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7旨Ik about these questions. 

Have you ever complalned about any 01 Ihese types o( businesses? 
What are three olher bus円esses or Ihings people ollen complain about? 
Have you ever wanled 10 complain aboul somelhing. but didn't? Whal was it? 

固CONVERSATION
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A r4i) Listen and prlilctice 

Clerk: Can 1 help you? 
Helen: Yes， l'd like to retum this jacket. 
Clerk: Is there something the matter with it? 
Helen: Yes. 1 d.i也ずt noti偶when 1 bought it， but 

there紅e a few problems. Fi問t，it has a
もear in the lining. 

Clel'k: Hmm. ActuaUy. iピ's torn in several places 
Helen: And some ofthe buttons are veη， )oose. 

This one came off. in fact. And thel'e's a 
staill on the collar. 

Clel'k: l'm l'eally sorry about this. Would you like t。
exchallge it for another one? 

Helen: Well， to be honest. 1 don't t悩成thisjacket is 
very well made. l'd rather get a refund. 

Clerk: 1 understand. 00 you have the r配剖pt?

B Class activity Have you ever returned anything 
to a stOl'eワWhy? How did the sto陀respond?



What's w r ong with it ? 

固GRAMMAR FOCUS 

..r:;朝市可荷明師彊面温
断'th pøSI p町柑c伊les Ø$ ødlectives 
The jockellining is lorn. 
The collor 01 Ihe jQckel 15 Slained 
The cor is d目maged 10 Ihe bocl 
The furr、lIu陪is scralched. 
The 91055 is crac総d.
The pipe is leaking.. 

Wllh noun5 
1I hos 0 teor in il.lThere's 0 hole in il. 
If hos 0針。In on Ihe∞lIor. 
11 hos some damage In Ihe bock 
Thereロre 0 101 01 scrolches On 11 
There's 0 crack in iI. 
IIhosøl・ok in it. 

.Th15 15 an excepl!on: 18 leak嗣g ;50 pre5enl conf;nuous form. 

For 0 lisl 01 irregul白r pOSI po叶Iciples， see Ihe oppendix 01 Ihe bock 01 Ihe book 

A Here a問some comments made by customers in a l'estaur四t.W吋te senten民s
in two ditre問nt ways using forms of the word in pal'entheses. Then cOmpat'e with 
a par旬、er.

L 'l'hls tab!ecloth isn't veηc1ean. Look， it . . . . (stain) 
2. Let's ask fo!' another water pitcher. Thls one . . ・ ・ (leak) 
3. The chai同look pretty wom.τ'hewood... ，句。. (scratch) 
4. The waiter needs a new shirt. The one he's wearing . . .. (tear) 
5. I'm sorry. Could you bring me another glass? This one . . . . (c悩p)

B Pair work Describe two problems 、円th e8ch thing， using past participle， 
verb， 01' noun forms of the \VO吋s below Or 0山er words of your o\' ... n. 

A: The vase is chil>ped. 
B: Yes. And it has aω'ack on the side. 

breok 

burn 

chip 〆〆
crock 

denl 
L a vE.Se 2. 8 fountain pe且

leok 

loose 1 
scrolch 

sloin 

le or 
4. a pair of sunglasses 5. a paÏt. ofjeans 

3. aCD 

6. a shirt 

C Group work Look al'ound yout' classroom. Ho\V many problems can you descl'ibe? 

A: The回中et is a li悦le worn. 
B: Yes. And the win dows 81モa bit dirty. 
0: Look over there. The curtains . 。
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Unit 6 

図LIS桔NING Fair閃h刊
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Stu.dent A: You Iill'e l'etul'百ing an item to a StOl'ê. Oecide 
what the item is and expJain why you町e 1'elurning it. 

SludentB: You a同8 sal�sperson. A customer is 
returning 8n item to lhe stor・e. Ask these questions: 

What exact.ly is the pl'oblemラCan you show itωme? 
市Nhen did you buy the item? Was iもlike this when you bought it? 
00 you have the l'eceipt? Would you like a l'efund 0γa stOl'e cl'edit? 

