Lesson Overview

Dealing with a complaint on the telephone

I'm sorry to hear about the
issue you're facing with our
“products.

: apologize
“inconvenience
“encountered

- products.

with

sorry  that

our products.

You receive a complaint on the
phone from a customer who
bought products from your
company.

How can you deal with that?

- T6i rat tiéc khi biét vé van dé ban
~dang gap phai v6i cac san pham
- cla chung toi. '

- T6i xin 16i vi sur bat tién ma ban gap
- phai véi sdn pham cda chung t6i.

: you're e mr e - B . o
; o e . ., TOi rat tiéc vi ban gap khé khan vaéi
~experiencing difficulties with AN gap :

~san pham cda chung toi.

| completely understand your T6i hoan toan hiéu su that vong
frustration and | want to help. : cGa ban va t6i muén gilp d& ban.
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how this

have

: can imagine
~problem  must

frustrating for you.
I'm sorry that you've had to
~encounter this issue. That's

- we aim to provide.

Let's work together to find a
~solution for this.

I'd be happy to assist you in :
. resolving this matter

I'm here to help you get this
~sorted out.

To address this/To resolve this,

replacement to be sent out to
you
prefer, we can process a
~refund for your purchase.

We have a few approaches we
rectify this
~trang nay.

could take to
- situation.

- T6i c6 thé tudng tugng réng van dé
been
- chju nhu thé nao.

ndy chdc han d& khién ban khé

- T6i rét tiéc vi ban da phai gdp phai
~vdn dé nay. P6 chac chan khong
~definitely not the experience

phai 1a trdi nghiém ma chung toi

“mong mudn cung cap.

Chung ta hdy cung nhau tim ra giai

phép cho viéc nay.

. Toi rat s&n long hé trg ban giai

g quyét van dé nay.

Toi & day dé gilp ban gidi quyeté
~chuyén nay. |

D@ gidi quyét van dé nay, ching toi
~we could either arrange for a
' éban ngay lap tlrc hoac néu ban§
immediately, or if you
“tién cho giao dich mua hang cla

c6 thé glri san pham thay thé cho

mudn, chdng téi c6 thé x(r ly hoan

Chuing t6i c6 mot s6 cach tiép can
c6 thé thuc hién dé khac phuc tinh -
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éWe appreciate your patience
~and understanding as we work
- through this.

éThank you for being patienté
- and understanding as we work :
. to rectify this situation.

Your feedback is valuable, and
~we're committed to making
things right. |

_ you have any more
~questions or concerns, don't
hesitate to reach out.

I'll make sure to follow up with
~you to ensure everything is
resolved. |

. Once again, | apologize for the :
. inconvenience. Have a great

Chlng téi tran trong su kién nhan

va thdu hiéu cQa ban khi dé ching

t0i gidi quyét van dé nay.

Cam on ban da kién nhin va thong :
cam khi chung toi lam viéc dé khac

. phuc tinh trang nay.

Phan hoi cla ban rat cé gia tri va
ching t6i cam két s& thuc hién

- moi viéc dung nhu thé.

Néu ban cé thém bat ky cau hdi
hodc thac mac nao, ding ngan

ngailién hé.

Toi sé& lién hé véi ban dé ddm bao

moi thr dugc gidi quyét.

Mot 1an nira, t6i xin 16i vi sy bat

. tién nay. Chac ban mot ngay tuyét :
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- Good afternoon, I'm [name]. I'm
- calling because I've been having

~ with one of your products.

[Acknowledging the complaint].
- What problems do you have?
recently bought
[product name]
~company,  but it's
really disappointing.
 [Empathizing].

- assistance]

SAIright. How can you resolve

. To better assist you, could you i _ . & ~ N
: . y . y : Dé ho trg ban toét hon, ban co6 thé :
. please provide me with more: . | ~ N o
' .. vui long cung cap cho téi théng tin :
specific: . .° . o . . oL
broblems vou're encountering chi tiét vé cac van dé cu thé ma:
P y € ban dang gap phai khong? -

. details about the

- with it?

Of course. The [product name]
.| received seems to

éThank you for sharing thisé

detail. [Proposing solutions].

| would prefer to receive a:_,. ~ A3 . .
: . T6i mudn nhan san pham thay thé :
. replacement as | was really: . .. n .
: . . - vi tOi thuc sy mong mudn dugc su
. looking forward to using the : N o :
: . dung [tén san pham].

[product name].

- Chao busi chiéu, toi 13 [tén]. Téi goi
- dién vi toi vira c6 trai nghiém kho
a really frustrating experience
pham clda ban.

chiu v&i mét trong nhing séné

[X4c nhan khiéu nail. Ban gap vén
de gi nhi? '

- Gan day tdi da mua mot [tén san
from your . A ) :

ot - pham] mai tu cdbng ty cua ban
: . ... nhung n6 khéng hoat déng va téi
functioning properly, and it's e L x :
- thyc sy rat that vong.

- Bugc rdi. LAm thé nao ban c6 thé :
. gidi quyét diéu nay?

. T4t nhién roi. [Tén san pham] toi :
be
damaged, and | can't use it at
' . dung dugc.

nhan dugc dudng nhu da bi hong |
va toi hoan toan khong thé sur

- Cam on ban da chia sé chi tiét nay.
- [Dé xuat giai phap] :
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Il initiate the
process

. | understood.
- replacement

. the new [product name] within
 [time]. We'll also provide you
. with an order number for your
. reference.

éThat sounds like a good
~solution. Thank you for your
- quick assistance in this matter.

| very welcome.
[Expressing  gratitude].
- satisfaction is our priority.

Your

| appreciate that. Thank you
~again for your help.

It's our pleasure to assist you.
[Closing the conversation].
' Have a great day! '

. Toi hiéu roi. Toi sé bat dau qud |
. right :
. away, and you should receive :

trinh gi sdn pham thay thé ngay .
ldp tdc va ban s& nhan dugc [tén :

. san phdm] méi trong vong [thoi |
- gian]. Chung tdi cling s& cung cap |

cho ban méa don dat hang dé ban

. theo ddi.

D6 6 vé la mét gidi phap tét. Cam

on ban da hé trg t6i nhanh chéng |

_trong van dé nay. |
- Khéng c6 gi dau. [Bay té long biét |

on]. Su hai long cda ban la uu tién

~cla chung toi.

- T6i tran trong diéu d6. Cam on ban |
lan nira vi da gitp d& toi. |

Chung toi rat vui khi dugc ho trQS
ban. [Két thic cudc tro chuyén]. :

. Chdc ban mot ngay tuyét voil




