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LINC 6 CLB Competencies and Essential Skills

The activities in this section represent a sample of possible activities that can build language proficiency when

interacting as a customer and with customers. You can supplement these activities with a range of materials from

other sources. Below are the CLB competencies, Essential Skills and specific language skills that are addressed in

these activities.

The activities in this section focus on the following language skills: 

• Making enquiries 

• Providing information

• Understanding and responding to various sales styles

• Saying No

• Making and handling complaints

• Reading a contract

• Writing a cancellation letter

E
S

These activities can help to develop the following Essential Skills:

• Oral Communication

• Work with Others

• Computer Use

C
LB

During interactions with and as a customer:

� CLB 7–I: Express and respond to … complaint, disappointment, dissatisfaction, satisfaction and hope.

� CLB 7–III: Give and respond to warnings.

� CLB 7–III: Ask for and respond to recommendations or advice.

� CLB 7–III: Make an extended suggestion on how to solve an immediate problem or make an

improvement.

� CLB 7–IV: Ask for and provide detailed information related to personal needs, varied daily activities 

and routine work requirements.

� CLB 7–III: Demonstrate comprehension of factual details and some inferred meanings in simple advice

and suggestions, announcements and commercials.

� CLB 6–III: Identify factual details and some inferred meanings in moderately complex texts containing

advice, requests, specifications.

� CLB 6–III: Find two or three pieces of information in moderately complex formatted texts.

� CLB 6–III: Convey business messages as written notes to pass on routine information, make requests,

or respond to recommendations and warnings.
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Introduction to Customer Relations

1 Discuss the following questions.

1. What are the standards of good customer service in the country you come from? How are they
different from those in Canada?

2. Have you ever made a complaint about a product or service? What was the complaint about? How
did you handle it?

3. What aspects of being a consumer do you find most challenging and why?

• understanding contracts

• dealing with aggressive sales people

• making and handling complaints

• getting information about your rights as a consumer in specific situations 

source: www.businesscartoons.co.uk/shop

Culture Note 

The top five items that Ontarians file complaints about are:

• collection agencies

• home repairs

• new/used car purchases

• appliances

• health and fitness clubs 

You can find detailed information on making complaints – including writing a complaint letter, cancelling a
contract, or dealing with an unreliable seller/service provider – on Canadian Consumer Information Gateway, 
an Internet portal providing access to information relating to consumer rights.
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Consumer Rights

In Ontario, consumers’ basic rights are protected under the Consumer Protection Act, 2002. This legislation covers
ground rules for common consumer transactions and situations. The Ontario government provides consumer information
on its Ministry of Small Business and Consumer Services website. Through this website you can access specific
consumer protection acts and get more information about your rights and what you can do if those rights are violated.

1 In small groups, discuss the following situations and decide what your rights as a consumer could be. 

�

2� Locate information relating to each of the situations above. Go to the home page of the Ontario
Ministry of Small Business and Consumer Services (www.gov.on.ca/mgs), then click on Consumer
Services, then Know your Rights, then Your Rights. Present your findings to the class.

Situation 1

Last week, you signed a contract for a membership in a local gym. Now that a few days have gone by,
you regret your purchase. You realize you won’t be able attend fitness classes as often as you thought,
and the monthly membership fee is too expensive. You would like to cancel your membership, but the
contract you signed stipulates that you must be a member for at least a year.

Situation 2

You purchased a bedroom suite in a small furniture store. Because they did not have your selected
model in stock, they promised they would deliver it to your home within a month. Six weeks have
passed from the day of your purchase and the furniture you paid for has not arrived. You feel that 
the store didn’t fulfill their part of the contract because the delivery has been delayed. 

Situation 3

The chain store you bought cosmetics from last year keeps mailing you small packages of their products
with offers to buy other products. You don’t know what to do with the products – you don’t want to go to
the trouble of returning them, but you don’t want to purchase them either. You are not sure if they are
complimentary. 

Situation 4

You have received a bill for a catered lunch you recently ordered for the office staff and noticed 
an unexpected surcharge listed on the bill. You phoned the caterer to find out what it was for. 
She explained that the surcharge is added to cover her tax costs. You find that suspicious because 
GST and PST were included on the bill you paid.

Situation 5

You hired a contractor to have some renovation work done. Because he has other obligations, he will
complete part of work now, and the rest in two months. You want to get this timeline in writing, but the
contractor says that you “shook on it” and that’s good enough. The contractor also prefers to discuss
the cost details later. You feel uncomfortable having him start work without knowing the total cost. ow
close are they? Have you captured the most important ideas and information?
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Making Inquiries About a Product or Service

1 Audio 3.9: Listen to a dialogue between a customer and a restaurant manager. Answer the
questions below. 

1. What product or service does the customer enquire about? What are her general requirements?

2. What are the specific items that the customer would like to have included in her order? How will
the manager accommodate those needs? 

3. Circle the items from the menu that are not mentioned in the conversation:

• mini pizzas • drinks • steak • Caesar salad • cream filling

4. What is the final order that the manager wants the customer to confirm?

5. How and when will the order be finalized?

6. How would you describe the manager’s style of customer service? Give reasons.

2 Listen to the recording again. Record the phrases and expressions you hear. Then, with a partner,
add your own expressions to the list.

3 Prepare a dialogue between a customer and a restaurant manager using the role cards below. 
Role-play your dialogue for the class.

�

Student A

You are a customer. Think of a social function you would like to have in a restaurant. Decide on the
number of guests, style of meal, menu items you want and your budget. Enquire about details of a
possible event.

Student B

You are a restaurant manager. Search the Internet for the menu of a local restaurant and use it to provide
answers to the customer’s questions. Make concessions and accommodate some of the customer’s needs.

Asking for information:

Clarifying information:

Changing the topic:

Closing the conversation:
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Making Inquiries About a Product or Service (Cont.)

4 Work with a partner to prepare a dialogue about renting a cottage for a week. Use the information
in the role cards to role-play the dialogue.

�

5 Write an email to follow up on your conversation. Place an order for renting the cottage for a
specific period of time; request a contract with details about all charges and deadlines for payment.

Student A

You are a potential cottage renter. You have two children and want a cottage with a yard that is close to
a lake. The cottage must have a barbecue.

• Make a list of questions to ask the cottage owner.

• Call the owner to find out about all of the cottage amenities.

• Ask about the rental rate for the month of July.

• Ask about availability.

• Clarify details.

• Confirm a deadline to decide on the rental.

Student B

You are a cottage owner. You would like to rent out your cottage on a weekly basis in the summer. The
cottage is a cozy two-bedroom cedar cabin on a small lake. It sleeps four to six people. There is a
queen-sized bed in one bedroom and bunk beds in the other. The beachfront cottage is kid- and pet-
friendly. It has a wood stove, full kitchen, barbecue, screened-in porch, outdoor shower and canoe. The
lake is small and private, with clean water and abundant wildlife. There are hiking trails in the vicinity.
The site is located near a small village with historic attractions and a farmers’ market. This cottage is
ideal for a quiet vacation in beautiful surroundings. Decide on the weekly rate, deposit requirements,
availability, and check-in and check-out times.

