
 



Content (6 hours) 

• Dealing with problems at work 

• Hotel Problems  

• Describing apartment problems 
(Dealing with and informing the Landlord)  

• Informing local driver about guest arrivals / schedules 

• Car problems and repairs 
(Maintenance, damage and repairs, insurance claim 

Buying a Used Car and Insurance) 

 

 

 

 

 

 

 

 

 

 

 



Dealing with problems at work 

   
The problem 
We haven’t received …. yet. 
You said that I would have …. 
Excuse me, but we expected …. 
I’m sorry, but you promised ….. 

 

Request Action 
Please could you …. as soon as possible.? 

If you don’t replace it immediately, we will have to cancel our order. 

What are you going to do about it? 

 

Accepting action     Reject Action           

OK. That’s fine.      I’m sorry, but …. 

OK. That will do.      That’s unacceptable. 

OK. That will have to do.                                       I’m afraid I can’t accept that. 

 

Ask for information 
What’s the problem exactly? 

Could you explain exactly what the problem is? 

 

Saying sorry 
I see. We’re very sorry about that.  

Again, I do apologize.   

 

Explaining the reason for the problem 
I’m afraid that we can’t/couldn’t 

The reason is that …. 

The problem was caused by …. 

It was a computer error. 

It was an oversight on our part. 

 



A promise of action [will] 
I’ll deal with it/send someone immediately. 

I’ll find/arrange a replacement right away. 

Is that acceptable?/Is that OK? 

 

Your fault 
It’s our fault. We accept full responsibility. 

We are to blame. We should . (sent it yesterday) 

 

Their fault 
I’m sorry but you didn’t inform us that you wanted …… 

 

Close 
I apologize once again. We are very sorry about this. 
I apologize for any inconvenience caused. It won’t happen again, I assure you. 
  

Dealing with Problems Complaints – Group Work / Pair Work 

Now work in a small group to brainstorm more problems                                                                  

or complaints that members of the public could have.  

 

1. 

2.  

3. 

4.  

5.   



 

 

 

 

 

 



Dealing with Problems – Gap-fill 

A. Fill in the gaps using the words from the box. 

  mistake      batch          properly      repair     matter         sample       

error          isolated      refund         record    processed   fault     

inconvenience              

1. I’m sorry, it’s not our responsibility. The problem must be due to computer software 

____________. 

2. Could you send me a ___________ of the faulty product? 

3. All these brochures have the same problem. They all come from the same _________. 

4. I really am very sorry. Our Accounts Department made a small _________ when they 

__________ your order. 

5. If you return it, we’ll send a replacement immediately or give you a ________ . 

6. I’m just calling to let you know that our Director General is looking into the __________ 

at the moment, and he’ll call you tomorrow. 

7. The photocopying machine isn’t working _____________. 

8. I’m sorry again for any _____________. 

9. This machine has a ____________. How long will it take to ___________ it? 

10. It must be an ___________ case, we have a very good ___________ for quality.  

 

B. Complete the table by writing phrases 1,2,4,5,6 and 8 from Section A in the correct 

category. 

Ask questions a) 

You are  
unable to help 

b) 

Apologize  
and explain 

c) 

Promise  
action 

d) 

End a phone 
call 

e) 

Make a  
follow-up call 

f) 



                            Hotel Problems 

 



 



 Describing apartment problems 

 







 

 









 



Describing apartment problems 

 











 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Equipment repairs and maintenance 

 
 
 

 

 

 

 

  

 



Look at the pictures on the previous page. Can you explain what is happening from 
top to bottom and left to right? 
 

1. __________________________________________________________________ 
 

2. __________________________________________________________________ 
 

3. __________________________________________________________________ 
 

4. __________________________________________________________________ 
 

5. __________________________________________________________________ 
 

6. __________________________________________________________________ 
 

7. __________________________________________________________________ 
 

8. __________________________________________________________________ 
 

 
                      



Plumbing problems 

Look at each picture below. Choose a word or phrase that best describes the problem 
you see in each picture. Write it on the line above the picture. 

  
1. a___________ faucet 

a___________ faucet 
2. a___________ drain 

a___________ drain 

a___________ drain 

 

3. a____________ pipe 
 

4. a____________ part 
a________ _______ part 

 

5. ____________pipes 6. ____________water pressure 7. a____________ pipe 

8. a___________ drain 9. a___________ toilet 
 

10. No hot water  
a___________ water heater 

blocked broken  broken  clogged cracked dripping 

leaky  low  noisy  plugged running  rusty 

slow  worn out 



Plumbi 
Calling the Service OF Plumber Technician Customer 1 

Customer 1: Hello, this is __________________. I need someone to come out 
today. We’re having a lot of problems. 

Service Technician: What kinds of problems? 

Customer 1: 1. The bathroom sink on the second floor is clogged. 
 

