
Making and Handling Complaints: Putting It in Practice

1 With a partner, role-play a dialogue to make and handle a complaint for one of the following situations.

�

Situation 1

You ordered a new sofa bed from a large department store. When the delivery people brought it into
your living room, they made a huge scratch on the floor. You are responsible for any damages to your
apartment. Call the store. Explain what the problem is and what you want done about it.

Situation 2

You booked a hotel room for one night. While you are there, some guests in a room down the hall are
having a party. They are making a lot of noise and you can’t sleep. Call the front desk and ask to speak
to the manager. Describe the problem and what you want done about it. 

Situation 3

You have arranged for a technician from a cable company to come to your home at a certain time on a
specific day. You took the day off work so you could be home when the technician arrived, but he or she
didn’t show up. You still want the cable installed but cannot afford to take another day off work. Call
the cable company. Describe the problem and what you want done about it. 

Situation 4

You ordered a meal in a restaurant. When the meal came, there were fries instead of the mashed potatoes
that you had ordered, and the food was cold. When you complained to the waiter, he was rude to you
and insisted that the order was correct. He offered to take it back and warm it up without replacing the
fries with mashed potatoes. Ask to speak to the manager. Describe the problem with the food and the
waiter’s attitude. Say what you want done to solve the problem. 
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