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Email Phrases 
Apologizing and Giving Bad News
Task 1

Look at the phrases below – what do they mean? When would you use them? Create sentences using some of the phrases.
Apologizing
· Due to an oversight

· I am very sorry about the delay caused by

· I apologize for the delay which was due to circumstances beyond our control

· I was surprised and sorry to hear that your consignment has not reached you. On enquiry I found that it has been delayed by a 

· Of course we accept responsibility for

· Please accept our apologies for any inconvenience this has caused to you

· Thank you for your patience

· This mistake was the result of

· We apologise (again) for 

· We are sorry to (have to) inform you

· We must apologise for

· We will give the matter our best attention

· We will pay the maximum attention to the matter

· I regret to inform you that
· I would be happy to help; however, it will take longer than expected

· Unfortunately, this week is not convenient. Would it be possible to
· Due to … we will be unable to complete the
Task 2

You have received an email from a customer in Israel complaining that the consignment they ordered 2 months ago only arrived this morning, that the parts delivered were not the parts they ordered and that the invoice they received is also incorrect (you can decide the details). Write an email to the customer apologizing for the mistakes and telling them what you will do to fix the problem.
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………..
Task 3
The phrases below are all common phrases that can be used when giving bad news or unwelcome information to someone. Look at the phrases and use them to create some sentences that you might use in an email.
Giving Bad News 

· As there is a heavy demand at this time

· I am sorry to inform you that we are unable to 

· I am sorry to say that we must decline your order as

· I regret to tell you that …. This is due to

· I regret to say that we no longer produce the product you refer to

· I'm sorry we cannot be of help to you, as

· It seems unlikely that we will be able to

· Unfortunately 

· We are sorry to say that we are out of stock of this item and it will be at least ... weeks before 

· We received your order for... today, but regret that, due to ... ,we are unable to fulfill the order

· We regret to inform you that the goods have been delayed owing to
Task 4

You have received an email from a customer you know well, they have asked for products that have not been in your company’s portfolio for 15 years.  You have spoken to your sub-suppliers but they do not have the parts either.  There are no spare parts and you can’t offer any repairs either. There is nothing you can do to help this customer. How would you break this news?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
Phrases and Words to Avoid
There are several phrases and words that should be avoided when delivering bad news. They can make the reader feel like you are blaming them, that you will not accept responsibility etc. These phrases include the following:

	· This is impossible
	· You will never…

	· …not our concern
	· This has never happened before 

	· This is your problem 
	· You must accept…

	· 
	· 

	· 
	· 

	· 
	· 
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