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Transcript:
Dialogue A
Tina:	Good morning. How may I help you?
Amy: 	I’d like to return this backpack because my friend doesn’t like it.
Tina: 	Would you please show me your receipt so that I can record the details.
Amy: 	Here it is.
Tina: 	I’m sorry. This backpack was on sale. There are no refunds on these items. You can exchange it or we can give you a credit note.
Amy: 	Do you have a black?
Tina: 	I’m sorry. Black ones are sold out. 
Amy: 	Then I’ll take a credit note. How long is it good for?
Tina: 	It’s good for three months
Amy: 	Ok. I’ll come back next week to see if I can find something else for her.

Dialogue B
Tina: 	Good afternoon. How can I help you?
Jessie:	I’d like to return this jacket because it doesn’t fit my husband.
Tina: 	Would you please show me your receipt so that I can record the details.
Jessie:	Here it is.
Tina:	I’m sorry. This jacket was on sale. There are no refunds on these items. You can exchange it or we can give you a credit note.
Jessie:	Do you have a larger size?
Tina: 	I’m sorry. This kind of jacket is sold out. 
Jessie:	Then I’ll take a credit note. How long is it good for?
Tina:	It’s good for one year.
Jessie:	Ok. I’ll come back later to see if I can find something else for him.

参考答案
Lead-in
Activity 1
1.B		2. E		3. C		4. A		5. D

Listening and Speaking
Activity 2
□To return the backpack.

Activity 3
1. a   2. b   3. d

Activity 4
1. I’d like to return this backpack because my friend doesn’t like it
2. Would you please show me your receipt so that I can record the details?
3. This backpack was on sale. There are no refunds on these items.
4. You can exchange it or we can give you a credit note.

Activity 5 
(略)

Activity 6 
(略)

Reading and Writing
Activity 7
 (略)

Activity 8
Ryan选用的投诉方式：Write a Letter of Complaint
Ryan投诉的原因：
1. Firstly, according to your website, delivery takes seven days, but in fact it took over three weeks.
2. To make matters worse, it is the wrong model. 
3. In addition, the deliveryman was really rude to us. 
Ryan希望如何得到解决：
Therefore, I would like to ask for an explanation. 

Activity 9
1. C   2. C   3. B   4. A

Activity 10
1. Ryan is writing to express his disappointment with delivery service.
2. Ryan had to explain to his father on his birthday the delay of delivery.
3. Ryan received a running machine TZ-7000 instead of TZ-9000. 
4. The Customer Service Manager would like to apologize for the inconvenience and disappointment.

Activity 11
Dear Sir / Madam,
I am writing to complain about the quality of the computer.
On July 20th 2016, I visited your website and ordered a computer. To my disappointment, there is something wrong with it. It often turns itself off.
This problem is unacceptable. Therefore, I’d like to return this computer because it doesn’t work well. 
I’m looking forward to your response. Please contact me at（021）51375799 or e-mail me at yanyi@sohu.com.
Yours sincerely,
Yan Yi

Language in Use
Activity 12
1. a   2. b   3. a   4. a

Activity 13
1. d   2. e   3. c   4. a   5. b

Activity 14
Dear Miss Yang,
Thank you for your letter so that we could provide the best solution to your problems as soon as possible. We would like to apologize for the inconvenience and disappointment that you experienced recently.
We’ve informed the delivery department to deliver the right product to your house within 2 days. At the same time, we guarantee that the packing must be wrapped well. We would also like to offer you a 20% discount and a free gift.
Once again, please accept our sincere apologies. We are looking forward to serving you again.
Sincerely,
Jake White
Customer Service Manager

Activity 15
1. b   2. d   3. c   4. a

Activity 16
return a stained backpack
record details
visit a website
pay for this dinner
offer a discount

Activity 17
1. cover; with      2. apologize; for		3. According to
4. instead of   	   5. explained			6. express

Supplementary Reading
Read and decide.
1. F   2. F   3. F   4. T
Read and answer.
1. It aims to protect the customers’ right. 
2. There are four useful tips on how to protect rights. 
3. 略


