
EL CIVICS · COAAP 2 · IL · CONSUMER ECONOMICS – COMPLAINTS

Returning a Defective Product
Return a broken item and get a refund.

 LISTENING

1  Describe the Picture
Look at the picture with your partner. Take turns. Talk for one minute. Keep talking!

 YOU CAN SAY 

I can see...
There is... / There are...
He is... / She is... (+ing)
I think... because...

 THEN ASK EACH OTHER 

Where are they?
What's happening?
What happens next?

2  Reading — Victor Returns a Coffee Maker
Read silently. Then read with a partner.

Victor bought a new coffee maker last week. It worked for two days, but on Wednesday morning it 
stopped. He plugged it in, but there was no light or sound. The coffee maker was broken.

Victor had kept the receipt. He put the coffee maker back in the box and took it to customer service. 
The employee, Tina, offered an exchange or store credit. Victor asked for a refund instead. Because 
he was returning it within thirty days and had the receipt, the store gave him a full refund.

The money went back to Victor's card in three days. Now he makes sure to keep receipts for things 
he may need to return.
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3  Dialogue
Read with a partner. Read it again and switch roles. Practice it several times. Next,  
fill in the missing words from memory!

 SPEAKING

Tina: Hi, welcome to customer service. What can I do for you today?
Victor: Hi. I need to return this coffee maker. It doesn't work.
Tina: Oh, I'm sorry to hear that. What's the problem exactly?
Victor: I plug it in, but nothing happens. No light, no sound. It worked for two days, then it stopped.
Tina: I see. When did you buy it?
Victor: Last week. I bought it here, at this store.
Tina: The return policy is thirty days with a receipt, so that's within thirty days. Do you have the 
receipt?
Victor: Yes, here you go. And everything is back in the box.
Tina: Perfect. So, I can exchange it for a new one, or I can give you store credit.
Victor: Hmm. Can I get a refund instead? I'd like my money back.
Tina: Let me check... yes, with a receipt you can get a full refund. It goes back on your card.
Victor: That's great. Thank you.
Tina: Just sign here... and you're all done. The refund takes two or three days.
Victor: Perfect. Thank you for your help, Tina.
Tina: You're welcome. Sorry again about the coffee maker — and thank you for keeping the receipt!

4  Vocabulary
Translate it, explain it, or use it in a sentence.

Word / Phrase Meaning My sentence

receipt

store credit

it doesn't work

plug it in

within thirty days

in the box

get a refund

exchange it for

the return policy

here you go
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5  What Do You Remember?
Fill in the missing words. Do not look back!

 WORD BANK 

  store credit       within thirty days       receipt       the return policy       get a refund       exchange it 

for       it doesn't work       in the box       here you go       plug it in 

Tina: Hi, welcome to customer service. What can I do for you today?
Victor: Hi. I need to return this coffee maker. (1) __________________________________.
Tina: Oh, I'm sorry to hear that. What's the problem exactly?
Victor: I (2) __________________________________, but nothing happens. No light, no sound. It 
worked for two days, then it stopped.
Tina: I see. When did you buy it?
Victor: Last week. I bought it here, at this store.
Tina: (3) __________________________________ is thirty days with a (4) 
__________________________________, so that's (5) __________________________________. 
Do you have the receipt?
Victor: Yes, (6) __________________________________. And everything is back (7) 
__________________________________.
Tina: Perfect. So, I can (8) __________________________________ a new one, or I can give you 
(9) __________________________________.
Victor: Hmm. Can I (10) __________________________________ instead? I'd like my money back.
Tina: Let me check... yes, with a receipt you can get a full refund. It goes back on your card.
Victor: That's great. Thank you.
Tina: Just sign here... and you're all done. The refund takes two or three days.
Victor: Perfect. Thank you for your help, Tina.
Tina: You're welcome. Sorry again about the coffee maker — and thank you for keeping the receipt!
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6  Talk About It
 PART 1 · YOU AND THE STORY 

1. Have you ever returned something to a store? What happened?
2. Is it difficult to stay polite when a product is broken? Why?
3. Do you keep your receipts? Where do you keep them?

 PART 2 · TELL YOUR STORY 

Tell your partner about a time you bought something that had a problem. Speak for one minute or 
more.
You can say: what you bought · what the problem was · what you asked the store to do · how it ended

 PART 3 · WHAT DO YOU THINK? 

1. What can make returning a product difficult in English?
2. What is the difference between a refund, an exchange, and store credit? Which do you usually 
prefer?
3. Some stores handle returns through online chat. Would you rather use chat or speak with a store 
employee? Why?

7  Now You Try — Return the Coffee Maker
Two days. Your new coffee maker worked for two days, and this 
morning: nothing. No light, no sound, no coffee. You find the 
receipt, put everything back in the box, and drive to the store. The 
customer service desk is right at the front.

  YOUR GOAL 

Get a refund for the coffee maker.
Scan the code and talk to Tina, an AI customer service rep. Practice 
every day this week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=464965562615
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8  Write Your Own Dialogue
Work with a partner. Student A is the customer service employee. Student B is the customer. You have a 
different item: a lamp that does not turn on. This time, choose the exchange.

A: Hi, welcome to customer service. What can I do for you today?

B: Hi. I need to return this ______________. It ________________________.

A: I'm sorry to hear that. What's the problem exactly?

B: I __________________, but ________________________. It worked for ________, then it 
stopped.

A: When did you buy it?

B: ____________________. I bought it here.

A: Do you have the receipt?

B: Yes, ________________. And everything is back ________________.

A: I can give you a refund, an exchange, or store credit.

B: I'd like ________________________________, please.

A: ______________________________________. Have a good day!

Now practice your dialogue out loud. Switch roles!
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Answer Key (teacher page)

5 · What Do You Remember?
1. It doesn't work · 2. plug it in · 3. The return policy · 4. receipt · 5. within thirty days · 6. here you go · 
7. in the box · 8. exchange it for · 9. store credit · 10. get a refund
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