CD-ROM Activity 08-3





Instructions:  Below are situations that require building or maintaining goodwill while delivering a message that may not be received favorably.  Write the opening paragraph for each of the situations.





A customer has written you asking you to send her the new version of the word processing program that was installed on her computer when she bought it.  She is assuming the upgrade is free.  In actuality, she will have to pay a minimal upgrade fee.




















A customer has just called your store with a request for a credit adjustment to his account for a computer he bought 14 days ago.  That same computer is now on sale for $400 less than it was at the time of the original purchase.  Company policy states that no credit adjustments will be made after 10 days on computer purchases because of the volatility in technology pricing.








