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	C A 2.5

	Operator:
	Hyflyer plc. Good afternoon.

	Kate Paxton:
	May I speak to Rob Sullivan in the customer relations department.

	Operator:
	Rob Sullivan, certainly. One moment, please.

	Rob Sullivan:
	Customer relations, Rob Sullivan speaking …

	Kate Paxton:
	Hello, this is Kate Paxton of Sports Unlimited.

	Rob Sullivan:
	Hello, Miss Paxton. What can I do for you?

	Kate Paxton:
	Well, uhm … there’s some … a problem with our last order.

	Rob Sullivan:
	Oh dear. What’s the problem?

	Kate Paxton:
	Well, we’ve just inspected the DX-2000 you sent us on Monday, and the quality doesn’t appear to be up to your usual standards.

	Rob Sullivan:
	I’m very sorry, Miss Paxton. What exactly are the problems?

	Kate Paxton:
	The paint is peeling off the forks.

	Rob Sullivan:
	Oh dear. I’m very sorry to hear that. That’s certainly our fault … What would you like us to do about it?

	Kate Paxton:
	Well, we can’t sell them like this … I’m afraid we’ll have to return the whole lot. And we need replacements by the end of the week …

	Rob Sullivan:
	By the end of the week? Just let me check our stock position … Uhm, I’m afraid we can’t deliver replacements before Wednesday next week.

	Kate Paxton:
	That’s quite inconvenient. We’ve advertised Hyflyer specials, starting Monday …

	Rob Sullivan:
	Oh dear. Let me check again … Well, we could supply fifty by Friday, and the rest by Wednesday next week. How would that be, Miss Paxton?

	Kate Paxton:
	Now that’s better if … if you charge us 20% less for the load. I think that is only fair, after all.

	Rob Sullivan:
	Yes, 20% off, that sounds fair enough. We’ll ship the replacements Thursday morning, if that’s alright?

	Kate Paxton:
	Yes, fine.

	Rob Sullivan:
	I’m very sorry about this, Miss Paxton.

	Kate Paxton:
	That’s quite alright. Goodbye.

	Rob Sullivan:
	Goodbye.
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