• Give cottage information to the prospective renter.

• Clarify details about the renter and the family.

• Set a date and time to confirm their interest in renting the cottage.

328 Chapter 3 | Interacting With Others | Customer Relations L INC  6



Making Inquiries: Putting It in Practice

1 Working with a partner, prepare and role-play a telephone conversation making and responding to
an inquiry about the venue for a party. 

�

Student A

You are the manager of a venue that a potential customer will call you about. Inform yourself about this
venue by searching the Internet for a possible venue in your city/town that is suitable for a birthday
party for a seven-year-old girl. Possible party venues include a movie theatre, an indoor play place, local
recreation centre, or a bowling alley. Find information about the following:

• available activities

• food and drink choices

• cost per person or total cost

Student B

Your daughter’s seventh birthday is next month. You would like to give her a birthday party. Your
daughter wants to invite 10 friends. Phone the possible venue and find out the following:

• date and time

• number of guests

• available activities

• food and drink choices

• adult supervision

• cost per person and total cost

• contact information (name and phone number)

• booking deadline

• confirmation of deposit and balance of payment
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Styles in Customer Service

There are various styles in customer service. Sales techniques can range from subtle or soft-sell to more direct or
hard-sell, depending on the type of product or service being offered. 

Hard selling is more common in selling real estate, cars, furniture, major appliances, insurance, and financial
services because these products and services are usually sold on a commission basis. In most retail stores,
however, you will encounter soft selling.

1 Audio 3.10: Listen to two sales dialogues. Answer the following questions.

1. How are the two sales styles different?

2. What hard-sell techniques does the salesperson use in the first dialogue?

3. What constitutes soft selling in the second dialogue?

2 In a small group, discuss your personal experiences as a customer with various sales techniques. 

1. In what situations have you, as a customer, experienced hard selling? What was being sold?

Describe how the seller tried to convince you to make a purchase. How did you respond to it?

2. What are some effective ways of responding to hard selling?

3. Hard-sell techniques are often used in advertising. Give examples you have recently encountered
(e.g., TV commercials, Internet or print advertisements).

4. What sales techniques do businesses mostly use in your previous country?

3 Audio 3.11: Listen to a consumer rights advocate discuss hard- and soft-selling techniques.
Answer the questions below.

1. How can a consumer recognize hard-selling techniques?

2. Why do many customers not like a hard-sell approach?

3. What specific examples of phrases used in hard selling does the expert give?

4. How can consumers protect themselves against hard-selling techniques?

5. What makes soft selling good customer service?
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Styles in Customer Service (Cont.)

4 The following words come from the interview you heard. Match the terms on the left with meanings
on the right. 

1. explicit a. not very noticeable or strong

2. hype b. to gradually become more involved in a bad situation

3. bellow c. to be tricked into believing something that is not true

4. blather d. very surprisingly

5. blatant e. to be unfairly criticized for something 

6. in-your-face f. very unpleasant

7. be put off g. causing fear

8. intimidating h. very direct and often shocking or surprising

9. obnoxious i. to feel uncomfortable or uncertain because of something

10. get a bum rap j. very clear, obvious 

11. astonishingly k. to talk foolishly

12. to fall for l. to shout in a loud, deep voice

13. get sucked into m. publicize in an exaggerated way

14. subtle n. clear; very well-explained so there is no confusion

5 Imagine you have to sell one of the items below. Decide what selling technique you would use and
try to persuade your partner to buy the product/service. Your classmates will evaluate how effective
your technique was. 

�

Situation 1

You want to sell your car. It has 200,000 kilometres’ mileage, but it is very reliable and in mint
condition. You need money to buy a new car, so you want to sell the old one as soon as possible. 
You place an ad on the Internet and get a phone inquiry about it.

Situation 2

You are an insurance agent and work on commission. You sell rental property insurance. Your insurance
company offers low premiums, flexible payment schedules and different plans depending on coverage. 
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Saying No

For many people, saying no is difficult. It is especially difficult with hard-sell techniques. Strategies for resisting
hard selling include avoiding an answer, refusing without saying no, simply saying no, and making concessions.
Here are some tips you could use when saying no: 

• Be polite but firm in your response. No, thank you. I don’t want …

• When saying no, make sure the tone of your voice is firm, and use body language such as shaking your head or
turning away to indicate a negative response. 

• Say you want time to think it over. Ask the seller for written information about the product or service that you
could read at home. 

• Acknowledge the value of the product or service being offered and then refuse, e.g. It’s a great product but I’m
not interested.

• Begin your sentence with the word No, so that you send a clear message as in No, I’m not interested.

• Repeat your message calmly but firmly. 

1 Match the sentences below with the strategies in the chart. Then, write your expressions for each
of the strategies.

1. If you don’t mind, I’d rather not.

2. I have to ask my wife/doctor/accountant/lawyer.

3. No, thank you.

4. I’m in a hurry. I don’t have time to think about it right now.

2 Listen to your partner try to sell you a product/service (see Activity 5 on the previous page).
Respond negatively to the sales pitch. Use one or more of the above strategies. 

Acknowledge the value of the product, but refuse:

Say no, and give a reason or excuse:

Say no firmly and politely:

Make a concession (state a condition or agree partially):
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Saying No (Cont.) 

3 Read the following situations. With a partner, discuss how you would respond in each situation. 

�

Situation 1

A promotion at a gym allows you five free visits to check it out. After the third visit, the salesperson is
pressuring you to purchase a one-year membership. You don’t really want a membership. What do you
say to the salesperson?

Situation 2

You ask a mechanic to look at your car because it’s making a funny noise on the front driver’s side. 
The mechanic tells you the front wheel bearing and hub on the driver’s side are shot and need to be
replaced. Upon inspecting the car, he also notices that the front engine pulley is worn and in need of
replacement. The total cost of all this work is $520. You believe the car may not need so many repairs
and want a second opinion. You also suspect the estimate may be exaggerated because the mechanic
assumes you don’t know much about cars. What do you say to the mechanic? 

Situation 3

An insurance sales agent comes to your home and wants to sell you different insurance policies.
She plays on your fears and emotions by telling you how important it is to have a variety of insurance
policies to protect you and your family from all the bad things that could happen. How do you say no?

Situation 4

An acquaintance at work invited you to a get-together at her place. When you arrive, you realize that
the reason she is having the party is to sell household cleaning products to her friends (a job she does
in the evenings). At the beginning of the evening, the host gives a 20-minute presentation to convince
everyone about the exceptional qualities of the products. You are not interested in buying anything.
How do you convey this message to her?

