9c¢ Telephone bills

SPEAKING

1 Have you ever bought one of
the products shown in this
advertisement? Why or why not?

(S

Work in pairs. Think of a fascia,
a logo and ring tone for three of
your classmates. Do they agree
with your choices?

LISTENING

1 flu 2.12-2.14 Listen to three conversations. In each
conversation, someone is unhappy. What is each person
unhappy about?

2 Can you remember who said the following phrases?

Conversation 2: Derek (Dk) / Dave (D)

5 What a cheek! As if we had the time!
6 I've had nothing but problems with it.
7 | think we can make an exception.

Conversation 1: Camilla (C) / Derek (DK)

1 There's something | wanted to talk to you about. C Conversation 3: Dave (D) / Service assistant (S)
2 I'll ask her to sort them out. 8 I'm not too sure.

3 | didn't know we had any customers in Japan. 9 [ take your point.

4 ||l speak to you again at the end of the day. 10 I'm not sure what to suggest.

& 2.12-2.14 Listen to the conversations again to check
your answers.



FUNCTIONAL LANGUAGE: complaints

| 2.12-2.14 Listen to the conversations again
and complete the extracts.

Conversation 1

I'm finding anything.

Could you to have a look at them?
I'm afraid that's enough.

I'll see this afternoon.

Conversation 2
5 It's just not on, | mean it's totally

Conversation 3

6 I've got a my phone.

7 I'm sorry, sir. What seems to be

8 | think there's the power.
9 The phone doesn't :

10 Could | the manager?

11 I'd like a

12 | want to have my

~o

Match the sentences in exercise 1 with the four
groups a-d.

Explaining the problem (4 sentences)
Saying what you want (4 sentences)
Expressing dissatisfaction (2 sentences)
Responding to a complaint (2 sentences)

o o T o

3 Work in pairs. Think of one more sentence for
each group a-d in exercise 2.

Roleplay

4 Work in pairs. You are going to act out a
conversation where someone makes a complaint.
Choose one of the situations below. Prepare and
perform the roleplay.

1 You have recently opened an account with an
internet service provider (ISP). Every time you
log on to the net, your computer crashes.
Telephone the ISP to complain.

2 You ordered some DVDs from a website. After
four weeks, they still have not arrived. You have
received no replies to your emails. Telephone the
company to complain.

3 You bought an expensive digital camera from a
local shop to take on holiday with you. It didn't
work. You couldn’t even switch it on. You return
from your holiday and go back to the shop to
complain.
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VOCABULARY: prepositional phrases

N

O N O AW

Complete the sentences with an appropriate preposition.

Do you ever meet friends in the street chance?

Have you ever telephoned the wrong number

mistake?

At what time of the day are you most often a hurry?
Have you ever solved a problem accident?

What organizations have information about you file?
Have you ever been danger of losing your job?

Do you ever leave your bedroom a mess?

Have you ever been___ trouble at school?

IIT$ 2.15 Listen to the recording to check your answers.

Work in pairs. Choose five questions to ask your partner.

DID YOU KNOW?

1

Work in pairs. Read the information about phone boxes in the
UK and discuss these questions.

The red phone box has been a traditional symbol of
Britain for over 80 years. But now, they are disappearing
from the British landscape, mostly because of an increase in
the use of mobile phones.

At their peak, there were more than 140,000 red phone
boxes throughout the country.Today, there are fewer than
60,000 ofthem in use. Most of these are modern in style and
do not look like the traditional box which was first
introduced in 1924,

The red boxes were
owned by British Telecom
(BT), the biggest phone -
company in the UK. BT used
to be a government
company and had a
monopoly. However, in 1984
it became a private
company and other phone
companies were allowed to
compete with it. Now there
are a lot of telephone
companies operating in the
UK, including supermarket
chains likeTesco.

How many phone companies are there in your country?
Which is the most popular?

What advice would you give to someone who wants to
have a mobile phone account in your country?
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GRAMMAR
Articles, determiners & quantifiers

We use the definite article, the

» to refer to something or someone because we have
already mentioned it, or it is defined by the context
of the sentence.

