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Dealing with a problem on the phone
With a partner, practise the following role-play then perform it in front of the class. Try not to use any notes when you perform.
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Voorbeeldoplossing
A 
Hello. This is (student’s name) calling from (name of shop). I’m calling about the clothes you ordered. 
The goods arrived at the shop ten days ago but we noticed that they haven’t been collected yet. 

B 
Hello. Sorry, I’m in New York and the line is really bad. Could you repeat that, please?

A 
Of course. The goods you ordered arrived over a week ago but haven’t been collected yet.

B 
Oh no! I hoped you would deliver them to my house in Scheveningen. I’m home in New York for a month now and can’t collect them. The shop said someone would call me as soon as the goods arrived. 
Why has no one phoned me?

A 
I’m sorry about that. Let me check. Yes, we sent you an email and received no response so we called your landline and left a message but we didn’t hear from you.

B 
Sorry, I can’t hear you very well.

A 
We left a message on your landline.

B 
Oh dear. I had already left the Netherlands. What can I do now?

A 
Well, we could deliver the goods to your address.

B 
That’s a good idea. But no one is there to accept them. You could deliver to my neighbour, 
Anton Jansen. His address is Leliestraat 271, 2583 KS, Scheveningen.
A 
Yes, we can do that. I’m afraid there’ll be a small delivery charge.

B 
What? I’m not willing to pay for delivery. It’s the shop’s fault that I didn’t pick up the goods, not mine. 
If you don’t offer free deliver, I’ll cancel my order.

A 
One moment, let me see what I can do. … OK, I’ve spoken to the manager. He said we can offer you 
free delivery to apologize for the inconvenience.

B 
Great, thank you. I look forward to receiving my order. Goodbye.

A 
Thank you, have a nice day. Goodbye.

Partner A


Sales assistant (you)


Your manager asks you to phone an English-speaking customer about some goods he/she has ordered (invent a suitable product sold by your shop) �but hasn’t collected. The goods arrived at your shop 10 days ago. You emailed the customer and got no reply, so you phoned the customer’s landline and left �a message on his/her answering machine but the customer hasn’t responded. Today you phone the customer on his/her mobile. Improvise your reactions �to the customer’s questions and answers and find a solution to the problem. Finish the conversation politely.
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Partner B


English-speaking customer in foreign country (Joe/Joanna Parker)


You are in e.g. New York/Sydney/London/Johannesburg when your �mobile phone rings. The line is very bad, so you ask the caller to repeat everything. You are annoyed that the goods you ordered were not delivered �to your house in Scheveningen before you went home to e.g. New York/ Sydney/London/Johannesburg for a month. The shop promised to phone you on your mobile as soon as you could come and collect the goods but nobody phoned you. Ask why nobody phoned you. Say you will accept delivery if the shop delivers the goods to your neighbour, Anton Jansen, who lives at Leliestraat 271, 2583 KS, Scheveningen. You will not pay for delivery as the shop is at fault. If the shop will not deliver free of charge, you will cancel your order. Finish the conversation politely.
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