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Cau hoi

Questions 1 -10
Complete the notes below.
Write ONE WORD AND/OR A NUMBER for each answer.

INCIDENT REPORT
Example

Name: Anna Lumley

Telephone: (1.....coovviiiiiieennnen. )

Date of arrival: (2.........ccovvvunnneeen. )

Address: 235 (3......ccccevvvviinnnnnnns ) Road, East Sea
The total value of insurance: (4 $.........cccccveene.e. )

Missing items:

e lamps and chairs (not expensive)

e furnitureand (5......coovvvvvvvveeenn. )

e arocking horse, some (6...........cccceeeeennne ) and fruit bowls
Items ordered:

e aclock

o the (8..ccoovvvvvveerrin ) needs to be replaced
o a9, ) of one of the dining chairs is split

o four (10.....ccccovvveeenennnns ) were broken



DPap an

Bang tdng hop nhanh dap an bai nghe Incident Report

1. 077876345 2. 27 February 3. Akendale

4. 3,450 5. books 6. paintings

7. mirror 8. desk 9. leg

10. plates

Question 1

Question 1 Pap an

Telephone: (1....cccccvvvvvevinnnnnns ) 077876345

Dé bai va dap an Question 1

Giai thich: Trong Part 1, cach doc sb dién thoai trong tiéng Anh thwérng dwoc phat am kha rd rang. Hay

lwu y s6 0 c6 thé doc 1a zero ho&c oh.
e T khéa trong dé: Telephone, contact number.
e Loai tir can dién: Day s6 (Number).

e Trich doan hdi thoai: My mobile phone number is 077876345.

Question 2
Question 2 Pap an
Date of arrival: (2......c.ccovvveveeene. ) 27 (th) February/Feb.

Pé bai va dap an Question 2

Giai thich: Nguoi néi dé cap dén ngay dat hang 1a ngay 20, nhwng ngay du kién giao hang (arrival) |a

ngay 27. Ban can nghe kj dé khong dién nham ngay 20.
e T khoéa trong dé: Date of arrival.

e Loai tir can dién: Ngay thang nam tiéng Anh (Date).



e Trich doan hdi thoai: | ordered a large number of items from you last week on the 20th of Q2

February and was expecting them to be delivered on the 27th.

Question 3
Question 3 Pap an
Missing items: Address: 235 (3........cccceeviieeenne ) Road, East Sea Akendale

Dé bai va dap an Question 3

Giai thich: Khi gap tén riéng la, audio sé ludn danh van tiéng Anh danh ti riéng d6. Hay chuan bi sdn

but dé ghi lai tirng ky tw mdt cach nhanh nhét.
e Tir khéa trong dé: 235, Road.
e Loai tir can dién: Danh tir riéng (Proper Noun).

e Trich doan hoi thoai: 235 Akandale Road. A-k-e-n-d-a-I-e.

Question 4
Question 4 Pap an
Missing items: The total value of insurance: (4 $.............cccoe...... ) 3,450

Pé bai va dap an Question 4

Giai thich: Day 1a cau hdi yéu cau tinh toan don gian. Ban nghe thay con sé tdng 34,500 nhwng dap an

phai la 10% cutia sb do (3,450) theo I&i nhan vién tw van.
e Tir khoa trong dé: Total value, insurance.
e Loai tir can dién: Con s (Number).

e Trich doan hdi thoai: They cost me 34,500 dollars

Question 5
Question 5 Pap an
Missing items: furniture and (5...........ccccceeeeeen. ) books

Pé bai va dap an Question 5
Giai thich: T& books duoc liét ké ngay sau furniture. Can chd y thém s vi day la danh ti s nhiéu.

e T khoéa trong dé: Missing items, furniture.



e Loai ttr can dién: Danh tir sb nhiéu (Plural Noun).

e Trich doan hoi thoai: Those aren’t very valuable. However, there was a large item of antique

furniture, and a bag for a first edition book, which were among the first ever to be printed on a

press.
Question 6
Question 6 bap an
Missing items: a rocking horse, some (6.............cccuuuunee. ) and fruit bowls paintings

Dé bai va dap an Question 6

Giai thich: Paintings Ia théng tin ndm trong danh sach cac mon dd bj that lac cung véi fruit bowls.
e Tir khéa trong dé: Missing items, fruit bowls.
e Loai tir can dién: Danh tir sb nhiéu (Plural Noun).

e Trich doan hoi thoai: Yes, | also purchased a Victorian rocking course for my daughter. Some

large oil paintings originating from the Edwardian period, and a few decorative fruit bowls.

