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Complaints and Apologies

Complaints and Apologies

Main points to consider when planning 

	a Letter of Complaint


	a Letter of Apologies

	The most frequent reasons for drawing up a letter of complaint are unsatisfactory service, a facility out of order, poor quality of meals, rudeness of staff members, etc. Complaints, accordingly, need to be tailored to a variety of situations.

When planning a letter of complaint you should

a.
refer to the reason concerned

b.
point out the problem

c.
solicit investigation

d.
ask for a detailed answer

Useful verbs:

to be embarrassed / not to understand / to regret / to be sorry / to check / to investigate / to trouble / to disturb / to trust / to point out / to report

Phraseology:
Much to my regret / much to my disappointment / much to my surprise

I regret to inform you hereby that..

We are very sorry to draw your attention to...

Much to my regret I have to inform you about an unpleasant fact occurred..

I regret to bring to your notice some negative aspects in connection with my recent stay at your hotel.

I deeply regret having to complain hereby the slow handling of check-out procedure in your hotel. / Please look into the matter / kindly investigate the matter

I trust you will give the matter your prompt attention

Please give the matter your immediate attention and let me have an explanation by return

An explanation of the situation I am complaining about will be greatly appreciated

I regret having to express my negative comments about the poor quality of your information service.

I must ask you to investigate the matter thoroughly


	When planning a letter of apologies you should

a.
acknowledge receipt of client's complaint (optional)

b.
apologize for the inconvenience caused

c.
express regret over the client's problem

d.
promise the client accurate investigation (optional)

e.
report the outcome of investigation

f.
provide a detailed report of provisions undertaken to adjust the matter

g.
offer to refund (optional)

h.
express hope that the matter on hand may not affect future relations.

Useful verbs:
to regret / to apologize / to investigate / to look into the matter / to trust / to excuse / to occur / to cause / to take into consideration

Phraseology:
I regret to hear from your letter of.... that...

To my regret I have learnt from your letter that.. 

I am extremely sorry to learn from your letter that..

I have looked into the matter and I have found that..

On investigation I found that.. 

On investigating what might have happened I found that... 

I trust this sort of thing will not occur again

Please excuse us for causing you this inconvenience

I sincerely trust this inconvenience will not spoil our relations



Complaining about laundry service
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Sevenoaks

TN25 6RS

The Manager

Giffard Hotel

High Street

Worcester

WR1 2QR

20th May, 1993

Dear Sir,

I have been a client of The Giffard for over 10 years and

I must say that I have always appreciated your special way of looking

after guests.

Unfortunately I regret not to be able to say the same thing this

year. My complaint is restricted to the laundry service in particular.

In the afternnon of 11th May I handed two shirts to the room maid in

order to have them washed and given back before 10 o'clock of the

following day, which was also my departure day. I was given

assurance that both shirts would be ready on the following day before

check-out time. But things went on differently. At the time of my

checking-out my shirts weren't ready yet and I was told that they would

be mailed home as soon as possible.

Considering that after eight days from my departure I still

wait for them, I request you kindly to let me know something in this

respect.

Yours faithfully,

Robert Carrington

Robert Carrington

Looking forward to hearing from you,



Language Notes

	I regret not to be able
	(=Mi dispiace di non potere). Questa espressione comprende due regole:

1.
l'infinito negativo che va costruito con ' not ' + infinito. Es. I ask you not to come late = Ti chiedo di non venire tardi.

2.
l'uso dell'nfinito dopo il verbo ' regret '. 

Questo verbo, infatti, similmente ai verbi to remember, to forget, to stop e to go on, regge sia l'infinito che il gerundio.

a.
Il gerundio va usato quando questo fa riferimento a eventi passati: I remember meeting him last Sunday = Ricordo di averlo incontrato Domenica scorsa. I regret telling him what I thought = Mi dispiace di avergli detto ciò che pensavo.

b.
L'infinito si riferisce a eventi che accadono dopo: I regret to inform you now about it. = Mi dispiace di informarti ora di questo.



	I was given assurance that...
	(=Mi fu assicurato che). La struttura è quella della forma personale passiva tipica dei verbi che reggono il doppio accusativo quali: to give, to tell, to send, to ask, to promise, to offer, etc. Nota: I gave Tom the money. I due accusativi sono '' Tom ''  e '' the money ''. In questi casi si possono costruire due forme passive diverse:

a.
Tom was given the book (è la forma personale passiva più usata)

b.
The book was given to Tom
Esempi: She was sent a letter / I was told the truth / Mary was offered lunch.



	..have them washed..
	(=per farle lavare..). La struttura have + compl. oggetto + participio passato equivale a quella italiana col verbo fare + infinito con valore passivo. Es. I had my luggage taken to my room = Feci portare i bagagli nella mia stanza. Susan will have her hair cut = Susan si farà tagliare i capelli.


Practice

1. Write the function represented by each paragraph

	PARAGRAPH


	FUNCTION



	My negative comments concern the poor quality of your information service which in more occasions has proved to be inaccurate and rather unfit to the standard of the hotel
	.................................................................