2. The washer in the basement is leaking. The water is running 
under the dryer. 

 

3. The toilet doesn’t stop running. 
 

4. The pipe under the kitchen sink is cracked. 
 

5. Water is dripping from the living room ceiling. 
 

6. There is no hot water. 
 

7. The sewer is backing up in the basement. 

Calling the Service Technician Customer 2 

Customer 2: Hello, this is __________________. I need someone to come out 
today. We’re having a lot of problems. 

Service Technician: What kinds of problems? 

Customer 2: 1. There is water under the refrigerator. I don’t know why it’s leaking. 
2. The faucet in the kitchen is leaking. 
3. The pipes from the hot water heater are rusty. 



4. The drain in the kitchen sink is plugged. 
5. There is very little water coming from the shower. The water 
pressure is very low. 
6. The toilet is plugged. It’s overflowing. 
7. The roof is leaking. 

Practice Dialogs 

A: We are having some plumbing problems and need them fixed.  

B: What exactly is wrong with the plumbing?  

A: The toilet flushes really slowly. 

B: Are there any problems with the plumbing in the kitchen? 

A: Both the kitchen and the bathroom plumbing are messed up. 

B: How long have you had these problems? 

A: It has been going on for a while, but just started to get worse this morning. 

B: I will send someone out to take a look at the problem. Will you be home                
this afternoon? 

A: Yes, I will be home this afternoon. 

B: Fine. I will be there around 2:00. If someone is not there, I will use my key to get in. 
  
 

  

  
   



 

  

     

A: I'm glad you could make it. Thank you for coming so quickly. 

B:      No problem. It’s  my job. What can I help you with? 

A: I think a pipe burst. 

B: In what room is this pipe? 

A: You'll find the pipe in my bathroom.  

B: When did the pipe start leaking? 

A: It's been leaking for a couple of days now. 

B: I will need to tear down that wall to fix that pipe. 

A: I understand. 

B: You're fine with that? 

A: I just want the problem taken care of. 

B: Okay. I will begin working on it now, if you'd like. 
 

 

 

 

 



Informing local driver about guest arrivals and schedules 

 

    



 

 

 



 

 

 

 

 

 

 

 

 

 

 

 



                Car problems and repairs 

 

What is happening in the pictures below? 
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                                           Mechanic   Dialogue / Story 
Mechanic: Hi, I’m the mechanic. What can I do for you? 
Amy: My car is making a very weird noise. It sounds like this: gulug, gulug, 

gulug... 

Mechanic: Hm, that doesn’t sound good. Where is it coming from? 

Amy: I’m not sure. When I’m in the car, it sounds like it’s coming from the engine, 
but when I get out of the car, it sounds like it’s coming from directly under 
the trunk, maybe the muffler? 

Mechanic: That’s not a noise a muffler/ an exhaust would make. Let me take a look.  
Can you start the car and pop the hood/open the bonnet? 

Amy: Sure. 

Mechanic: Well, I don’t hear the sound right now, but your battery needs replacing,              
you have a coolant leak, your carburetor needs adjusting, and your spark 

plugs are shot. I need to look under the car. 

Amy: Okay, go ahead. 

Mechanic: Your brake pads need replacing and your tires need balancing. 

Amy: But are any of those problems causing that horrible noise? 

Mechanic: I don’t know. I don’t hear the noise right now, so it’s hard to tell. But that’s all 
work you need to have done on this car anyway for it to run right. It’s only            

a matter of time before your car stops working if you don’t take care of  
those problems. 

Amy: I come in with one problem and you find 10 others. I guess you should                
go ahead. What else can I do? 

Mechanic: Um, buy a bus pass? 
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                                                                           Write off  
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                                     Buying car tips  

 

If you are only going to spend only 4 years in a foreign country then it is not worthwhile spending a lot of 

money on a fancy or new car. To safe costs on travel/transportation it would be better to purchase a cheaper 

second hand/used car that is a reliable run around vehicle, but not too old, something that you can take from 

A-B and on a few weekend trips. Choose a common type of car model, local brand or economical Japanese car.  

 The type of vehicle could be around 10 years old, have 70,000 to 100,000 kms on the mileage. Don’t purchase 

a car with over 200,000km on the mileage. You may find in developed countries the cost of repairs can exceed 

the worth of the car. Also look to see when the motor vehicle proficient was last done.  Try to buy a car that 

has just passed or has at least 9 months of the MOT( Ministry of Transport, The MOT test (Ministry of 

Transport, or simply MOT) is an annual test of vehicle safety, roadworthiness aspects and the exhaust 

emissions required. Also look to see when the Road Tax expires. As a vehicle owner, you must renew the road 

tax for your vehicle every 6 or 12 months. When you buy a vehicle, check with the seller if the road tax for 

your vehicle is already paid. When you sell a vehicle, any remaining road tax on the vehicle will be transferred 

to the new owner. 

