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——  PARTI
Y Listening

Phonetics

In each group of the following words, the underlined part of one word is pronounced
differently from those of the other words. Listen carefully and pick it out.

1. A.sure B. pure C. manure D. cure

2. A. heat B. deal C. each D. spread
3. A ceiling B. receive C. deceive D. neighbor
4. A. niece B. friend C. piece D. field

5. A. dear B. hear C. wear D. fear

Short Conversations

In this section, you will hear five short conversations between two speakers. At the end of
each conversation, a question will be asked about what has been said. After each question
there will be a pause. During the pause, you must read the four choices marked A, B, C and
D and decide which is the best answer.

1. A. She was held up at the office and caught in a traffic jam.
B. She went to see her friend.
C. She had a talk with her manager.
D. She was about to leave when there was a knock at the door.
2. A.Inalibrary. B. At a bookstore.
C. At a restaurant. D. In an office.
3. A. The facilities have broken down.
B. The facilities have been stolen.
C. The facilities are beyond repair.
D. The facilities should be replaced.
4. A. The chicken soup she ordered was not cooked.
B. The waiter kept her waiting for her soup for a long time.
C. She was disturbed by loud music.
D. She was served by a rude waiter.
5. A. She is a troublemaker. B. She is a blabbermouth.
C. She is a boaster. D. She is a competitor.
2 FRERE (BIMR) S85UE2



Passages

Exercise One

In this exercise, you will hear a short passage twice. For the first time, listen and get the main
idea. And for the second time, fill in the blanks according to what you have heard.

Six Chinese who were 1) Amsterdam to Beijing were delayed at the airport from
February 16 to 18, reported the Bejjing Morning Post. KLM Royal Dutch Airlines gave each
passenger an 800-euro 2) in compensation. But 3) they were discriminated
against.

The airline has a 4) . "Poor English handicapped the Chinese passengers from
understanding an in-time communication with 5) ," explained the employee from the
6) of KLM Royal Dutch Airlines.

With so many people traveling 7) , delays and cancellations are unavoidable. If you
have a problem, use these common requests to ensure that 8) is dealt with properly.

Exercise Two

In this exercise, you will hear a short passage. After the passage, five questions will be asked
about what has been said. Listen carefully and write down each question which will be
spoken twice. After each question there will be a pause. During the pause, you must read the
four choices marked A, B, C, and D and decide which is the best answer.

1. ?
A. People’s complaints about traffic, public transport, and road taxes.
B. People’s likes of car parks, traffic, and transportation.
C. People’s opinions about traffic, petrol prices, and public car parks.
D. People’s wishes for petrol prices, public car parks, and road taxes.

2. ?
A. $5. B. $15. C. $6. D. $4.

3. ?
A. 65%. B. 70%. C.60%. D. 35%.

4. ?

A. That the results of the survey are different from what people expected.

B. That only traffic is examined in a survey.

C. That it indicates there are some people who prefer taking buses to driving.
D. That some people are willing to pay more for car parking and petrol.

A. Opposed. B. Agreed. C. Neutral. D. Critical.

Unit1 Making Complaints and Expressing Dissatisfaction 3



SIXqi-]; Wy Functional Language
List more expressions you have learned from the above sections.

: How to make a complaint: 1 How to express dissatisfaction:
- = | hate to complain, but... . = | can't say | feel happy about...
- = I'm afraid | have to make a complaint. . = I'm afraid it's not at all what | wanted...
- = Excuse me, but there’s a problem with... = |'m not satisfied with... / I'm dissatisfied :
- = Sorry to bother you, but | think there is with... '
- something wrong with... = | can't possibly accept it.
- = |I'm afraid there’s a slight problem with... | -
- = | hate to say this, but... -
- = |I'm upset with... ’ -
T |
- |
E |

: How to reply to complaints or dissatisfaction:
= | can't tell you how sorry | am.

= |'m terribly / so / very / extremely sorry about this / that.

- = | do apologize.

- = | assure you it won't happen again.

- = |I'm afraid | can’t do anything.

- = | just don't know what to say.

4 MERTE (BTHR) FEaHiE 2



Dialogue

In this section, there are five incomplete dialogues. For each dialogue there are four choices
marked A, B, C and D. Choose the ONE that best completes the dialogue.

1.

—Why are you so angry with me?
— , | just got carried away (45 54%).

A. I'm awfully sorry B. I'm quite pleased

C. I'm very happy D. I can't complain

—Well, , but this delay has caused me to miss my meeting. | expect some sort of
compensation.

—Sorry for having caused you a lot of trouble.

A. | assure you it won't happen again B. I can't tell you how sorry | am

C. | hate to complain D. | wish you wouldn't

— your service. | want to speak to the manager.
—I do apologize for that.

A. Thank you for bringing the matter to our attention

B. I'm not satisfied with

C. | have never found a room with

D. | have a complaint to make

— what you have done, so don’t go home until you finish all the work here.
—Don’t give me a hard time.

A. | can't say | feel happy about

B. Why are you so angry with

C. I'm afraid | can't do anything

D. | can't possibly accept it

—You've forgotten to clean your room as you promised.
—I do apologize for that.

A. Sorry to hear that.

B. | hate to complain.

C. | assure you that I've done it.

D. I hope this will not happen again in the future.

Situational Communication

In this section, you will learn to use the expressions in Section A.

Phase 1: Work in pairs, and make a complaint or express dissatisfaction for the
following situations:

m In a hotel, you find that your room hasn't been cleaned up, so you make a complaint to the

manager.
Suggested expressions:
Manager:  Morning, madam. Is there anything | can do for you?

Unit 1 Making Complaints and Expressing Dissatisfaction 5



Guest: | hate to complain, but why hasn't my room been cleaned up? It's already

12:00.
Manager:  Sorry to hear that. I'll check it at once.
Guest: Thank you very much.

1. You complain to your neighbour whose new stereo system is making a noise too loud for you
to fall asleep.

2. You go to a barbershop to have your hair cut, but you don’t feel satisfied with the hair style.

Phase 2: Role Play

Work in pairs. One makes a complaint or expresses dissatisfaction and the other gives
appropriate replies according to the following situations, using the expressions in the
brackets.

1. If you find your plane is delayed for two hours and you have a connecting flight leaving from
Shanghai at 3 p.m., how will you make a complaint at the airport? (afraid; miss; book; on a
later flight; not tell; how sorry; at once)

2. Your teacher feels dissatisfied with your essay and asks you to rewrite part of it, so you feel
very unhappy. What will you say to your classmate when he / she asks about it? (frown at;
rewrite; sorry; hear )

3. How will you complain about the vegetable soup to the waiter because it is cold? (not accept;
madam; take back; kitchen)

4. What complaint will you make when the line is busy at the hotel and you have to spend
twenty minutes trying to get through to the booking office? (try; all the time; take so long,
cause, trouble)

5. When you feel dissatisfied with somebody, how will you express that? (can't say; feel happy
about; what; do; to me; sorry; assure; not do; again)

A tourist to a hotel owner: “l have a complaint. It
doesn't say ‘on’ and ‘off’ on the light switch, and |
can’t tell whether | turned out the lights or not.”

* * *

Harry: Teacher, will you scold a boy for something
he didn't do?

Teacher: Of course not.

Harry: That'’s good, | didn’t do my homework.

6 RERE (F0R) Ga8E 2



Word List '

facility
maintenance
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boaster
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Dutch
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