Question 7
Question 7 Pap an
ltemsordered:a (7..........cooeeevinen.n. ) mirror

Pé bai va dap an Question 7

Giai thich: Nguoi phu ni» mubn dat thém dé méi. Bén canh chiéc déng hd (clock) da cé sén trong dé,

mon d6é thir hai la mirror.
e Tir khoa trong dé: ltems ordered, a.
e Loai tir can dién: Danh tv sb it (Noun).

e Trich doan hdi thoai: There was a gold clock and a golden-framed vintage mirror.

Question 8
Question 8 Pap an
Damaged items: the (8..........cccveeeeeenn. ) needs to be replaced desk

Pé bai va dap an Question 8



Giai thich: Cum need a new one trong bai nghe ddng nghia véi needs to be replaced trong dé bai.
e Tir khéa trong dé: Damaged items, replaced.
e Loai tir can dién: Danh tv sb it (Noun).

e Trich doan hoi thoai: A draw is missing from the antique mahogany desk, and there is also a

dent on one of the corners, so it's unusable.

Question 9
Question 9 Pap an
Damaged items: @ (9.....cccoevviiviinennnn. ) of one of the dining chairs is split leg

Pé bai va dap an Question 9

Giai thich: Tl split la tr khéa quan trong gitip ban xac dinh bd phan bi héng cutia chiéc ghé chinh Ia

chiéc chan (leg).
e T khéa trong dé: Dining chairs, split.
e Loai tir can dién: Danh ttr sé it (Noun).

e Trich doan hoi thoai: | also purchased a set of dining chairs with navy leather padding.

However, the color is faded, and one of the legs has completely split down the middle.

Question 10
Question 10 Pap an
Damaged items: four (10........................ ) were broken plates

Pé bai va dap an Question 10

Giai thich: Trong tiéng Anh, smashed déng nghia v&i broken. Sé lwong four khép véi théng tin trong dé

bai, vi vay dap an la plates.
e Tir khéa trong dé: Four, broken.
e Loai tir can dién: Danh t& s nhiéu (Plural Noun).

e Trich doan hoi thoai: Yes, | purchased a set of Chinese Crockery to furnish my dining room
table. However, when | opened the box, | found that a cup was missing and that some plates had

smashed, four actually.



Transcript va dich nghia

arrived.

Transcript Dich nghia

Man Hello, you are through to the complaints | Xin chao, ban da két ndi t&i bd phan khiéu
department at Clifton Antiques. nai cta Clifton Antiques.

Man Before we begin, I'll just need to take a few | Trwéc khi bat dau, t6i can ghi nhan mot vai
details from you. thong tin tw ban.

Man Is that okay? Nhw vay c6 duwoc khdéng?

Woman | Yes, of course, no problem. Vang, tat nhién rdi, khéng van dé gi.

Man Okay, can | please have your full name? Puwoc rdi, cho tdi xin ho va tén déy du cula

ban nhé?

Woman My name is Anna Lumley. Tén t6i 1a Anna Lumley.

Woman That’'s Anna L-U-M-L-E-Y. DPanh van la A-N-N-A L-U-M-L-E-Y.

Man Right, and could you give me a contact | VAng, va ban c6 thé cho t6i mét sb dién
number? thoai lién lac khéng?

Man Which we can use to reach you during the | S& ma ching t6i cé thé dung dé lién lac véi
week. ban trong tuan.

Woman My mobile phone number is 077876345. S6 dién thoai di dong cla toi 14 077876345.

Man Okay great. Tuyét voi.

Man How can | help you today,y Anna? H6m nay tdi c6 thé gitp gi cho ban, Anna?

Woman | ordered a large number of items from you | T6i d& dat mua mét sé lwong Ién d6 tr clra
last week on the 20th of February. hang clia bén anh vao tuan trwdc, vao ngay

20 thang 2.

Woman | And was expecting them to be delivered on | Va dw kién ching sé& dwoc giao vao ngay
the 27th. 27.

Woman However, only half of the shipment has [ Tuy nhién, hién tai chi c6 mét nlra don hang

duwoc giao.