Situation 5

You receive a call from a charity asking you to sign up for a monthly donation plan. You think the
charity does good work, but you are not interested in committing to a monthly plan. Also, you donate
to other charities and are not in the financial position to make a donation to this charity as well.
How do you say No?

Situation 6

Think of a situation from your own personal experience where you wanted to refuse a product or service.
How did you say no? How could you have said it?
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Understanding Contracts

Written contracts are important documentation in many consumer transactions. A contract is required by law in
situations where some part of a contracted service or product is to be delivered in the future, such as a contract for
a gym membership, a renovation, equipment rental, or a property lease. The law also requires that the information
in a contract be clear and leave no room for misinterpretation. Understanding a contract can help you avoid lost
time, energy or money when disputing your rights or obligations.

1 In groups, discuss the following questions.

1. In what situations have you signed a contract? 

2. What type of information is typically included in a contract?

3. What can you do to ensure you are well-informed about the conditions of a contract? 

2 Refer to the contract on the next page to answer the questions below.

1. What kind of service is this contract for?

2. What is the timeline for this contract? Can it be renegotiated?

3. What is the final amount that the contractor will receive for the rendered services?

4. What additional money can the contractor expect to be paid by the client? 

5. What will happen if the contractor cannot complete the work because of a family emergency? 

6. How much will the client pay the contractor if the client decides to cancel the contract?

7. Read the contract again and write a list of items that it includes (listed as A, B, C, etc.).

3 Work in pairs. Take on the roles of the client and contractor and renegotiate one of the terms listed
in the agreement. Present your role-play to the class.
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Understanding Contracts (Cont.)

TERMS OF AGREEMENT

This agreement confirms the terms of service between:

(the Service Provider or Contractor), and 

(the Client).

Subject to terms and conditions listed in this Agreement, the Client hereby engages the Contractor to
provide the services set forth below, and the Contractor accepts such engagement.

A. The Contractor will provide the following services to the Client:
Stage I: tearing down existing kitchen
Stage II: replacing upper and lower cabinets; installing countertops
Stage III: tiling backsplash and painting walls

The samples of materials and design drawings are to be provided by the Contractor for the Client’s approval
prior to the project start date.

B. The services will take effect from July 2, 2011 through September 30, 2011 or earlier upon
completion of duties under this Agreement. The Agreement cannot be extended or terminated earlier
unless determined through mutual agreement.

C. Fees payable to the Contractor for services will be charged at the rate of $12,500 payable in three
installments. The initial deposit of $1,000 will be paid to the Contractor upon activating this contract.
A second installment of $5,000 will be paid to the Contractor upon completion of Stage I of the
project. The amount of $6,500 will be paid upon the completion of the entire project. Such
compensation shall be payable within 30 days of receipt of the Contractor’s invoice.

D. During the term of this Agreement, the Contractor shall bill the Client for all reasonable material
expenses incurred during the term of the Agreement. The Client shall approve those expenses and
reimburse the Contractor upon receipt of documentation.

E. The Contractor shall have no claim against the Client for vacation pay, health or employee benefits of
any kind. The Contractor will carry the liability insurance relative to the service under this Agreement.

F. Termination of this Agreement by the Client before the set date requires payment of half of the unpaid
balance. Termination by the Contractor requires payment of any money owed by both parties, based on
the work completed and money paid.

G. This Agreement can be postponed for unexpected health reasons and emergencies. In case of
postponement, the Client and the Contractor will mutually agree upon a new arrangement to complete
the project in a timely manner.

The signatures of both the undersigned activate this agreement as of the day and year written below. The
terms and conditions outlined above shall become binding for both parties.

The Contractor: The Client:

Date: Date: 
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Understanding Contracts (Cont.)

4� One of the most commonly signed contracts is a “lease” or rental agreement for a house or
apartment. Read the statements below and circle true or false. Then locate information about
rental agreements on the Canada Mortgage and Housing Corporation website to check your
answers. On the CMHC home page (www.cmhc-schl.gc.ca), enter the terms rental agreement
in the site search box. Then select The Rental Agreement.

1. A rental agreement should stipulate the rights of the tenant and the obligations 
of the landlord. T F

2. The terms of a rental agreement should include the names of all tenants. T F

3. The terms of a rental agreement do not include tenants’ emergency contact information. T F

4. It is stipulated in a lease whether or not you can sublet the property to another person. T F

5. A rental agreement outlines steps/procedures for disputing late rent payment, damage 
to property or termination of lease. T F

6. A lease can stipulate what kind of bed you can or cannot have on the premises. T F

7. In Ontario, landlords cannot evict tenants who breach the “no smoking” clause in 
their lease. T F

8. Rental lease forms are the same in all provinces across Canada. T F

9. A landlord can lock out a tenant for not paying a rent. T F

10. Federal authorities are in charge of all housing legislation. T F

5� Search the Internet for sample contracts or agreements. Compare the language used in two 
or more sample contracts. Make a list of common terms relating to terms and conditions 
included in a contract. 

Possible search terms: sample contracts; sample agreements
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Cancelling a Contract in Writing

1� Search the Ontario Ministry of Small Business and Consumer Affairs website for information on
canceling a contract. On the home page, click on Consumer Services, then on Your Consumer
Protection Toolbox, then on Cancelling a Contract. Answer the questions below.

1. Explain what the following terms mean:

a. cooling-off period

b. vendor

c. deceptive misrepresentation of goods

d. rescission

e. non-disclosure 

2. In what situations do you have the right to cancel a contract and have your money returned? Give
examples for each of the situations.

3. Have you ever been in any of these situations? Describe the situation. What did you do?

2� Locate the three sample letters of cancellation that are provided on the same webpage as
Cancelling a Contract (from the activity above). Compare them and discuss the differences.

3 Write a letter for one of the situations below. Use one of the sample contract cancellation letters as
a model. Make up the details about the product where necessary.

�

Situation 1

You signed a contract for the purchase of a sophisticated air-purifying system that you want to install 
in your home. You have read the contract carefully and now realize that some features the sales 
agent claimed your system has are not listed there. You want to cancel the contract and have your
money returned.

Situation 2

You bought a bedroom set that you that you will be paying for in weekly installments over three years.
As you reviewed the purchase agreement, you noticed that it does not include any information about the
rights of a purchaser to withdraw from the agreement. You realize you have been tricked into making an
uninformed decision and you want to cancel the transaction.
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Making and Handling Complaints

If you are not satisfied with a product or service, you have the right to complain. It is important to know the steps
for making a complaint. When submitting a complaint, you should be aware of the hierarchy involved in the process
and what you can do as a consumer. 

1 Working with a partner, describe a personal experience with making a complaint about a problem
with a defective product or unsatisfactory service. Use the questions as a guideline.

1. What was wrong with the product or service?

2. Who did you contact first? What did you say?

3. What happened when you made a complaint? What did the customer service representative 
say or do?

4. Did you take your complaint further? Why or why not?

5. What was the final outcome?

2� The website for Canada’s Office of Consumer Affairs provides information and advice on how to
protect yourself as a consumer. Search the website for the Canadian Consumer Handbook and
locate information about the process of filing a complaint. List the steps and a brief description 
of each below.

