has been settled.
A ERIUT B & & BT S8 Rz 88 T kT LARRIR
Any dispute that may arise under this Contract shall be settled by arbitration.
IFAMZIE BRI R
Please settle your account immediately.




Arm Yourself

8 shortadj. &, ¥
sh. is short of sth. 3870, &<
n. shortage 8%k, >, &

shortage of stocks 51 &

be in shortage T <, ZEHk
e.g. [RRIERZ SEHERFTER.

s

A shortage of materials resulted in a shortage of supply




Arm Yourself

9 checkv. #&&, %Xt
e.g. ST LW E XD, B/IR—NEENEE.

I’ll check these problems immediately and give you a satisfactory reply.




Arm Yourself

10 specify v. BT RS 1¥4H$5FA
e.g. WNEEBRIEFRIE T I SEHEF

We specify in the L/C the terms and conditions concluded.




—\ MELEEFRIFMERE

HEPREIMNHAERERER, SRR DR, BeFa Km&dl
. EREHURLIESE, NMXALUBREWEH, EZEBEEEANIRE
MKHIS 3. AHITREPERLER, UM FEFEEXMITARIER:

O RIFEVIAE SEFPRXE, YHERFEFREY. AENSE, LEPRREE
BATAR AR IEE RIS ER.

O IRERRAHE WREMERFRTEAR, ME@ERFER, HRIRQGE;
MREEFEREMETLREERE (RMHAH~AFREZELD) , TAUEREN
MRS 5% P,

O LS ERE MEXERIENBAXBEER, UANEM—RRERETED
AENRIBUAZEN, BEREURZSARRZPEGE, HASTFNA~m T LLERE;
ORI @A, AT TFERME.



—\ TR E FHRIFMERERE

O MERTIRERARSS SHEAEXRBEMBEAEFERFZRKEHE, NEEF
IFMIEAE, BSHIRMRE (MCZEERIE) » ALE ENEFEMRIEER.

O TERERE JEKBEMNEREANEZGH, NEAADARBEHERIAL,
FASBRARERE, AREEENBEURIBENEE.

O RERNESE HBRESHLEN, NERFEXFERESTHEEXET, FEL
BRIRAVITEIMLASLIE, DARRE—EHRBELE.

O TEFZWBINF EeWAIREREZEIENAIE

@ PRfEXI 72 EB1). AGIRVERSTSEE ;

@ EFEHRTHREIEIE. thHRRREWE AR ;

Q@ EHERMBEBEXAM. NFAAETERGMEBAEMNWICRRMNE, FRE—EH
MW, RBRBELE ZLEFTENZTIFMCR TR;

@ ABAERA G KER IR 7 SR IEE)RE .



= BERE

EHREMMIIRSEEREILEZS, HORREINKRIERES, —RBIEEIMIL
MRIBRRIBAZ L ; HORKEEIHRIERE, —ROAFEARREARSRE
REAMELR “HOSEYERRBEARERSE” . RERSE, RE=ZHWTEMRIER
H—FEZWIERA, FIEIERRX ML LM RIE AT AREE; BER2EKRERA
EREARRBHN—FMETIUEY, LEFREAR TREMBEINEERE. ZTH
50, ak, EOIRERKR S REHKEEHE,



Make Yourself Skilled

(I. Basic Training) 1. Match the Chinese versions with the English expressions.

/

quotation \
leading importer

competitive price

order

specific enquiry latest
catalogue /

~

J

e

T
o Rpi
e H
et
T S

\\Eﬁ%ﬁmﬁ

%




Make Yourself Skilled

(I. Basic Training) 2. Choose the best answer for each sentence.

(1) They lodged a claim the exporter the breakage.

A. with, of B. against, of @against, for D. with, for

(2) I’'ll check these problems my colleagues immediately and give you a
satisfactory reply.

A. for B. of C. by @With

(3) inspection, we found a shortage of 5 bales.

A. Through B. By C. Under On

(4) We have to lodge a claim the damage 1,000 kgs of garlic.
A. of, of B. for, for C. against, of @for, of

(5) the bank’s guarantee, we agree to supply them on open account basis.
@ On the strength of B. On the basis of

C. According to D. Because of




Make Yourself Skilled

(II. Improving Training) 1. Fill in the blanks with the following words or expressions.

[inspection file a claim consigned due to settlement }

(1) The 100 tons Peanuts have been consigned to you per S.S.“Dong Feng”.

(2) After 1MSPECtion o the above shipment we found 5 cases missing.

(3) The delay in shipmentis  due t0  the late arrival of your L/C.

settlement

(4) We confirm having received your remittance of $600 in of our claim.

