
EMPLOYEES IN FOREIGN ENTERPRISE 

PRACTICAL BUSINESS ENGLISH TALKING

外 企 人 员 实 用 商 务 英 语 会 话 
COMPLAINTS AND CLAIMS

1. Dialogues:

Part One

J:  Mr. Wang, our negotiations have been going on very well, but today I’d like to talk with you about something that is getting to be rather a problem.
W:  Problem? What is it?

J:  It’s about the damage of our goods caused by inadequate packing. Things are like these. I have just received an email from my home office. It said that the goods shipped in February under order No. 2505 had arrived in New York. But, to our great surprise, they were not in proper condition.
W:  Really? What’s the trouble then?

J:  Quite a number of cartons were badly damaged. Many packets of our products were water-stained and some of them were severely spoiled.

W:  Where are the goods now?

J:  The goods have been unloaded into the carrier’s warehouse at the destination. As they are in such a damage condition, we don’t think we’ll be able to make a delivery. For this reason, my head office cabled me yesterday to let me get in touch with you.
W:  Ok, let’s see what has happened.

Part Two

J:  On the examination we found that the goods shipped do not agree with the original samples.

W:  I’m sorry to hear that. Complaints like this are very rare indeed. You know our exports have to pass a rigid inspection before shipment. Our quality team as well as the NCIB won’t allow anything defective to leave.
J:  But our surveyors stated that it was the inferior materials used that caused the quality deterioration, and the detective goods are no longer suitable for use. In fact, our end customer has issued a “Stop Notice” on delivery.
W:  To settle the case like this, one can not rule out other possibilities, such as the storage on board or in the warehouse, etc.

J:  According to the survey report, we are claiming for a compensation of $5000.

W:  We’ll certainly consider it if there is sufficient evidence. But we’ll make a thorough investigation to find out where the responsibility is actually lying.
Part Three
B:  Good morning, Mr. Feng. This is Jack Brown from an American import and export company.

F:  Good morning, Mr. Brown. What can I do for you?

B  I have something very unpleasant to talk over with you, Mr. Feng.

F:  Go ahead, please.
B:  The goods you sent to us are not in conformity with the specifications on the contract and made us suffer a big loss. So we feel that you should fix up this problem and make it up to us.
F:  Just be patient, please. Any complaints on our goods are sincerely invited. Let’s get to the problems first.

B:  As soon as the shipment arrived at our port, we had it inspected. To our disappointment, we found the goods No. 001 fell short with the quantity.

F:  Is that so? Ok, I’ll check out why the quantity is short.

B:  Good. As well, we found that a quite big percentage of goods No.002 were with inferior quality.
F:  I’m sorry you feel like that. As everybody knows, our products enjoy high prestige in the world. Complaints about our quality rarely happened actually. But I promise I’ll check into this case, and find out if it was our fault.
B:  Ok, I’ll be waiting for your result.

F:  Mr. Baker, we’ve checked thoroughly into this case you’ve made complaint about, and here is the conclusion.

B:  Good. I am glad to here about that.
F:  As to the shortage of quantity, I’d like to point out that the goods were inspected before shipment. The certificate confirms we had delivered full size of quantity complying with the packing list. So I guess the shortage might have occurred during the transit. Therefore, your claim with goods No. 001, in my opinion, should be referred to insurance company as the liability rests with them.

B:  Then, how about the inferior quality for goods No.002?
F:  Upon investigation, we found that the defectives occurred in the factory. They mistook some stork materials for production. We’re really sorry for that and we’d like to accept your claim on it. Please tell me what you want us to do.

B:  You can make amends for the losses by replacing all inferior products, and paying for the business we have lost.

F:  That sounds reasonable. We may send a staff to your company tomorrow to talk on this issue.