Who to deal with What to do

Step 1

Step 2

Step 3

Step 4

Step 5
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Grammar in Context: Past Modals

You can use past modal verbs to describe someone’s possible or alternate actions in the past in a complaint
situation. Past modals such as should have/ought to have/could have/might have express advisability or possibility
in the past. For example:

• You could have spoken to the manager. (but you didn’t)

• He shouldn’t have opened the package of computer software. (but he did)

• She should have returned it within the 14 days.

• The customer service representative could have explained the extended warranty more clearly. 

1 Discuss the following situations with a partner. Discuss what each person could/should have done
in each of the situations. Also talk about what you would have done.

�

Situation 1

Suna bought a new washing machine from an appliance store. After the delivery person left her home,
she noticed several scratches and dents on the front of the machine. She called the company’s toll-free
number and yelled at the person who answered the phone.

Situation 2

Lara noticed that on her cell phone bill there are several charges for calls to Peru. She is certain that
no one in her family made the long distance calls. This kind of mistake has happened before. She calls
the phone company and tells them to disconnect the number because she wants to switch to a new
phone company.

Situation 3

The cable television service at James’ home has been disconnected because of a billing glitch. James
always pays his monthly bill by automatic debit from his bank account. He has a record of payments for
the last three months. The cable company claims they did not receive those payments, so they cut off
the service.

Situation 4

Irina purchased an extended warranty for a laser printer in her home office. The printer stopped working
during a crucial deadline for her consulting work. As a result, Irina lost income. She returned to the
store where she purchased the printer in order to file a claim (to make a complaint and request an
exchange). She did not have her receipt or the original box and packing materials for the printer.
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Letter of Complaint

1 The following is a list of actions relating to a complaint about a vacuum cleaner. First, put the
actions in the correct order by writing the correct numbers on the lines. Then, describe what
happened in complete sentences using appropriate verb tenses. 

1 Vacuum cleaner purchase on Nov. 20, 2010 � I purchased a vacuum cleaner from your company on
November 20, 2010.

Customer does not want to pay the repair charge

Goes back to store with vacuum cleaner and sales receipt

Customer complains to an unhelpful sales person

Customer requests an exchange and leaves vacuum cleaner at store

Manager is out

Customer asks for the manager 

Staff repair vacuum and charge $98 for the repair

Vacuum cleaner stops working in December

2 With a partner, role-play a dialogue with the company manager to complain about the situation
with the vacuum cleaner.

3� Search Canada’s Office of Consumer Affairs website for the Canadian Consumer Handbook. In the
handbook, locate a sample letter of complaint. Using it as a template, write a letter of complaint
for the situation above and include the following:

• a description of the problem

• a description of your actions

• all necessary details: dates, numbers, amounts

• a statement what you want done to resolve the problem
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Making and Handling Complaints: Putting It in Practice

1 Work in groups of three. Using the role cards, prepare two dialogues about a complaint. 
Present your dialogues to another group of classmates. Listen to the dialogues of other groups 
and give feedback.

�

2 Take on the role of a customer and write a follow-up complaint letter to the company head office.
Exchange your letter of complaint with a partner for peer editing.

Student 1: Customer

You bought winter boots one month ago. You were told that the boots were waterproof and would keep
your feet dry and warm. Instead, your boots are leaky, and your socks and feet are constantly wet and
cold. You want an exchange or a refund. Talk to the sales person and, if needed, the store manager.

Student 2: Salesperson

You are the sales person in a chain shoe store. The exchange/refund policy of your store states that
there are no exchanges or refunds on shoes or boots that have been worn. Refuse the customer’s request.

Student 3: Manager

You are the manager of a chain shoe store. According to the store policy, there are no exchanges or
refunds on shoes or boots that have been worn. All you can do is offer to have the boots repaired.
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This section includes activities that can help learners develop the skills and background knowledge needed to
interact as a customer and with a customer. These skills include: enquiring about products and services,
providing information, understanding and responding to various sales styles, understanding contracts, and
making and handling complaints. You can use all or some of the activities in this chapter in the order in
which they are presented or choose the activities that are of interest to the learners you teach.

The activities have been guided by the CLB performance conditions relating to LINC 6. If you want to develop
your own activities, consider the performance conditions below.

Performance Conditions

Speaking: 

• Context is mostly familiar and clear, but moderately demanding (real world environment, limited support)

• Topics are concrete and familiar

Listening:

• Learner may require one or two repetitions

• Speech is clear, at a normal rate

• Exchanges are approximately five minutes in length, eight to 12 turns, each turn three to five sentences long

This chapter includes Putting It in Practice activities, which allow learners to demonstrate and apply their
knowledge and skills in a communication task. They can be used for formative assessment of learner progress. 

� p. 325 | Introduction to Customer Relations

A warm-up activity that introduces the content of the chapter

1 Have learners discuss the questions in small groups or as a class. Ask learners what, in their opinion, is
the most complained-about item. Have them compare with the Culture Note.

� p. 326 | Consumer Rights

Provides practice locating information on consumer rights 

1 Have learners discuss all situations in small groups or assign a situation to one learner and have them
present their opinion to the class.

2 To locate the information, learners must go to the home page of the Ontario Ministry of Small Business and
Consumer Services, then click on Consumer Services, then Know your Rights, then Your Rights. They will see a
webpage with the information in the text box below. Encourage learners to explore the website and discover
other information they could access that is relevant to their experiences as customers.

Answers

Situation 1: There is a 10-day cooling off period that allows consumers to cancel their transaction/contract
within it. Find under A cooling-off period, below.

Situation 2: The delivery must take place within 30 days of the promised date, not the purchase date,
so you still need to wait. Find under Deliveries must be made on time, below.

Situation 3: You can keep all the products you receive – they are complementary. Find under Unsolicited
goods, below.

Situation 4: You shouldn’t pay the surcharge. Find under Misrepresentation is illegal, below.
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Answers (continued)

Situation 5: You have a right to see all costs involved in a renovation and have a written contract.
Find under Full disclosure of credit terms; Consumer agreements must disclose all details, below.

Here is a list of your basic rights under the Consumer Protection Act, 2002. 

You are entitled to a cooling off period. Let’s say you make a purchase or sign a contract in your
home and then change your mind. If the deal is worth more than $50, you have the right to cancel
within 10 days. It’s best to cancel by registered mail or fax to get your money back.

Remedies must be timely. When you take advantage of your 10-day cooling off period and notify
the company (preferably in writing) that you have changed your mind, the company has 15 days to
return your money. The business has the right to take back the goods provided under the agreement
by either picking them up or paying for the cost of sending them back.

If you are sent goods you didn’t ask for, you don’t have to accept or pay for them. In fact, you
may use them or throw them out. You’re not responsible for an unsolicited credit card, either – unless
you buy something with it.

