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07. You vc bein waiting twcnlv minulcs lor a cullcrgue lo cnivc.
apologizes, usilg thi word; in Seilterce I above, What do you renth.'..: ,. .1 , '.;-r' ',.'-

0ll Your supplier hasrr't sent the
thcm- What do you say?

colrect instuctio manual, in spite ofyour rcminder to

09.

10. Ms King, a client, calls you and tclls you that she thinks you havc invoiccd hcr
incorreclly. What do you say?
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Thals quite all right. l've only been waiting about a quarler ofan hour.
Oh, I'm very sorry to hear that, Ms King. I'li check it mysclfpersonally and call you
back before iunch.
Sorry I'm so late, everyonc. My train was delayed-
I'm tcrribly sorry 10 be so lirte. My car rr'ouldn't start- I hopc you haven't been waiting
too long,
I'm teffibly sorry I didn't call you back yesterday.
llxcuse me, Mr. Brorvn, you said you'd cdl uur clients in Dallas. Is therc still time this
afternoun?
I'm adully sorry, Mr. Brown. I'm ahaid I misunderstood your insttuctions and mailed
*rc \.!Tong documenls t6 ou-r supplicr.
Excuse me, I\tk. Brown, but you know those sales ligurcs you gavc mc? Well, I secm to
hrve rnislaid lhcm.
You remember that insbuction manuel I rskcd you to send us? well, it still hasn't
arrired. Could y ou send it quickJy- plcir-ie.'
I'm very sorry about this, but I'm afrf,id we lut ihe wrong datc on the invuicc we sent
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you, so we're sending you a new one. [10 marks I
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