Woman || just want to make sure that they haven't | Téi chi muén chac chan rang s hang con
been lost in transit. lai khéng bi that lac trong qua trinh van
chuyén.
Man Right, okay, I'm sorry for the inconvenience. | Vang, t6i hiéu, t6i xin I6i vi sy bat tién nay.
Man Let me track the parcel and see if | can find | D& t6i kiém tra kién hang va xem khi nao
out when you should expect to receive the | ban cé thé nhan dwoc sb dd con lai.
rest of your items.
Man And what did you list as a delivery address? | Va ban da dang ky dia chi giao hang la &
dau?
Woman || arranged for the parcel to be delivered | T6i sdp xép dé kién hang dwoc givi tr kho
from your Warehouse on Ardell Road to my | cGa bén anh trén dwdng Ardell Road dén
work address at 235 Akandale Road. dia chi noi lam viéc cha toi tai sd 235
duwdng Akendale.
Man What was it, sorry? Xin 16i, dia chi 1a gi a?
Woman 235 Akandale Road. 235 duong Akendale.
Woman A-k-e-n-d-a-l-e. DPanh van la A-K-E-N-D-A-L-E.
Man East C. Thubc khu East C?
Woman Yes, East Sea. Vang, East Sea.
Man Right okay. Puoc roi.
Man | found your parcel here on our system. Téi da tim thdy don hang cla ban trén hé
théng.
Man | can see that you've received your | T6i thdy rang ban da nhan duwoc kién hang.
shipment.
Man However, nothing is mentioned about the | Tuy nhién, khéng cé ghi chi ndo vé cac
missing items. mén dd bj thiéu.
Man | would advise that you wait for two days. T6i khuyén ban nén ché thém hai ngay.




Man And if the other items don’t arrive, then it | Va néu cac mon con lai van chwa dén thi co
may be necessary for you to claim |thé cin lam thi tuc yéu cau bao hiém cho
insurance coverage for the value of the | gia tri s6 hang bi méat.
items.

Man How much are the missing items worth? Céac mén db bij thiéu tri gia bao nhiéu?

Woman | They cost me 34,500 dollars. Chudng cé gia la 34.500 46 la.

Man Well, the insurance company will cover you | Vang, cong ty bao hiém sé& chi tra cho ban
for ten percent of the value. 10% gia tri.

Man So you could claim 3,450 from them, just fill [ Vi vay, ban cé thé yéu cau bdi thuong
in the form on our website. 3.450 d6 la, chi can dién vao mau don trén

website cla chung toi.

Man And when the loss is confirmed, you'll | Khi viec mét hang dwoc xac nhan, ban sé
receive the money within one week. nhan dwoc tién trong vong mét tuan.

Man We will refund the rest of the money to you | Phan tién con lai ching t6i s& hoan lai cho
within a month. ban trong vong mét thang.

Man So you won't suffer a financial loss. Vi vay, ban sé khong bi thiét hai tai chinh.

Woman | That sounds fine. Nhw vay thi 6n roi.

Man Ill just need to take a list of the missing | Téi can ban cung cap danh sach cac mén
items from you. dd bi thiéu.

Man So we can check it against our records. Dé chung t6i dbi chiéu vai ho so.

Man Is that okay? Nhw vay dwoc chi?

Woman | Sure, no problem. Puorc théi, khong van dé gi.

Woman | Unfortunately, | lost the items that are one | Pang tiéc 1a cac moén dd bi mat déu la doc
of a kind and therefore Irreplaceable. nhat va khéng thé thay thé.

Woman | There were some small items, such as | C6 mét s6 mén nhd nhw dén va ghé, khong

lamps and chairs, that weren’t very

valuable.

qua gia tri.




Woman | However, there was a large item of antique | Tuy nhién, cé mét mén dé ndi that cé kich
furniture. thwoe lon.

Woman | And a bag for the first edition books, which | V& mét tui chivra nhitng cubén sach an ban
were among the first ever to be printed on a | dau tién, nhitng cudn dau tién tirng dwoc in
press. bang may in.

Man Right, okay. Vang, dwoc roi.

Man Is there anything else? Con gi nira khéng?

Woman | Yes, | also purchased a Victorian rocking | C6. T6i con mua mét chiéc ghé bap bénh
course for my daughter. th&i Victoria cho con gai téi.

Woman | Some large oil paintings originating from the | M6t vai bic tranh son dau l&n tir thoi
Edwardian period, and a few decorative fruit | Edward va mot sb bat dwng hoa qua trang
bowls. tri.

Man Right, okay. Puoc roi.