Pre-paid goods or services over $50 must have a written contract. When some part of the contract
occurs in the future (e.g. a gym membership), written contracts are required for goods or services
worth more than $50. The contract must contain complete details of the transaction and full disclosure
of any credit terms.

Contracts must be clear and comprehensible. Vague language is discouraged in contracts. All required
information must be clear, prominent and easy to understand. If there is a dispute over unclear language,
it must be interpreted in favour of the consumer by law.

Credit terms must be fully disclosed. Anyone providing goods or services on credit must give the
consumer a written statement showing all financing charges and the annual percentage rate of the
credit transaction. It must also explain how any extra charges would be calculated if you failed to make
the payments.

Misrepresentation is illegal. All charges in a contract must be what they say they are. For example,
a business may not add a $20 surcharge for a “tax” that is not really for tax. Make sure you understand
what each charge is for and that it’s valid.

Sales incentives may not be false, misleading or deceptive. A salesperson can offer you an incentive
to help find other buyers, but the description of the incentive cannot be false, misleading or deceptive.

Consumer agreements must disclose all details. If a company isn’t delivering on its contract with
you, or if you encounter an aspect of the deal the company was required to disclose by law but didn’t,
you have the right to cancel within one year.

Your goods cannot be repossessed if you have paid 2/3 or more. A seller can’t take back goods
you’ve bought but not paid for fully, as long as you have paid two-thirds or more of the cost, except
by court order. But remember, if you miss a payment, the seller can take you to court to get full payment,
which could hurt your credit rating.

Deliveries must be made on time. If a delivery doesn’t arrive within 30 days of the promised date,
you can cancel the contract by sending a cancellation letter. But you lose the right to cancel the
agreement if you accept delivery after the 30 days.

Anyone who violates the Consumer Protection Act, 2002 will have to pay. Individuals violating
certain sections of the act are liable to a fine of up to $50,000 or imprisonment of up to two years less
one day. A corporation can be fined up to $250,000.

Source: Ontario Ministry of Small Business and Consumer Services. Extracted on July 3, 2009, from
www.gov.on.ca/mgs/en/ConsProt/STEL02_167849.html. © Queen's Printer for Ontario, 2006.
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� p. 327 | Making Inquiries About a Product or Service

Provides practice listening to, making, and responding to inquiries

1 Have learners listen to the dialogue two or more times. Take up the answers as a class.

Answers

1. Wedding anniversary dinner for 30 people, on June 5; 18 adults and 12 children; children’s menu;
vegetarian dishes; appetizers and choice of entrees; cake decorated for the occasion

2. Wheelchair access, vegetarian dishes, special cake (meringue); the manager offers a private room for
the occasion; informs about the handicapped parking spots; offers kids’ menu items to choose from;
gives suggestions for vegetarian appetizers and one entrée

3. Caesar salad, steak

4. Three appetizers, green salad, fish and veal entrees for 18, a slab meringue cake with cream filling,
assortment of kids’ menu items for 12

5. By phone, within an hour

6. Very polite, flexible, soft sell, accommodating – offers choices and listens carefully to the client’s needs

2 Answers

Asking for information: I’d like to know if …; Could I have…; What date ..? Your phone number please?;
How many people …?; What about the menu?; Would you like to start …?

Clarifying information: Let me repeat the number …; So, if I understand what you are suggesting …;
Would your staff serve …? Would that be okay? Would you prefer …?

Changing topic: Shall we talk about …? Oh, do you have …? What about the menu? Okay, let’s decide on
entrees …; Now, for dessert …

Closing a conversation: Okay, I’ll wait to hear back from you. Thank you for calling us …; Bye now

Audio 3.9: Transcript

Dialogue between a restaurant manager and a customer

Serge: Good morning. Gourmet Restaurant. Serge speaking. How may I help you?

Customer: Hello. I’d like to know if you do special functions? My brother and I were thinking of hosting a family
dinner at your restaurant.

Serge: Oh yes, we do. What occasion is it for? 

Customer: It’s my parent’s 40th wedding anniversary.

Serge: How many people are you planning it for?

Customer: Well, there are 30 of us in the immediate family. Hopefully everyone’ll be able to come to the dinner. 

Serge: So a party of 30. What date do you have in mind?

Customer: I’d like to book it for June 5th. It’s a Friday evening. I know restaurants are pretty busy on Friday nights.

Serge: That’s true, but I think we can accommodate you. Do you know that we have a private dining room? It’s intimate
yet spacious. If this interests you, I would suggest reserving it now. It’s available on the evening of June 5th.

Customer: A private room? That sounds great. How big is it?

Serge: Well, it can accommodate 50 people for stand-up affairs. For a sit-down dinner, we can set up a long table
for 30 people, which also leaves plenty of space to mingle before dinner. Maybe you’d like to offer drinks and
appetizers before a sit-down dinner?

Customer: So, if I understand what you’re suggesting, the room would have a table for 30 and there’s standing
room for drinks before dinner?
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Audio 3.9: Transcript (continued)

Serge: Yes, we could also set up five tables, with each table having six people. But given the occasion, I think
one long table would work better.

Customer: I like your suggestion. Okay, please reserve the private dining room, then. What about the menu? 

Serge: Okay, let me just get the number of your party. First of all, of the 30 people, how many are adults?

Customer: Let’s see … my brothers and their wives, Aunt May, Uncle Bill and Auntie Shirley … I think that’s
17 adults. Oh, my grandmother too. How could I forget my 84-year-old grandmother? She’s in a wheelchair.
Can she get in and out of the dining room easily?

Serge: Oh yes, our main floor is completely wheelchair accessible, including the washrooms. We also have two
handicapped parking spots in the lot behind the restaurant.

Customer: Oh, great. That’s good to know.

Serge: Then counting your grandmother, that’s 18 adults. So, then there must be 12 children in the party.
How old are they?

Customer: Hmm. My new niece will be four months old in June. The other kids are three to 10 years old.

Serge: Okay, so … kids from four months to 10 years. I don’t think you’ll need a high chair for the baby.

Customer: No, not really. Shall we talk about the menu? Some of the little ones are picky eaters. 

Serge: We have a children’s menu that includes mini pizza, chicken nuggets, or spaghetti and meatballs.
Children usually love our menu items. And, about the adult menu, it might be a good idea to think about
offering just a few choices and pre-ordering them. These selected entrées and sides could be served on large
platters. We call this “family style” – we often serve family style in the private dining room. Of course, your
guests can also order à la carte from our regular menu. But, if budget is a consideration, I would suggest pre-
ordering and serving family style on the large platters. Before you sit down for dinner, we could offer
appetizers and drinks.

Customer: Right. I think choosing now would be good for me. That way I would know the total cost. Oh yeah, do
you have vegetarian dishes? A couple of my cousins are vegetarians.

