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外 企 人 员 实 用 商 务 英 语 会 话 
DEALING WITH DEFECTIVE PRODUCTS 
1. Dialogues:

PATE ONE

(Customer Service Specialist Alice Chen is having a conversation with sales lady Ms Wang.)

C: Alice spaking. Can I help you ?

W: Hello Alice, we got trouble. One of our sales agents reflected that our paper roll products have quality problem. They received 3,000 cartons of paper roll and delivered 100 cartons to their customer’s retail store in Suzhou, and has got complaint. The complaint was: the normal paper roll shuld have double layers, but now the paper rolls they reveived had only single layer. Could you help deal with this problem?

C: What is the batch number of these products? 
W: It is 2011 05 01.

C: Did you go to the site to do sampling check ?

W: No, not yet. Beacause the batch quantity is too big, if we open the cartons to check without certain target of the non-good products, we will not be able to resell them even they are good products.
C: Ok. We will ask the concerned department to handle this case as soon as possible

PATE TWO

(Alice is having a discussion with Product Supervisor Jack Li from the manufacturer.) 
C: Hi, Jack, we’ve just received claim from our Shandong sales agent that the paper roll products of batch number 2011 05 01 have quality problem. The paper roll should have double layers, but now It has only single layer. 

L: How come? It sounds impossible. So, what can we do to help?

C: Could you go to the site to check and help solve this promblem? 

L: No prombem. Will you go together with me, Alice?

C: Yes, of course. 

L: Ok, I am going to report to my manager first. What time will be appropriate for us to go?

C: I’ve already made an appointment with the customer service manager of this agent. Could you come to my company at 8 o 'clock in the morning, then we go together？

L: Ok, out of the question.

PART THREE


(Product Supervisor Jack Li, Customer Service Specialist Alice Chen, Sales Agent Customer Service Manger Mr. Wu are talking in the warehouse of the sales agent. )

C: Good morning, Mr.Wu, we are from the Group of Golden Hongye Paper Company. I am Customer Service Specialist Alice Chen, and this is our spplier’s representative Mr Li. We have received your claim, and reported to our leaders immediately. Now we are here to take an investigation into this case, then to see how we can solve this problem. 

W: Ok, let’s go to the warehouse. 
(after arriving at the warehouse )

L: Now, what is the total quantity of this products in stock ?

W: There are totally 2680 cartons.

L: We are going to take an out-of-box audit with 100 cartons.

W: No promblem. I will ask one of my colleagues to assist you.

(After audit 12 cartons are found with defective products.)

L: Sorry. Let me tell you what had happened. Two separate layers of original paper rolls go to the operation line for combination at the same time, but for some unknown reason one layer was broken apart.and the operator didn’t detect it right away. As a result, some single layer’s paper rolls came out.

C: That’s a big problem. You should check your operation line thoroughly and take some measures to provent them from happening again.
L: You are right. We are going to take corrective actions to make improvement. Since one original big paper roll can produce only 20 cartons of finished paper rolls, so I think these defective paper rolls should only apply to a small part of the products, but not the whole batch of products.
W: Yes, that’s understandable. Now how shall we deal with these 12 cartons defective products？

C: Anyway, we really apologise for this accident. Please wait just a moment.

(Alice is discussing with Jack.)

(After discussion )

C: Mr. Wu, we have come up with an agreement that we’ll offer you replacement.

W: I have no problem with replacement. But how do we respond to our customer’s claim?

C: We’ll offer full replacement, plus one extra paper roll for each defective one as compensation, what do you think?

W: That’s fine. Lastly, what about these out-of-box audit products? They are not good for resell anymore.
C: We’ll give replacement too. Let’s go back to get our job done.
W: Thanks a lot!
C/L: Bye, you’re welcome!

2. New Words and Phrases:
defective [            ] 有缺陷的 

sales agent [           ] 经销商
reflect [         ] 反映
deliver [        ] 发货
retail [        ] 零售
claim [        ] 投诉
carton [       ] 纸箱
batch [        ] 批次
site [      ] 现场
sampling check [          ] 抽检样品
concerned [         ] 相关的
warehouse [          ] 仓库
investigation [             ] 调查
stock [        ] 库存
audit [         ] 审计
operator [        ] 操作员
detect [        ] 察觉，发现
thoroughly [          ] 彻底地
corrective action [           ] 纠正措施
replacement [          ] 换货
compensation [          ] 补偿
case [          ] 案件