(5) On the strength of the contract, the buyer is entitled to return the goods and {1l a claim




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

[(1) We hope this unfortunate accident S =S {RI < [B]RIN Z1EK . (affect)

L We hope this unfortunate accident will not affect business between us.

(2) In view of our long-standing business relations, I 1B = A FHRRIX X% . (settle
the dispute)

In view of our long business relations, we would like to settle the dispute
friendly.

)
| N N N




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

(3) The evidence provided by you is not sufficient, EUFF T EEZEIRFRIBEK.
(entertain, claim)

The evidence provided by you is not sufficient, so we cannot entertain your claim.

inspection)

[ 4 WEZRE, FI1EIERRM &I almost half of the glasses have been broken.
(

broken.

- J o J . J

L On inspection, we feel sorry to find that almost half of the glasses have been




Make Yourself Skilled

(II. Improving Training) 2. Translate the following Chinese parts into English.

(5) FHN1ER R 5 B E#%SE and have a survey report made. (check with)

We’ll check with the warehouse and have a survey report made.




Make Yourself Skilled

( lIl. Letter-writing Practice )

Claims Zk
Objectives of TrainingSE1)I|H AY

Through training, students learn how to write a reply to a claim letter.

BE S, FEMNF S NIAR S REEE .
Training Background SE))IIS =

The following is a claim letter from the customer. Please reply to the customer to reject
the customer’s claim. Rejection reason: before formal production, the customer has
confirmed the sample, the quality of the delivered goods is consistent with the sample.

UTZREZFPHN—HEREK, BRIEZAN, EREEFPNERER. EEIEH: E
NE~RI, FEREWMAIER, AIXEYRNRESER—H.



Make Yourself Skilled

( lIl. Letter-writing Practice )

Dear Jin,

Your goods supplied to our Order No.7653 arrived here this Monday. We regret to find
that the logo on dinner plate is not as clear as it should be, and it is too small! That
decreases the quality and prestige of our brand.

We are not satisfied with the order. We have to ask for a 5% discount of the total
amount as a compensation.

Thank you for your understanding. Waiting for your early reply!

Regards,

Devin



Make Yourself Skilled

( lIl. Letter-writing Practice )

Training RequirementSZiII &K
Write the letter according to the training background. The format requirement:

from the salutation to the complementary closing.

RFELNEREE. BAEXK: NREEARES, ELRBUE.

Training Guidelines3Z)Il35 R

1. Writing Steps 5101

Writing Points of Rejecting a Claim B4R ERE/EE D

Opening: a. a receipt of the letter or a notice of the delivery;

b. regret at the complaint or the claim.

Body: a. explain the disagreement about the complaint or claim and the reasons;
b. suggestions for a settlement, if any.

Closing: the expectation for future business.



Make Yourself Skilled

( lll. Letter-writing Practice )

Tk

1. W BRI 3 32 1@ AN ;

2. M ERIFRRERRIER.

EX:

1. S ERIFRRBER T AREER, FRARRA;
2. IRBFRREIW, MRBAYE.

ZHRE: REAFERKREBEE,
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( lIl. Letter-writing Practice )

2. Reference Words and Sentence Patterns &% 18);C & A]T\

(1) We are deeply concerned about the claim about... I JdEEEMXT...... &,
(2) We wish to express our deep regret at this incident. I{IXNZ B AR & E R FTI= T
(3) We looked into the matter and found that.. F{TEE 71254, £IW......

(4) We regret being unable to accept your suggestion to... B {[11RIZ 1R geiZ (R RV E

(5) As this matter concerning..., we hope you will refer it to... HTFIHEHF T K......, ]
HETEE. ...

(6) affect our future relations SZAW I IF KA X< R



Make Yourself Skilled

( Reference & &EF R )

Dear Devin,
We are deeply concerned about the claim about the dinner plate supplied to you.
We wish to express our deep regret at this incident. However, after we looked into
the matter, we found that before the formal production, you have confirmed the
sample, and the quality of the delivered goods is consistent with the sample.
As a result, we regret being unable to accept your suggestion to give a 5% discount.
We hope you will understand us fully.
To encourage our transaction, we will provide a special discount for your next order.
Best regards!
Yours faithfully,
Jin Chen




Supplementary Reading

( 1. A Claim for Damage to the Goods )

Dear Sirs,
Re: Order No.2423

The captioned goods have armved at London port on May 10. After the inspection we regret to
notify that almost half of the glasses have been broken. The Certificate of Quality 1s enclosed.