Serge: Actually, we have many vegetarian choices. Why don’t we start with the appetizers? We usually recommend
serving three appetizers at stand-up functions. You could have mini vegetable skewers, stuffed mushrooms and
perhaps little veal sausages or grilled shrimp?

Customer: The vegetable suggestions sound lovely. I know our parents would prefer the shrimp instead of the
veal appetizer. Would your staff serve the appetizers or would they be set out on a serving table?

Serge: We would serve your guests. Now once you sit down, would you like to start with a soup? Maybe a cold
soup since it will be in June? Or perhaps a green salad? 

Customer: A green salad would be good.

Serge: Okay. Let’s decide on the entrées. Perhaps a vegetarian ravioli and a chicken or veal dish? That would
cover your vegetarian needs. And, we would have local seasonal vegetables on the side. Would that be okay?

Customer: Sounds great, but I’d prefer a veal entrée rather than chicken. Now for dessert, we absolutely must
have a large cake decorated for the anniversary. 

Serge: Of course. Would you prefer a light cake or something richer? 

Customer: I think a lighter one would be better. Once, in your restaurant I had a meringue with a fruit and a
cream filling. It was heavenly! Can you make something similar in a big cake?

Serge: I’ll check with the chef who does our baking. Can I get back to you on that?

Customer: Okay. So how much will this dinner cost?

Serge: Let me work that out for three appetizers, green salad, vegetarian ravioli, veal entrées and dessert served
family style for 18 adults. The 12 children will have platters with selections from the children’s menu, right? I’ll
talk to the chef about your request for a meringue-type cake. Could I call you back within the hour? I’ll have an
answer about the dessert and a price estimate then.
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Audio 3.9: Transcript (continued)

Customer: Okay. I’ll wait to hear back from you.

Serge: Could I have your name and your phone number, please?

Customer: Okay, my name is Mary Lee. It’s 5 – 5 – 5 – 4 – 8 – 8 – 6 – 6 – 6 – 6.

Serge: Let me make sure I’ve got it right. Was that 5 – 5 – 5 – 4 – 8 – 6 – 6 – 6 – 6 – 6?

Customer: No. 5 – 5 – 5 – 4 – 8 – 8 – 6 – 6 – 6 – 6.

Serge: Okay, I’ll get back to you shortly.

3 Ask learners to print a menu from the Internet and refer to it when providing details to their partner.
They can also order a catered meal for a party at home. Have learners present their role-plays to the class.

4 You can ask learners to search the Internet for websites advertising vacation rental properties in Canada
to find out what information is typically provided. Have learners present their role-plays to the class.

5 Learners can exchange emails about the possible rental. 

Extend the Activity: You can have learners search the Internet for examples of vacation rental contracts
and discuss the details. 

� p. 329 | Making Inquiries: Putting It in Practice

Provides learners with an opportunity to demonstrate their knowledge and skills in making enquiries and placing orders

1 Ask learners to read their role card and think of questions they would like to ask (if they are the customer)
or look at the selected website and think about the information they will have to give the customer 
(if they are the salesperson). You can also assign different venues to different learners.

This task can be used for formative assessment purposes. The results of the assessment can help you and
learners determine what still needs to be worked on. The task relates to the CLB competencies below.
You can use the sample assessment criteria below to assess learners, or develop your own criteria based on
what you have taught. Learners can also assess themselves or each other using the same criteria. For more
information on assessing learner progress, see the LINC 5–7 Curriculum Guidelines, pp. 37–45.

� CLB 7-III: Ask for and respond to recommendations or advice.

� CLB 7-III: Make an extended suggestion on how to solve an immediate problem or make an
improvement.

� CLB 7-IV: Ask for and provide detailed information related to personal needs, varied daily
activities and routine work requirements.

Sample Assessment Criteria

Holistic: � Completes the task as required; speaks intelligibly; listener can follow

Analytic: � Explains the nature of enquiry and the information needed

� Provides necessary details

� Asks relevant questions

� Summarizes and repeats back. Offers thanks for the help and the information
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� p. 330 | Styles in Customer Service

Provides practice identifying hard- and soft-sell techniques

1 Answers

1. One is very pushy, hard-hitting, aggressive; the other is considerate, friendly, chatty

2. Focuses on adjectives describing a condo; uses superlatives; pushes people to sign the deal today

3. Makes small talk; ask questions but is not nosey; tactful

Audio 3.10: Transcript

Two sales dialogues

Dialogue 1

Agent: Hello.

Man: I saw your sign about a free ski vacation. Tell me about the giveaway.

Agent: Okay – first of all, did you fill out our questionnaire? Oh good – I see that you did. Just let me have a look
here. Yes, you qualify. I see that you are currently working and that you are over the age of 28. And yes, it is true –
we’re giving away a free holiday. It’s a two-day vacation at an amazing ski resort. Your hotel, meals and ski passes are
paid for. All you have to do is attend a two-hour presentation about the resort. 

Man: Really? That sounds too good to be true. Do I have to buy a condo or something?

Agent: You don’t have to do anything. Just attend the presentation and listen. 

Man: Oh. Well, I’m not sure I’m comfortable with that. My wife and I are really not in the market to buy a condo
or a time share or anything. 

Agent: Just go and enjoy your free two-day vacation. I know you’ll love it. The food in the resort restaurant is
fantastic. Let me book you for the February 14th weekend. 

Man: I don’t know. That’s kind of soon. 

Agent: Let me show you some pictures of the resort. You’ll be staying in a unit like this one, here – it’s located
right on the ski hill. You can almost ski out your door. This is one of the biggest units in the complex. It’s a 
one bedroom with 1 1/2 baths. Nearby is the recreation centre. It has an indoor pool, sauna, hot tub and gym.
Just imagine yourself relaxing in the hot tub after a day on the ski hill.

Man: Wow. I must admit, it sounds great.

Agent: It is great! To take advantage of this offer, you have to book your two-day vacation now. Just sign this
form promising to attend the two-hour presentation. So, just sign here, sir. 

Man: Hmmmm. Well, I think I should let my wife know about it and together we can figure out a good weekend
for us to go. Can I take the form home and mail or fax it to you?

Agent: No, I’m sorry. This is a limited offer. I can assure you, your wife will be delighted to go on this trip.
And it costs absolutely nothing! These photos are the real thing. Sign today and we’ll give you your free
holiday certificate.

Man: Well, I’m not sure.

Agent: If you don’t take this offer, someone else will. What are you waiting for? It’s a free holiday certificate! So, shall
I sign you up? I know she would love the free holiday!

Man: I’m sorry, I’m not going to sign up. I have to go!

Agent: Well, I guess you don’t like saving money, huh?



L INC  6 Instructor Notes | Chapter 3 | Interacting With Others | Customer Relations 349

Audio 3.10: Transcript (continued)

Dialogue 2 

Salesperson: Good afternoon. How are you?

Customer: Okay.

Salesperson: Is it still cold outside?

Customer: It’s absolutely freezing out there!