The Office of Statistics draws up a list of goods. The
list is designed to reflect the nation's buying habits.

« to refer to something or someone when it's the only
one in the context.

In the consumer world of the twenty-first century ...

We use the zero article with uncountable or plural nouns
to talk about things in general.

They replace them with 0 new products.
We prefer O lighters.

We use the indefinite article, a or an

+ to talk about things in general (with singular nouns).
The basket does not contain a box of matches.

* to introduce new information or to refer to something
for the first time (with singular countable nouns).
The Office of Statistics draws up a list of goods.

+ to refer to one of a group of things.
..to see ifyou're a part of modern Britain.

We use the determiners some and any to describe an
unspecified number or quantity (with uncountable and
plural nouns).

We should get some mineral water.

Some families are spending more on organic food.
Some is common in positive sentences. In negative
sentences and questions, any is more common.

It does not contain any luxury goods like caviar.

Have you bought any coffee recently?
We can also use any in positive sentences to show that
the quantity is not important.

Ifvou see any special offers at the shops, let me know.

(= it doesn't matter how many/which special offers)
We can use the quantifiers some, any, many, most and
all in two different ways: with or without of

with of

some

any the + noun

many of my/his/her/efc. + noun
most them/us/you

all

Some of the shops are very expensive.
I don't know any of your friends.
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without of

some

any + noun

many + the + noun

most
all

Some people hate shopping.
Avre there any shops that sell souvenirs?

We use none to talk about no amount or quantity of
something. When none is followed by a noun or

pronoun, we always use of.

the + noun
my/his/her/eic.
them/us/you

none of + noun

None of the shops are open.
Notrnone shops arcopen...
Noneof my friends smoke.

None of them has time to help you.

When none is the subject of a sentence, it is used with
an affirmative verb. The verb can be singular or plural.

We use no followed by a noun without an article or a
possessive adjective.

There were no parking facilities.

No website is better for cheap flights.

Quantifiers that can be used with both plural countable
nouns and uncountable nouns:
a lot of, lots of, enough, not enough, plenty of

Enough means the quantity is sufficient for the purpose.
Do we have enough money to go out for a meal?
1 think you've probably had enough time.

Plenty of means the quantity is more than sufficient for
the purpose.

You've got plenty of time to catch the frain.

There's plenty of room for everybody.

quantifiers with pluaral
countable nouns

quantifiers with
uncountable nouns

many ==

not many not much
too many too much
a few a little
few little

We do not usually use much in affirmative sentences in
modern English. We use a /ot gf/lots of instead.

They gave us a lot of advice.
Not They gave us much advice.



We use foo many/too much when
we want to be critical of something.

There weretoo many people.

(= | was not happy about this.)
A few and a little mean a small
amount or quantity. Few and little
without the indefinite article mean
not many or no! much. Compare:

A few beaches are really nice.

(= a small number of beaches)

Few beaches are really nice.

(= not many)
Few and lirtle (without a) are usually
used with an affirmative verb.

FUNCTIONAL LANGUAGE
Complaints

Ym having problems + -ing form ...
/ think there's a problem with ...
Ithink there's something wrong with ...
I've got a problem with ...

... doesn 't work.

What seems to be the problem ?
1I'll see to it/look into it.
1l get back to you.

Could you ask/get someone to +
infinitive ... ?

Could Ispeak to ... ?

I'm afraid that'’s not good enough.
It's totally unacceptable.

1d like a refund.

Iwant to have my morney back.