quantity [          ] 数量

complaint [          ] 抱怨

layer [          ] 层

paper roll [          ] 卷筒纸

impossible [          ] 不可能

representative [          ] 代表

solve [          ] 解决

appropriate [          ] 适合的

separate [          ] 分开

original [       ] 原始的，起初的

combination [          ] 复合

apologise [          ] 道歉

accident [       ] 事故
understandable [          ] 可理解的

certain [          ] 肯定的，确定的

target [       ] 目标，标的

whole [       ] 全部的

respond [        ] 回应

resell [       ] 再售

anymore [        ] 再，再次

3. Sentence Patterns and Expressions
we got trouble 我们有麻烦了

operation line 操作线
out –of-box audit 开箱检验

to take measures   采取措施

to prevent … from …  again 防止 。。。再次 。。。

batch number    生产批次

products in stock 库存产品
sampling check  抽检样品

non-good products 不良品

how come  怎么可能

to made an appointment 约会

let me tell you what 让我向你解释

as a result  结果

to apply to 适用于

to make improvement 做出改进

finished paper rolls 成品卷筒纸

to come up with 达成，获得 。。。结果

to get our job done 把我们的事办好
4. Text Translation in Chinese
处 理 次 品

第一部分

（客户服务专员艾丽丝.陈正在与销售员王小姐谈话。）
陈：您好，我是艾丽丝，有什么可以帮你的吗？

王：您好，艾丽丝，我有麻烦了。我们的一个经销商反馈我们的卷筒纸有质量问题。他们进了3000箱产品，其中100箱已经发往旗下零售门店，但是收到零售商店的投诉。投诉是这样的：正常的卷筒纸应该是两层，而他们现在收到的的产品为一层。你可以帮助处理这个问题吗？
陈：这批产品的批次是什么？

王：是2011 05 01。
陈：你是否有到现场抽检过样品啊？

王：没，还没有，因为这个批次量比较大，如果我们开箱检验，就算是良品，我们也无法再次销售了。
陈：好的，我将尽快要求相关部门处理此案子。
第二部分

（客户服务专员艾丽丝正在和生产主管杰克讨论此案件在厂家。）
陈：你好，杰克,我们刚才接到山东的一个经销商反馈，批次为2011 05 01 的卷筒纸产品有质量问题。这个卷筒纸应该是双层的，但现在只有单层。

李：不会吧？这听起来不可能。那么，我们可以帮助你什么呢？

陈：你们可以去现场抽检并帮助解决这个问题吗？
李：没问题。艾丽丝，你可以和我们一起去吗？
陈：当然可以。
李：好的，我首先要跟我们经理报告一下。什么时间我们去比较合适？

陈：我已经和他们的客户服务经理约好了。你明天早上八点能到我们公司吗？然后我们一起去。

李：好的，没问题

第三部分

（生产主管杰克.李、客户服务专员艾丽丝.陈，正在在经销商库房内和经销商客户服务经理吴先生谈话。）
陈：你好，吴先生。我们来自金红叶纸业集团，我是客户服务专员艾丽丝.陈，这位是我们供应商代表杰克.李。我们接到你们的反馈，已经立刻向我们领导报备了此事。现在我们将做一个现场调查确认，然后看看如何解决这个问题。
吴：好的，让我们去仓库吧。

（在到达仓库后。）
李：现在库房里的这个产品库存总量是多少？

吴：有2680箱。
李：我们将进行开箱检验100箱。
吴：好的，我将派一个同事协助你们。

（在抽检后，发现12箱有不良品。）
李：对不起，让我向你们解释怎么回事。因两卷分离的大原筒纸同时上架合并，其中有一层原纸因某些未知原因断裂，作业人员未及时发现，最后，导致单层产品流出。

陈：这是个大问题。你们应该彻底检查操作线并采取措施防止其再次发生。

李：你是对的，我们将采取纠正措施去改进。因一卷大原筒纸可以生产20箱成品卷筒纸，故我认为这些次品卷筒纸只能说明是一小部分的问题，不能适用于整批产品。 

吴：是的，这个可理解的。现在那这个12箱不良品将如何处理？
陈：不论如何，我们对这个事故真的很抱歉！请稍等一会。

（爱丽丝与杰克商量。）

(在商量后。)

陈：吴先生，我们已经达成一个协议给你们换货。
吴：对于换货我没有问题。但是我们如何应答旗下零售店客户的投诉呢？

陈：我们也将提供换货，同时对每一不良品给予一箱卷筒纸作为赔偿，你觉得如何？

吴：好的。最后，那些开箱抽检的产品如何处理？那些产品将无法进行再销售。
陈：我们同样给你们换货处理。那就让我们回去把此事办好吧。
吴：多谢。

陈、李：再见，不客气。
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