本单元语法总结
1. 原因状语从句
引导原因状语从句的连词有because，since，as，for。
because的语气最强烈，引导的从句一般不放在句子的开头。例如：
I didn’t tell him the truth because he was too young. 
以why 开头的问句，一般只能用because引导的从句来回答。
since的语气比because弱，表示人们已知的事实，不需要强调原因，因此常译作“既然......”，通常放在句首。since引导的从句是次要的，重点强调主句的内容。例如：
Since this method doesn’t work, let’s try another.
（3）as 语气更弱，所引出的理由在说话人看来已经很明显，或者已为听话人熟悉。as引导的从句常放在主句之前，与主句具有同等的重要性。例如：
As she was not well, I decided to climb mountains without her. 
for 表示所说的理由是一种补充说明，一般不放在句子的开头。例如：
I decided to drink some water, for I was feeling very thirsty.
结果状语从句
so that引导结果状语从句，意为“结果是；以至于”。例如：
He sat behind me so that I didn’t see him.
另外so that 也可以引导目的状语从句，意为：“为了，以便于”。例如：
I must get up early so that I can catch the first train.


参考译文
对话A：
蒂娜：早上好。有什么需要我帮忙的吗？
艾米：我想退这个背包，因为我的朋友不喜欢。
蒂娜：请出示一下你的收据，以便我记录详细信息。
艾米：在这里（给你）。
蒂娜：对不起。这款背包是促销商品。我们这里促销商品不能退款。你可以换货或者给你一张换货凭单。
艾米：现在还有黑色吗？
蒂娜：对不起。黑色已经卖完了。
艾米：既然这样，我要一张换货凭单。有效期是多久？
蒂娜：三个月。
艾米：好的。下周我再来看看有没有适合她的其它款式。

对话B：
蒂娜：早上好。有什么需要我帮忙的吗？
杰西：我想退这件夹克，因为我的丈夫穿上不合身。
蒂娜：请出示一下你的收据，以便我记录详细信息。
杰西：在这里（给你）。
蒂娜：对不起。这件夹克是促销商品。我们这里促销商品不能退款。你可以换货或者给你一张换货凭单。
杰西：现在还有大一点的尺码吗？
蒂娜：对不起。这款夹克已经卖完了。
杰西：既然这样，我要一张换货凭单。有效期是多久？
蒂娜：一年。
杰西：好的。下次我再来看看有没有适合他的其它款式。

阅读理解：
亲爱的先生/女士，
    我写这封信的目的是表达对你们配送服务的不满。
    2016年5月29日，我访问你们的网页并订购了一台跑步机。今天下午收到货并且存在一些问题。
    首先，依据你们的网页说明，7天可以到货，但事实上时间超过了3周。这让我处在一个棘手的位置，因为我订购跑步机是作为生日礼物给我的父亲。我只好在父亲生日当天解释生日礼物会延期送达。
    更糟糕的是，跑步机型号有误。 我收到的是型号为TZ-7000而不是TZ-9000。
此外，送货员对我们的态度非常粗鲁。他对我很不耐烦，因为我拒绝支付错误的商品。
正如你所了解的，所有这些问题都是难以接受的。因此，我需要一个解释。期待你们的回复。
谨上
瑞恩·菲利普

亲爱的菲利普先生，
  谢谢您的来信，以便我们可以尽快为您提供最佳的解决方案。我们要为您最近所经历的不便和失望表示歉意。 
  我们已经通知发货部门在3天内将正确的型号配送到你家里。既然我们重视你的业务，我们愿意为你所订购的商品给予10%的折扣。 
  请再次接受我们诚挚的歉意。我们期待再次为您服务。
谨上
亚历克斯·布朗
客户服务部经理

拓展阅读：
国际消费者日
  国际消费者日定在每年的3月15日。它是为了保护消费者权益而设立的。
  美国前总统约翰肯尼迪是首个提出消费者有四项基本权利的人。这四项基本权利是：有权获得商品的安全保障；有权获得正确的商品资料；有权自由决定对商品的选择；有权提出消费意见。 
  在中国，这个特别的晚会将通过电视在3月15日当天播放，让公众了解自己的权利。3.15晚会上会曝光那些市场上的假冒伪劣产品，并邀请特别嘉宾告诉观众生产假货的内幕。这类的节目通常会在社会中引起广泛的讨论。消费者会更注重保护他们的权益。以下是保护个人权益的一些建议：
· 永远在正规商店购买有质量保证的商品。不要贪小便宜。为什么人们会买到假冒伪劣产品呢？通常来说，假冒伪劣产品会比真货便宜很多。
· 在付款之前检查商品。注意生产日期和储存方式。
· 记得索要购物收据。
· 如果日后商品出现问题，可以用购物收据办理退款。
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