WORD LIST
Shopping

corner shop » C
discount shop n C

/k3:ns "fop/
/diskaunt ,Jop/

high street /hai striit
shopping n U "Jopirj/
online shopping » U /.Dnlam "Jopiqg/
shop assistant » C  //Dp asistant/
shopaholic n C /Jbpa'hDhk/
shoplifter n C /IDphfts/

shopping centre n C  /Jopir) ;senta/

shopping mall » C  /Jbpir) mael/
window- JSwmctaujDpir})/
shoppingn U

Containers

bottle n C ***
boxn C ***
cafn € %
cartonn C
jarn C *
packetn C **
tinnC **

tub n C

/oDtl/
foDks/
/keery
/ka:tn/
/dzaz/
/paekit/
Am/
Jinb/

Collocations with take

take a look at (sth)

take advantage of
(sth)

take (sb's) advice

take (sb's) breath
away

take (sb's) word
for (sth)

take time

/teik o luk at/
/teik ad'vaintid®

[teik ad'vais/
/teik bres 3we

/teik 'w3:d fa/

Jteik ‘taim/

Other words & phrases

accessible ad)
accurately adv
analyze v
appeal y ¥**

associationn C * * *

basementn C *
basket nC **
buffn C

burgern C *
catery * *

chainnp C ***
chart n C **
classicn C/adj * *
complaintz C ***
connoisseur n C
confacty * * #
crackern C
cranberry n C
crispn C *

cross off V

cut (sth) short
cybernaut n C
decaffeinated ad)
deliverynC * * *
discount n C
electronicad) * * *
exceptionp C * * *
fraudn U **
free-range ad)
frustrated ad) *
@it ¢ wus

/akK'sesabl/
/aekjuratli/
Jaenalaiz/
/apbl/
/a.sausi‘eijn/
/beismant/
/ba:skit/
/Al

/b3:n3/
/keite/
Aldem/
Mtiact/
/Klaesik/
Jksm’plemt/
/kona'es:/
/KDntaekt/
/Kraexs/
/xraenb(a)n/
/krisp/
/kros DI/
JKAt Joit/
/saibsnoit/
/di’kaefi neitid/
Jdithv(3)ri/
/diskaunt/
/elek'tronik/
/iK'sepjn/
[fro:d/
/fviz‘'remd3/
[frA'streitid/
/gift/
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ginn U
greeting nC *
guarantee n C/v * *
hand-made ad)
herbn C *
hot-air balloon n C
household
T Rl
landscape n C **
leafn C ***
lemonade n U
lighter n C
low-fat ad)
luxury n C *
margarine n U
marmalade n U
memorabilia n U
monopoly n C **
olive oil n U
organic ad) *
out of favour
outskirts » pi
parade n C *
peakn C * *
peanut n C
precious ad) * *
priorityn C * * *
products C * **
proposaln C ***
query nC *
queuen C/v *
rangenC ***
refrain from v
release n C/y * * *
saladn U/C * *
sale p C ***
screenplay n C
securityn U** *
slicenC **
souvenirn C *
spice nC *
spill v **
statistic n C
switch on v
systemn C ***
technophobe n C
tidyupv *
tissue n C **
trilogy n C
trolleyn C *
tuna n U/C
unconventional ad)
vegetarian adj/n C
vodkan U
what a cheek
wheelchair n C
wish list » C
wrapy * *

M3t/

/gri:tiq/
/oaeren'ti:/
/haendmeid/
/b3ib/

/hot 'ea bs,lun/
/haus,h9uld/

Jlaendskeip/
Aif/
Jlema’neid/
[laita/
Jlaufaet/
JLvKjsri/
/ma:d33mi:n/
/maima.leid/
Jrer(sjra'bl11a/
/ra'nopsH/
Joliv 'DII/
Jo:'naerx/
/aut 9v ‘feiva/
/autsk3:ts/
/ps'reid/
fpik/
/piil\t/
/prefas/
/prai'Drati/
/prodAkt/
/prs'psuz/
/Kkwiari/
/fKiu/
/remd3/
Jrifrem framy/
/ri'lhs/
/saebd/
/seil/
/skri:n,plei/
/si’kjusrati/
/slais/
/suiva’nia/
/spais/

/spil/
/sts'tistik/
/SNt D/
/sistam/
/tekns.faub/
/taidi np/
Jtiju:/
/intad3i/
Jtroli/
Ajuns/
/nnkan'yen|n(a)1/
/ved33'te9ri9n/
NDdks/
Jwot 3 tji:k/
Jwiilt[e9/
/wij st/
freep/