 

Before you register your car, you will need: 

• The title in your name 
• A completed emissions test 
• A completed vehicle safety inspection 
• Proof of insurance 
• Multiple forms of ID 
• Proof of address.  
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• Used vehicles 
• You need to tax a used vehicle before you can use it on the road. 
• The way a used vehicle is registered to you depends on whether it has a V5C registration certificate 

(log book). 

• Vehicle has a registration certificate (V5C) 

• The seller can register the vehicle to you online or by post. 

Register online 

The seller will need to: 

• register the vehicle to you online 
• fill in the green ‘new keeper’ slip and give it to you 
• destroy the V5C 

DVLA will update the vehicle record immediately and they will aim to send out a new V5C to you within 3 to 5 
days. 

Register by post 

If you cannot register the vehicle online, you can register it by post. The seller will need to: 

• complete section 2 if they have a new style log book (with multi-coloured numbered blocks on the 
front cover) or section 6 if they have the older style log book 

• sign the declaration in section 8 if they have the older style log book (you must sign the declaration 
too) 

• fill in the new keeper slip and give it to you 
• send the V5C to DVLA  

DVLA aims to send out a new V5C to you as soon as possible, usually 4 weeks after getting the old V5C from 
the seller. This may take longer because of coronavirus. 

If you do not get it within 4 weeks: 

• complete form V62 - ‘Application for a vehicle registration certificate’ 
• send it to DVLA with the new keeper slip given to you by the seller - if you do not send in the new 

keeper slip, you’ll have to pay a fee 

Download form V62 or get it from any Post Office branch. 

Contact DVLA if you do not receive anything 6 weeks after sending in form V62. 

Vehicle does not have a registration certificate 

DVLA advises that you should not buy a vehicle that does not have a registration certificate (V5C). 

 

https://www.gov.uk/vehicletax
https://www.gov.uk/sold-bought-vehicle
https://www.gov.uk/government/publications/application-for-a-vehicle-registration-certificate
https://www.gov.uk/contact-the-dvla


Page | 41 
 

                          Buying Car Insurance  

                         

                       
Why insurance is important? 

Insurance is a way of managing risks. When you buy insurance, you transfer the cost of a potential loss to the 
insurance company in exchange for a fee, known as the premium. Insurance companies invest the funds 
securely, so it can grow, and pay out when there’s a claim. 

First make a list of all the different types of insurance.  

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________

__________________________________________________________________________________________ 

There are many types of insurance look at the back of the sheets of types and definitions.  

For Thai government officials going to be posted overseas it is better take out your own personal insurance 

policies in your home country for various reasons. 1.)  It is easier to understand and communication with the 

insurance company in your own language. 2.) It is better to take out long term insurance policies such as in 

http://www.ibc.ca/on/insurance-101/insurance-basics
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Life and Health insurance that can also be used as an investment. 3.) Accident Insurance-Many companies 

offer this in Thailand and it is much cheaper to purchase in Thailand compared to overseas.  

Travel insurance is a good idea, but only really useful for short-term durations. You may want to take out 

travel insurance for domestic trips within a country or when visiting neighbouring countries where you are 

being posted. But generally Travel insurance will not be useful for a 4-year posting overseas as the longest 

travel insurance policies last for 1 year. (See below).  

 

Annual travel insurance - also known as multi-trip travel insurance - covers holidaymakers who take more 

than one foreign excursion per year. Instead of buying separate cover for every trip you take, you buy one 

policy that covers every holiday in a 12-month period. 

 

So, the types of insurance you will need to understand and perhaps purchase for yourself or for the embassies 

and consulates are personal Car Insurance  and for MFA commercial/property/accommodation insurance.   

                                 Car Insurance 

                           
Types  
 
A basic auto insurance policy is comprised of six different kinds of coverage, each of which is priced 
separately (see below). 

In the US  

• Bodily Injury Liability. ...  
• Medical Payments or Personal Injury Protection (PIP) ...  
• Property Damage Liability. ...  
• Collision. ...  
• Comprehensive. ...  
• Uninsured and Underinsured Motorist Coverage. 
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In the UK  

Car Insurance 

Which of the following types of car insurance should you buy?  

• Third party 
• Third party, fire and theft 
• Fully comprehensive 

For your personal own second had car “Third Party only should be enough, you do not want to buy an 

expensive if you are only living in that country for 4 years, but you might want to get extra insurance for other 

driver. In Thailand when you buy car insurance it is not as strict as in the developed world. In Thailand car 

insurance normally insures the car for any driver, but in places like UK you have to buy extra insurance. The 

cost of adding a named driver to your existing insurance may be expensive.  