Salesperson: Are you looking for anything in particular toady?

Customer: Actually, I need to buy a gift for my niece. I have no idea what to get her!

Salesperson: All right. Well, how old is she?

Customer: Fourteen.

Salesperson: Fourteen years old. What does she like to do?

Customer: Oh, she’s crazy about hockey. When she’s not playing hockey, then she’s watching hockey. Her dad
coaches her team. This love for hockey runs in the family.

Salesperson: I know what you mean. So, would you like to get your niece something related to hockey?

Customer: Well, she probably has all the hockey gear that she needs.

Salesperson: I see. Does she like clothes?

Customer: She only wears track pants on the weekends because she wears a uniform at school.

Salesperson: So … casual clothing when not at school, and a passion for hockey.

Customer: She plays soccer in the summer and goes to sports camp, too.

Salesperson: Then she’s quite active and athletic, would you say?

Customer: Definitely.

Salesperson: Well, hmmm, how about looking at the newest workout equipment?

Customer: That might be more than I planned to spend.

Salesperson: What budget do you have in mind?

Customer: Between $25 and $50.

Salesperson: Okay. Have you seen these new exercise balls? They’re the latest rage for stretching and warming up
before a workout. You can sit on this exercise ball as if it were a chair! And it’s available in wonderful colours. 

Customer: Wow! This is fun. Oh there’s blue – that’s her favourite colour!

1 Answers

1. Customers can watch for claims about bargain prices, time pressure, psychological pressure.

2. They find it intimidating or are put off by it; they feel like they are being taken advantage of.

3. Lowest prices; Act now; Tomorrow may be late; Special offer if you buy right now

4. They should recognize the hard-selling technique; be sure not to be pressed into buying; learn to
say no.

5. It provides informative and helpful service that meets the customer’s needs.
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Audio 3.11: Transcript

Radio talk show interview about hard and soft selling

Sara: Hi everyone and welcome back to the Sara Kato Show. Today we’d like to uncover a few myths and truths
about different sales techniques, so joining us in the studio is Mila McNamara. Mila is a consumer rights advocate
and she’ll be giving us some advice on how to avoid being duped by aggressive sales people. Welcome Mila.

Mila: Thanks Sara. It’s great to be here today.

Sara: So Mila, people talk about hard and soft selling. What exactly is hard selling?

Mila: Hard selling is an aggressive type of selling, where the salesperson tells the customer to buy the product in
an explicit and direct way. The salesperson convinces the customer to buy the product. 

Sara: Okay, so what’s all the hype? Is hard selling bad?

Mila: Some people would say that hard selling is pushy. Think of those television commercials with energetic
announcers bellowing enthusiastically and blathering repetitively about a product.

Sara: Yes, those blatant and in-your-face infomercials. 

Mila: Some people say that these high-pressure sales tactics take advantage of the customer. In fact, the
principle of hard sell is pushing products at the customer and never giving him or her a chance to say no.

Sara: Do you think any customers like hard selling?

Mila: Well, I do have a friend who seems to be addicted to those infomercials, but most customers are put off by
the hard-selling approach. Some find the hard sell intimidating. But, while some find hard selling obnoxious,
from the point of view of the seller, hard selling can be very effective.

Sara: It sounds like hard selling has a bum rap.

Mila: Yes, but it does have its place. Especially for salespeople who rely on commission for their income. You can
come across hard selling in real estate, insurance, vehicle, major appliance and furniture sales.

Sara: What are some specific tactics of hard selling that customers need to recognize?

Mila: Well, for one, hard selling often claims bargain prices or big sales. Some customers are seduced by the
prices. They should watch out for ads claiming “lowest prices.”

Sara: Yes, I see this all the time.

Mila: And hard selling also often uses time pressure. Look and listen for messages such as “Act now!” or
“Tomorrow may be late!” 

Sara: Yes – I can relate. Just last week I almost bought a laptop computer because the salesperson said it was only
on sale for one day!

Mila: That’s right. Hard selling often combines astonishingly low prices with time pressure. This strategy is known
as a limited offer. 

Sara: Yes, just like the computer sale. It’s a good thing I didn’t fall for it. The next day I saw the same laptop
and it was $50 cheaper!

Mila: You are a wise consumer, Sara. That leads me to one final hard-selling tactic to watch out for: psychological
pressure. A sales pitch can appeal to a customer’s guilt or vanity. For example, a salesperson may tell you how
good clothing from a store looks on you, or someone may convince you to have an unnecessary car repair done by
telling you that it is unsafe not to do so. 

Sara: Yes, I’ve heard them all, but how do we know when a salesperson is telling us something legitimate, like
about a needed car repair, or trying to suck us into buying something that we don’t need? 

Mila: Good question. You can’t really know. But you can be aware that it happens, and get a second opinion or
shop around. And, you can be on the lookout for the hard-selling tactics, and resist being pressured into buying
something you don’t really want. It also helps to be able to say no.

Sara: Good advice. Now what about soft selling? How is it different from hard selling?

Mila: Soft selling is different in that it is more respectful of the customer. Soft selling involves listening to what
the customer wants and building a rapport with the customer. By listening to and finding out customer needs,
then showing products and explaining benefits to customers, soft selling allows the customer to make a buying
decision. In general, soft selling techniques are more subtle than hard selling. 
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Audio 3.11: Transcript (continued)

Sara: Where is soft selling used?

Mila: You tend to find soft selling in businesses that believe in good customer service. Soft selling techniques
provide informative and helpful solutions to customer needs. This is good customer service.

Sara: Which is more effective, hard or soft sell?

Mila: From my point of view, hard selling seldom works. Most customers appreciate soft-selling techniques.

Sara: I know I do. Well, that’s all our time for today. Thank you, Mila, for coming in today.

Mila: Thanks for inviting me!

4 Answers

1. n 4. k 7. i 10. e 13. b

2. m 5. j 8. g 11. d 14. a

3. l 6. h 9. f 12. c

5 You can ask learners to work in small groups and provide feedback to each other or present their sales
pitches to the class.

� p. 332 | Saying No

Provides practice declining an offer or refusing an invitation to buy something

1 Extend the Activity: Elicit from learners their experiences and preferred ways of saying no to sales pitches. 

2 Have learners work in groups of four and provide feedback in pairs.

3 Ask learners to discuss possible responses and share with the class.

Extend the Activity: Learners can role-play dialogues for each situation; assign a situation or have
learners choose one and prepare a conversation.

� p. 334 | Understanding Contracts

Provides background information about contracts; provides practice reading a sample contract; provides practice
accessing information about contracts

1 Elicit from learners how familiar they are with contracts for a service or product; you can ask learners to
bring sample contracts to share with the class.