	I regret to bring to your notice some negative aspects in connection with my recent stay at your hotel.
	.................................................................

	An explanation of the situation I am complaining about will be greatly appreciated.
	.................................................................

	I must ask you to investigate the matter thoroughly
	.................................................................

	I trust you will give the matter your prompt attention
	.................................................................

	My complaint refers in particular to the room service on account of the fact that three days out of five nobody has come to make the bed or clean the bathroom.
	.................................................................

	Much to my regret I must inform you that I am not satisfied with the service provided at the restaurant
	.................................................................

	As a matter of fact it has occurred that most of the dishes were being served with a considerable delay.
	.................................................................

	What I have to complain is the slow handling of check-out procedure in your hotel.
	.................................................................


2. Complete these phrases with words of your own

1.
I regret to inform you hereby that...............................................................................
...................................................................................................................................

2.
I'm sorry to draw your attention to.............................................................................
...................................................................................................................................

3.
Kindly investigate the matter and...............................................................................
..................................................................................................................................

4.
The reason why I complain is.....................................................................................
...................................................................................................................................

5.
My complaint refers in particular to...........................................................................
...................................................................................................................................

6.
I trust you will do your utmost in order to..................................................................
...................................................................................................................................

7.
My complaint is due to my hotel account which........................................................
...................................................................................................................................

3. Fill in the blanks with the appropriate form.

1.
I remember ............................ to Rome in 1980 (going / to go)

2.
You forgot .......................... me the money (giving / to give)

3.
I stopped ........................... some years ago (smoking / to smoke)

4.
I regret ............................ that I cannot come (saying / to say)

5.
She stopped .................and went on ................(reading / to read) (writing / to write)

6.
Go on.........................., please (speaking / to speak)

7.
If you meet Walter, remember ........................ him this (telling / to tell)

8.
Don't forget ............................. the door (closing / to close)

9.
He started with Shelley's life and went on.................... his poems (reading / to read)

4. Rewrite the following sentences in the two passive forms.

1.
They asked me a lot of questions.

2.
I will save her a lot of trouble.

3.
We offered Peter a new job.

4.
They promised John their help.

5.
We granted you a discount.

6.
They are sending Mary a present.

7.
You showed me your house.

8.
I asked him for his address

9.
I lent her my car.

10.
I'm telling you a short story

5. Complete these sentences with the structure have+object+past participle

Example: I-a tooth-take out yesterday = I had a tooth taken out yesterday

1.
Tom-his bike-repair to morrow

2.
She has just-her dress-clean

3.
We must-the house-redecorate

4.
The chimney was dirty and we-it-sweep

5.
Why don't you-some trees in the garden-plant?

6.
We-a shower in the bathroom-install- last week.

7.
Paul is going to-his watch-repair.

8.
She preferred-a cup of coffee- bring to her


Apology to Client for laundry service
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Practice

1. Check the language functions in the box and put them in order as they are expressed in letter 2

apologizing for the inconvenience / expressing regret over the client's complaint / expressing hope that the matter may not affect future relations / reporting the outcome of investigation.

1.
.........................................................................................................................

2.
.........................................................................................................................

3.
.........................................................................................................................

4.
.........................................................................................................................

2. Complete these phrases with words of your own

1.
I sincerely trust that................................................................................................
...............................................................................................................................

2.
I am extremely sorry to learn that...........................................................................
...............................................................................................................................

3.
On investigation I found that...................................................................................
................................................................................................................................

4.
I hope that the unpleasant situation you have experienced......................................
................................................................................................................................

5.
I want to assure you that..........................................................................................
................................................................................................................................

6.
I thank you for..........................................................................................................
................................................................................................................................

3. Match the words in the list with their synonyms in the box

comprehension, ascertained, express regret, faced, sure, sorrowful, endeavour, trouble, examination, leaving, sent by post, guarantee.

1.
sorry
...................................................

2.
experienced
...................................................

3.
investigation
...................................................

4.
found out
...................................................

5.
mailed
...................................................

6.
departure
...................................................

7.
apologize
...................................................

8.
inconvenience
...................................................

9.
assure
...................................................

10.
strive
...................................................

11.
understanding
...................................................

12.
confident
...................................................
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4. Write a letter of complaint to the Swan Hotel pointing out that the room you were given was cold and rather dark. Explain that the electric heater did not work and the Venetian blind was broken.

5. You are the Manager of the Swan Hotel. Write a letter to your client expressing your regret and explaining the steps you have undertaken to prevent that such a situation may repeat again.
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6. Write to the Saracen's Head Hotel and make a complaint regarding the restaurant service which you found slow. Add that the professional competence of the waiters was rather poor.

7. As the Manager of the Saracen's Head write a letter of apology expressing regret for the low standard of the restaurant service. Explain that the situation was exceptional and that you were forced to face the waiters' strike in the best possible way.
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