３－７　クレーム処理
１　定型パターンの表現
商品の誤送のクレーム処理
◇Please accept our apology for the wrong shipment.

◇Please return the wrong products at our expense.

◇We will reship the correct items to you immediately.

出荷遅れのクレーム処理
◇We are very sorry for the delay in shipment.

◇We regret not being able to meet the deadline.

◇We are making every effort to ship by the end of this month.

出荷数量不足のクレーム処理
◇We will ship out the missing items immediately.

◇We will expedite shipment of the short items.

不良品・破損品のクレーム処理
◇We are sorry to learn that some of the products you received were defective.

◇We found that the shipping company was responsible for the damage to your goods.

◇We will repair the damaged items free of charge.

◇We will send you a replacement right away.

◇We will replace it immediately. 

請求ミス・請求書送付遅延のクレーム処理
◇We are terribly sorry for the error in our invoice.

◇Please discard the incorrect invoice you have now.

◇We will send you a corrected invoice straight away.

◇We apologize for the delay in sending you an invoice.

２　品違いについての謝罪のEメール
Dear Mr. Mills,

Thank you for your email of February 2. Please accept our sincere apologies for sending you the wrong item.  The correct items are on their way to you and should arrive soon. Please return to us by COD the goods you were sent in error.

Again, we deeply apologize for any inconvenience caused by our careless mistake. Please be assured that we will make every effort to avoid such an error in the future.

Best regards,

Brad Watson

言い換え表現
１．We’d like to express our sincerest apologies for our shipping error. 

２．We have already shipped the correct items to you. 

３．Please send the wrong items back to us freight collect. 

　　
発展表現
１．We will reimburse you for the cost of return shipping. 

２．We apologize for the trouble caused by shipping the wrong items.

３．We are going to do everything we can to make sure this never happens again. 

４．You can be assured your correct order will arrive within a week. 

単語に注目
１．I can assure you that what he said is not true.

２．I assured myself that I hadn't done anything wrong.

３．Our company takes many steps to assure our product safety and quality.