Possible Answers

1. Lease, buying a car, employment contract, renting equipment at a hardware store

2. Personal information, nature of contract (service, sale), description of work (for service), timing,
terms and schedule of payment, warranty, insurance, dispute resolution, delays or termination

3. Read a contract carefully, ask questions about anything that is unclear, take a complex contract to a
lawyer, read about contracts and your rights on government websites

2 Have learners read the contract. Explain unfamiliar vocabulary (if needed), and phrases typical for legal
documents (e.g., set forth, subject to terms; hereby; prior to; upon; shall; undersigned; binding; fee payable; the
use of the passive voice)
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Answers

1. Kitchen renovation, three stages

2. Deadline: September 30, 2011; can be renegotiated if needed or in emergency

3. $12,500

4. Cost of materials – needs to provide receipts

5. The deadline will be changed – both parties must agree

6. Half of unpaid balance

7. Personal information; A – work description; B – timing; C – terms of payment; D – additional expenses;
E – liability and benefit coverage; F – termination; G – postponement due to emergency; signatures

3 Have learners choose the items of the contract (A, B, etc.) and role-play negotiating changes to it.

Extend the Activity: Learners can write an email message to request a meeting to renegotiate an item of
the contract; or learners can suggest an alternate wording of one of the terms in the contract and send an
email message requesting that it be changed.

4 Answers

1. F 3. F 5. T 7. T 9. F

2. T 4. T 6. T 8. F 10. F

Extend the Activity: Have learners develop more true and false questions based on the information on
the Canada Mortgage and Housing Corporation website (www.cmhc-schl.gc.ca). Compile their questions
to make a class quiz. 

3 Learners can print sample contracts off the Internet. Some contracts are completed, some are blank forms.
Learners can create a list of common terms used in various contracts and see how they vary from formal
to neutral.

� p. 337 | Cancelling a Contract In Writing

Provides practice accessing information about cancelling contracts; gives an opportunity to write a cancellation letter

1 To access this information, learners must go to the home page of the Ontario Ministry of Small Business
and Consumer Affairs, then click on Consumer Services, then on Your Consumer Protection Toolbox, then on
Cancelling a Contract. They will find the text below, as well as links to three sample cancellation letters.
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Answers

1. a) Cooling-off period: 10-day period during which one can cancel a contract/transaction

b) Vendor: seller

c) Deceptive misrepresentation of goods: wrong or incomplete description of a product/service

d) Rescission: annulment, cancellation

e) Non-disclosure: not providing information

2. E.g., a gym contract, a car purchase, a purchase from a door-to-door salesperson

2 You can also print these letters and distribute to learners for a discussion.

3 Ask learners to compare their letters.

Information below from www.gov.on.ca/mgs/en/ConsProt/STEL02_168951.html, extracted on 
July 3, 2009. © Queen's Printer for Ontario, 2006.

Cancelling a Contract:

Under the Consumer Protection Act, 2002, you have the right to cancel an agreement and have your
money returned to you if:

• The contract is subject to a cooling off period. You have the absolute right to cancel (for any
reason) within 10 days of receiving a written copy of the agreement. 

• The vendor has made a false, misleading or deceptive representation about the goods or services
you agreed to buy or lease. 

• The information about the goods or services, or your rights as a consumer required by the
Consumer Protection Act, 2002, are not provided to you in the agreement.

Send one of the following three cancellation or rescission letters to a business if you have changed your
mind about a product or service you have purchased:

• Sample of a Cancellation Letter To Be Used Within 10 Days of Entering an Agreement

• Sample of a Cancellation Letter Resulting From Unfair Business Practice(s)

• Sample of a Cancellation Letter Resulting From Non-Disclosure
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� p. 338 | Making and Handling Complaints

Provides practice accessing information about filing a complaint

1 Have learners share their personal experiences with making complaints; elicit how complaining can be
done effectively and what they could have done better.

2 Answers

� p. 339 | Grammar in Context: Past Modals

Provides an opportunity to practice past modals in the context of making complaints

1 Teach or review the structure and usage of past modals; elicit examples from learners. Ask learners to write
the sentences for each situation and share them with the class. They can also work in pairs and take sides
of a customer and a sales representative.

� p. 340 | Letter of Complaint

Provides practice in writing a letter of complaint

1 Have learners number the events in the correct order. Then have them write sentences for each event as
if it happened to them. Some actions can be combined into complex sentences using appropriate time
references or transitions (then, after that, before …, after …, etc.). For Activity 3, learners can use these sentences
to write a letter.

Who to deal with What to do

Step 1: Salesperson, complaints
department or manager

Talk face to face, describe the problem and what you
want done about it

Step 2: Customer service dept. in the
company headquarters

Have a telephone conversation, request specifics on
how and when something will be done, get the name 
of the company’s representative for future reference,
write down all details and keep them in a file, date 
your notes

Step 3: General manager or owner Write a letter, provide details describing all the efforts
you made to have it resolved, request action, send a
copy to a manufacturer (in case of a product), keep a
copy for own records

Step 4: Government offices and
consumer organizations 
(see the ones in the Handbook)

Call any of the offices and follow their advice or file a
complaint through the Complaint Courier online

Step 5: Lawyer Sue, investigate the legal process and any limitations in
your province
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Answers

1 Vacuum cleaner purchase on Nov. 20, 2010 

9 Customer does not want to pay the repair charge

3 Customer goes back to store with vacuum cleaner and sales receipt

4 Customer complains to an unhelpful sales person

7 Customer requests an exchange and leaves vacuum cleaner at store

6 Manager is out

5 Customer asks for the manager

8 Staff repair vacuum and charge $98 for the repair

2 Vacuum cleaner stops working in December

2 Have learners role-play their dialogues in front of the class or in small groups.

3 Ask learners to use any situation that has happened to them. Alternately, they can use the situation about
the vacuum cleaner. Learners can exchange their letters for peer evaluation.

� p. 341 | Making and Handling Complaints: Putting It in Practice

Provides learners with an opportunity to demonstrate their knowledge and skills in making and handling complaints

Ask learners to work in groups of three and role-play the situation. Learners can prepare their questions
and responses in advance.

This task can be used for formative assessment purposes. The results of the assessment can help you and
learners determine what still needs to be worked on. The task relates to the CLB competencies below.
You can use the sample assessment criteria below to assess learners, or develop your own criteria based
on what you have taught. Learners can also assess themselves or each other using the same criteria. For more
information on assessing learner progress, see the LINC 5–7 Curriculum Guidelines, pp. 37–45.

� CLB 7-IV: Ask for and provide detailed information related to personal needs …

� CLB 7-I: Express and respond to … complaint, disappointment, dissatisfaction, satisfaction and hope.

� CLB 7-III: Give and respond to warning.

� CLB 7-III: Ask for and respond to recommendations or advice.

Sample Assessment Criteria

Holistic: � Completes the task as required; speaks intelligibly; listener can follow

Analytic: � Explains the nature of complaint and requests action

� Makes suggestions and recommendations; gives reasons

� Provides necessary details

� Asks relevant questions

� Summarizes and repeats back; thanks for the help and the information