Though we don’ t know what the real reason is, the glasses become unusable and useless to
us. Therefore, we cannot help lodging a claim against you for the amount of GBP 200.

We are waiting for your early reply.

Yours faithfully,
X KX



Supplementary Reading

( 2. A Reply to the Claim )

Dear Sirs,
Thank you for your letter of 20 May with a claim for the breakage of the glasses.

Your claim is for GBP 200 on the shipment delivered on March 18 to your order No.
2423,

The goods were in perfect order and properly packed in cardboard boxes. They were
then placed in a sealed container at our factory. It is difficult to imagine how any

breakage could occur.

Fortunately, the goods were fully insured under our standard policy with Lloyds of
London, but in order to make a claim we shall need much more information.

Please make a complete inventory of the broken items and send it to us. We shall then
contact our insurer. Their agent will probably call on you to check the consignment.

| apologize for the inconvenience caused.

Yours faithfully,
XXX



Sum-up /NG

When there is any discrepancy in quality, quantity, shipment date, or payment during the
execution of contract, a complaint or claim will be made against the person who shall be held
responsible for it. Such letters should be written with special care and usually include some or
all of the following points:

1. Arrival of goods, typical expressions such as:

@ We received this morning the 20 cartons of ...under our order No.... ex S.S....
ENMSRWEIB. ... . SREKRW. ... ITTRLITAI20%E. ...

@ We thank you very much for delivering the...under our contract No....

RGHR R 3ZE..... . GEBITEY..... . 254,



Sum-up /NG

2. Giving the details of a problem, typical expressions such as:

Poor packing

@ We regret to inform you that Case No.36 is broken. The contents are seriously damaged
owing to improper packing.
RIZEHBEHRT, 365HTHT, ATERTE, EEEYTERR.

@ We found 8§ cartons were torn and 4 cartons were broken.

BATLIMSFERL T, 4768 T o
Poor quality

@ To our surprise, we found them far below the standard and didn’t meet the sample.
EHRNMZIRNE, FAEMEMTENERE, EHERERT
@ We found the quality is not in conformity with what we stated in the contract.

BN&LZIMENSEERENT—E



Sum-up /\&5

2. Giving the details of a problem, typical expressions such as:

Shortage

@ We feel it regrettable that only 97 cases were received by us.

RIFEEIRATRYEI7HE .

@ After the inspection of the above shipment we found... boxes missing.
ZKWWRI..... FARMEK.

Wrong goods

@ Everything appears to be correct and in good condition except in Case No. 40.
PR4OSAEIN LM ELHIIE R, R REF.

@ When we opened this case we found it contained completely different articles.

FIAZXIFEF, BRAEAMEEBHNEIZTEEAXT,



Sum-up /NG

3. Making a complaint or lodging a claim, asking for the settlement, typical expressions such
as:

@ Your last shipment is so disappointing that I cannot but lodge a claim against you.
R EXNEMRSARET, BAGAERAGRRERRE.

@ We must ask you to arrange for the dispatch of the replacement at once.
BMNERFFIANZH L ZE M.

4. Expectation, typical expressions such as:

@ Please let us know what you wish us to do with it.
IFILEMNAE RN B E.

@ Your early clarification and settlement of the case will be appreciated.

MRHRERBEBUEHNRERR, HAVFAHREA.



Sum-up /NG

5. Reply to such letters shall also be handled with care and written in an amicable way.

Typical expressions such as:

Notice of a complaint or a claim

@ We were glad to know that the consignment was delivered promptly, but it was with much
regret that we heard Case No. 40 did not contain the goods you ordered.
REAMGSMEYIRINRE T, BERERSHMI0SHEMREDINZRTITHEIE,

@ We are in receipt of your letter of May 1, claiming for the short weight on the consignment

of...
WEHRFSHIBXE, MBEFEREE..... .HEE.



Sum-up /NG

5. Reply to such letters shall also be handled with care and written in an amicable way.
Typical expressions such as:
Acceptance of a complaint or a claim

@ We regret for the losses you have suffered and agree to compensate you by USD15,000.
EA MR EIEZRRRRTKIER, REREES,000 EIT.

@ We are prepared to acompensate you by 10% of the total invoice value.

BAFTERERTLZZ2MERN10% .



Sum-up /\&5

5. Reply to such letters shall also be handled with care and written in an amicable way.
Typical expressions such as:
Rejection of a complaint or a claim

@ We looked into the matter and found that our... was properly weighed at the time of loading.
BATAE TS, AAEERNBEYNESEZERD.

@ The goods in question were in first-class condition when they left here, as was evidenced

by the bill of lading.
IZEYRF XA RYF, XBERREAIE.