Adding a driver to your policy or even purchasing multi driver car insurance could have a big impact on the 
cost of your premiums. Depending on the age, experience and even occupation of the driver you want to add, 
the price you pay each year could increase dramatically. 

Not only could the price you pay increase every year but if you want to add an additional driver during the 
middle of your annual policy, you could be charged for making a change to your cover. 

Known as an MTA (mid-term adjustment), a change to your policy comes with an admin fee of between £20-
40. 

When you factor in all these costs, having multi driver car insurance can be an expensive option that’s rarely 
worthwhile – especially if you only want to add the driver to your policy for a short period of time. 

You’d be spending a lot of time, effort and money to change your policy for just a few days of cover. 
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Additional driver insurance 

Thankfully there is an easier, most cost and time-effective way of insuring a friend or family member to drive 
your car on a short term basis. 

A temporary car insurance policy lets them drive your vehicle at any time throughout the policy and because 
it’s separate, standalone cover, you won’t lose your No Claims Discount if the driver has an accident in your 
car. 

Not only can a short-term policy save your No Claims Discount but by only paying for the cover you actually 
need, you could save yourself time and money in the long run. 

If your named driver only uses the car occasionally or you just want to add them so a set period of time, 
temporary cover is the ideal option. Temporary policies are available from 1-12 hours or daily from 1-28 days. 

Don’t spend time and money paying for insurance you don’t want or need, with additional driver insurance, 
you pay for the duration you want and because you can even select the time you want your policy to begin, 
down to the minute, you get the best value possible. 

If you are insuring a car of the RTE which will be a newish car then it is advisable to purchase Fully 
Comprehensive Insurance.  

Buying Car Insurance Dialogues  

A: What kind of car insurance do you have? 

 

B: I went with the Automobile Club. 

 

A: Why did you choose that company? 

 

B: I looked at the price of the type of insurance that I wanted. 

 

A: What should I think about in choosing services? 

 

B: There are websites that will figure out what coverage is right for you. 

 

A: What did you end up buying? 

 

B: Well, my car is very old, so I didn't worry so much about what it would cost to repair it. I did buy a lot of 

coverage for fixing someone else's car. 

 

A: Have you ever had to use your insurance? 

B: I never had to use my insurance. 

  

https://www.tempcover.com/temporary-car-insurance
https://www.tempcover.com/temporary-car-insurance/daily
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Dialogue Practice 

Agent: Hello, Krashit Insurance. 

Jackie: Hi, I wanted to get a quote for car insurance. 

Agent: Sure, I can help you with that. I assume you want liability insurance, but what other coverage would 
you like to get? 

Jackie: Umm…I’m not sure. This is my first car. 

Agent: In that case, let me make a few suggestions. You’ll definitely want collision insurance. It pays to fix your 
car if you hit another car or run into something. 

Jackie: Okay, sure, I want that. 

Agent: You’ll also want comprehensive insurance. It pays for damage to your car. 

Jackie: How’s it different from collision insurance? 

Agent: Well, it pays for damage to your car that’s not a result of an accident, like in the case of theft, weather 
damage, or vandalism. 

Jackie: Okay, I want that, too. 

Agent: You’ll want property damage insurance to pay for damage you cause to someone else’s property. On 
top of that, you’ll want uninsured motorist insurance in case the other driver doesn’t have insurance or 
doesn’t have enough insurance to pay for the damage to your car. 

Jackie: Umm…I guess I’ll take that, too. 

Agent: And I don’t think you can do without medical payments insurance. It pays for your medical bills and 
those of your passengers in case of an accident. Should I get you a quote for all of this coverage? 

Jackie: Why don’t you hold off on that? I’m not sure how I’m going to pay for all that and buy gas, too! 
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Category: Transportation 

Car or Automobile insurance covers most types of motor vehicles, including liability associated with operating 

them. Depending on the chosen coverage, auto insurance covers medical payments for injuries caused by auto 

accidents, damage caused by uninsured an underinsured motorists, and collision and other damage to the 

vehicle, and theft of the vehicle. Auto insurance consists of 3 types of coverage: liability, collision, and 

comprehensive. Most states require liability coverage, which covers injuries and damage to others caused by 

the insured. Collision coverage covers damage caused by a collision, while comprehensive coverage covers all 

forms of loss not caused by a collision, such as windshield damage caused by stones, vandalism, and theft. 

 

https://thismatter.com/money/insurance/types/auto-insurance.htm
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                                              Role play practice script 

1. Dealing with a problem at work.  
2. Describing apartment problems and write a letter to landlord.  
3. Informing Local Driver about guest arrivals / schedules 

4. Car Damage and repairs 
(Maintenance, damage, repair, making an insurance claim.  
Buying used car and motor vehicle insurance) 
 

                                   Write dialogues below  
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                 Role play practice script 
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