B:  I really appreciate your action in this case, and sincerely hope that everything will be going smoothly in the future.
2. New Words and Phrases:
to settle [         ] 解决
negotiation [         ] 谈判
inadequate [         ] 不充分的，不适当的
carton [         ] 纸箱
water-stained  [         ] 水污染
severely [         ] 严重的
surveyor [         ] 调研
head office 总部
rigid [         ] 固定的
thorough [         ] 彻底的
compensation [         ] 赔偿
to claim [         ] 索赔
to claim for 索赔 。。。
deterioration [         ] 腐败，变质
Stop Notice 停止操作通知
investigation [         ] 调查
sufficient [         ] 充足的
defective [          ] 次的，有瑕疵的
evidence [         ] 证据
shortage [         ] 短缺
fall short [         ] 缺少
carrier [         ] 运输船，船运公司
on board [         ] 登船
disappointment [            ] 失望
to our disappointment 令我们失望
sincerely [         ] 真诚的
in conformity with [           ] 符合
percentage [         ] 百分比
prestige [         ] 声望
rarely [         ] 稀有
to check into 探究
fault [         ] 错误
transit [         ] 运输
be referred to [         ] 向 。。。转介
to rest with 由于
liability [         ] 责任（保险）
to occur [         ] 产生
to mistake … for… 将 。。。 错当为 。。。
to make amends for [         ] 对 。。。 进行弥补
to replace [         ] 替换
inferior [         ] 低档的，低劣的
inferior quality 低劣质量
smoothly [         ] 顺利的
things are like these 这样的事情
home office 公司本部
to arrived in/at 到达
be badly damaged 严重损坏
to settle the case 解决此案
to cable [         ] 发报
to rule out 排除
where the responsibility is lying 责任所在
unpleasant [         ] 不愉快的
go ahead 请便
to make it up 对其补偿
I’m sorry you feel like that 我很抱歉你有此感觉
as to 对于
it was our fault [         ] 这是我的错
that sounds reasonable 听起来有道理
everything will go smoothly 一切进展顺利
4. Text Translation in Chinese

投 诉 与 索 赔
第一部分
J:  王先生，我们的谈判一直以来进行得非常顺利，但是今天我却要跟你讲成为问题的一件事。
W:  问题？是什么问题？
J:  那是由不合格的包装而造成的货品的损坏。事情好像是这样的。我刚刚收到一份从总部发来的电子邮件。邮件上说在二月份发运的订单编号为2505的货品已抵达纽约。但是，令我们大吃一惊的是，货品的状况不妙。
W:  真的吗？是什么问题？
J:  有大量的纸箱严重损坏了。我们有很多包的货品浸水，其中有些严重腐败了。
W:  这些货品现在在哪儿？
J:  这些货品现在已经卸载到目的地船运公司的仓库里了。由于其处在这样一种毁坏状况，我们无法办理出运。由于这个原因，我们总部昨天电报通知我与你们联络。
W:  好的，让我们看看除了什么问题。
第二部分
J:  通过检查我们发现发运的货品与原样不符。
W:  我很抱歉听闻此说。像这样的投诉真的十分罕见。你知道我们的出口货在出运之前通过了严格的检验。我们的质量人员以及国家商检局都不会允许任何有瑕疵的货品离岸的。
J:  但是我们的调查人员说是因为使用低挡的材料造成了质量败坏，同时这些次品不再适合于使用。实际上，我们的最终客户已经发布了停运通知。
W:  要解决这类案子，任何人都不能排除其他可能性，例如运输过程或放置仓库的储存问题等等。
J:  根据调查报告，我们要求5000美元的赔偿。
W:  如果有充分的证据我们一定会考虑的。但是我们将做彻底的调查以便搞清楚真正的责任所在。
第三部分
B:  早上好，冯先生。这位是一家美国进出口公司的杰克。布朗。
F:  早上好，布朗先生。我能为你做些什么？
B  我有些非常不愉快的事情要与你面叙，冯先生。
F:  请便。
B:  你们发送给我们的货品与合同上的规格不相符，造成我们极大地损失。为此我们认为你们必须解决此一问题同时给予我们补偿。
F:  请耐心一点。任何对于我们货品的投诉都是欢迎的。让我们先了解一下是什么问题。
B:  货品一运抵我们的码头，我们就对其做了检验。令我们失望的是，我们发现编号001的货品不足量。
F:  是这样的吗？好的，我要查一下数量为什么会短缺的。
B:  好的。同时，我们还发现有很大一部分编号002的货品质量低劣。
F:  我很抱歉你们有这样的感觉。所有的人都知道，我们的产品在世界上享有很高的地位。实际上对于我们质量的投诉罕有发生。但是我承诺将查核这件事，搞清楚其是否是我们的错误
B:  好的，我们等候你们的结果。
F:  贝克先生，我们已经彻底核查了你们投诉的案子，这是结论。

B:  很好。我很高兴听闻此说。
F:  关于不足量，我想指出的是货品在发运之前已经检验过。验货证明确认我们发运了与装箱单相符的足量货品。所以我估计短缺可能存在于转运过程中。为此，你们关于货品编号001 的索赔，以我之见，应该提交给保险公司，因为责任险是他们的。
B:  那么，货品002的低劣问题怎么说？
F:  根据调查，我们发现次品问题发生在工厂。他们将某些库存材料错误地用于生产。我们对此深表歉意，同时愿意接受你们对其索赔。请告诉我们要我们如何做。
B:  你们可以通过替换所有低劣货品来补偿我们的损失。
F:  这听起来合理。我们可以派人明天前往贵公司讨论此事。
B:  我真的很感激你们在这案子上所采取的行动，同时真诚希望今后一切事情都进展顺利。
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