Man I've taken a list of your missing items, so I'll | Téi d& ghi lai danh sach cac mén dd bi
phone the warehouse to see if any of them | thiéu, tdi s& goi cho kho d& xem c6 mén nao
are lying around. con sot lai khdng.

Woman | Ah, | almost forgot. A, t6i suyt quén.

Woman There were a couple of other pieces that | C6 mét vai mon dbé khac t6i thdy trén
I've spotted on your website and would like | website ctia bén anh va mubn dat mua
to order. thém.

Woman Can | do that now? T6i c6 thé dat ngay bay gio khéng?

Man Of course, no problem. TAt nhién rdi, khéng van dé gi.

Man Can you give me a description of the items | Ban cé thé mé t& cac mén d6 ban mudn
that you’re looking to purchase? mua khéng?

Woman |[There was a gold clock and a|Cé mét chiéc dong hd bang vang va mot
golden-framed vintage mirror. chiéc gwong cb cé khung ma vang.

Man Okay perfect. Tuyét voi.




Man I'll charge the items to the payment card | Téi sé& tinh tién vao thé thanh toan ma ban
that you used before. da st dung trudc do.

Man And they should be delivered to you within | Va cac mén dé sé dwoc giao cho ban trong
the next week. vong mot tuan tai.

Man Is there anything else that | can do for you | Con diéu gi t6i c6 thé hd tro ban hém nay
today? khéng?

Woman | Yes, the items that | received in the | C4. Nhitng mén dd tdi d& nhan duwoc trong
shipment are damaged. dot giao hang bi hw héng.

Woman |So | need to make a claim for a partial | Vi vay, tdi cAn lam thd tuc yéu ciu hoan tién
refund. mot phan.

Man Oh, I'm sorry to hear that. Oi, toi rat tiéc khi nghe diéu dé.

Man | need to take down a few details of the | Téi cAn ghi nhan mét vai chi tiét vé mic do
actual damage over the phone. hw hédng qua dién thoai.

Man Before you put in a full report, can you tell | Trwéc khi ban givi bao céo day dud, ban cé
me which pieces are damaged? thé cho t6i biét nhitng mén nao bi hw

khong?

Woman |[A draw is missing from the antique | M6t ngdn kéo cutia chiéc ban lam viéc cd
mahogany desk. bang gb gu bj thiéu.

Woman | And there is also a dent on one of the | Va mét géc ctia ban bi mop, khién né khéng
corners, so it's unusable. thé st dung dwoc.

Man | see. Téi hiéu.

Man Any idea of the price of repairing it? Ban c6 biét chi phi sira chira la bao nhiéu

khong?

Woman No, well, | don’t think it can be repaired. Khong, t6i nght Ia khong thé stra duorc.

Woman | | will need a new one. Toi sé can mot chiéc maoi.

Man Okay, I'll make a note of that, and we’ll see | Puoc rdi, tdi s& ghi chu lai va xem chung toi
what we can do. c6 thé 1am gi.

Man Anything else? Con gi nira khdong?




Woman | also purchased a set of dining chairs with | Téi cling mua mét bé ghé an boc da mau
navy leather padding. xanh navy.

Woman However, the color is faded, and one of the | Tuy nhién, mau da da bj phai va mét trong
legs has completely split down the middle. cac chan ghé da bi nit toac hoan toan &

gitra.

Man Okay, are there any other damaged pieces? | Puwoc rdi, con mén nao khac bi huw hdng

khéng?

Woman | Yes, | purchased a set of Chinese Crockery | C4. Téi mua mot bd dd gébm s Trung Quéc
to furnish my dining room table. dé bay trén ban an.

Woman However, when | opened the box, | found | Tuy nhién, khi m& hop ra, t6i phat hién mét
that a cup was missing and that some | chiéc tach bi thiéu va mot sb chiéc dia bi v&
plates had smashed, four actually. — thwe té 1a bdn chiéc.

Man And is that all of the items? Va do da |a tt ca cac mon dd chwa?

Woman | Yes, | think that’s all. Vang, téi nghi la vay.

Man Right. Puoc roi.

Man I'll calculate the value of the damaged | T6i sé tinh toan gia tri clia cac mon dd bj hw
items, and we’ll issue you a refund. héng va sé hoan tién cho ban.

Woman Okay, thank you so much for your help. Vang, cdm on anh rat nhiéu vi da giup d&.

Man No problem at all, it was my pleasure. Khong cé gi, rat han hanh dwoc hd tro ban.

Man Goodbye. Tam biét.
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