自CONVERSATION
A r::/i Listen a叫1'8ctice

Ms. Lock: Hello? 
Ml'. BUl'1': Hello， Ms. Lock. This is Jack Burr. 
Ms. Lock: Uh， Ml'. BUI'1' . . . in Apartment 205? 
1\11'， Burr: No， in Apartmcnt 305， 
Ms. Lωk: Oh， yes. What can J do for you? Does 

your refrigerator need flXing again? 
Mr. Bun': No， it's the oven this time. 
ì\Js. Lock: Oh， $0 wbat's wrong、吋th it? 
MI'. Burr: WeU， 1 think the temperature control 

needs to be checked. Everything 1 try to 
cook gets burned 

Ms， Lock: Really? OK， 1'11 have someone look at it 
right away. 

Ml'， BUl'r: Thanks a lot. Ms. Lock. 
MS.L田k: Uh， by the way， Mr. Burr，訂'e you sure 

it's the oven and not your ()∞king? 

議.. B ü{j) Listen to 8no伽r ten削叫Iing Ms. Lock 
What's the ten副1t'S pl'oblem? 
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What's wrong w ith it? 

D GRAMMAR FOCUS 
lNeed with assive in釘nitives and gerunds CrS 

Need + paSS;V9 Inffnltlve 
The refrigerotor needs 10 be刊xed.

Need + gerund 
11 needs flxlng. 

The temperoture c咽ntrol needs 10 be checked. I! needs checklno. 

A What needs ωbe done in this apartment? Write statemcnts about 
these items using need with passive infinitives 01' gel'uncls. 

1. the walls (paint) 
2. the carpet (shampool 
a. the window$ ("'ash) 
4. the door (l'epair) 
5. the lamp shade (replace) 
6. the wastebasket (empty) 

The_w_alls need to...b.e painted. 

OR 

The__lð!aJls need p.oj{lting. 

B Pair work Think of自ve imp1'ovements you wouJd like to makc in yOUl: home 
Which impl'ovcmonts will y仰most likeJy make? Which won't you make? 

“Fil'st of all， the ca1'pet in t.re Ii吋ng r∞m needs 10 be I'epla田d. 1 can't afford 
it right now， though. so 1'11 probably do that nel<-t year. . . ー "

図WORD POWER Appliances 

A Find a suitabJe sentence inωlUffill B to deSC1;be a problem with each 
appliance in column A. Then compare with a partnel'. 

A 

1. air cond.itioner . 
2. c唱ntl'al heaeing . 
3. electrÎc blanket 
4. food Pl'出回$or . 
5. iron 
6. stove 
7. telephone 
8. w!lshing machine . 

B 

a. The watel' won't drain， and my c10thes are left soaking. 

b. J put it on high. but it doesn't cooJ down the γoom. 
c_ 1 sometimes smell gas even whcn I'm not cooking. 
d. 1 turn it on， but it doesn't heat up_ 
ιIc組't get a d.ial切ne.
f. 1t gets too hot and burns my cJothes 
g. My ap!ll'tment is freelling cold in the morning. 
h. The blades al'e dull. so it doesn't chop vegetables very well. 

B Pair work Describe other things that can go wl'ong 
with some of the appliances m part A 
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Unit 6 

固PRONUNCIATION Contrastive stress 

A � Listcn and pract，ice， Notice h川

A:ぉ'eyou calling about the bedroom f，ゐ9
B:No.I'm callingaboutthe hachen fhn. 

A: Areyou叫ling about the be的om wfndow? 
B-No，the bedmm dGor. 

B 医@ M町k thewo池伽t have∞ntr訓吋ress i川hese conversations 
Listen and check. Then practice the sentences. 

1. A: Did you need two l:ghtbulbs? 2. A: Doesyo山・tele、IÍsion need to be repaired? 
B: No， I asked fo1' three lightbulbs. B: No， my telephone needs tοbe repail:ed. 

1m LISTENING Repair jobs 
ou..-.. ，r、
官L� . � Listen to three repair people talking about their jobs. Cómplete the chart， 

| What does this pe目。n re 8ir? W国暗lliIlIÆI回I problem? 

1. J田
2. louise ー . . . ・ e ・ . . . ・ e ・‘ ・ ・ ・ 0 ・ .- ・ 号、 e ・4 ・ 白・.. 

3. Sロm -・0マe・・8・0・・・・0・自白・，.....目。 白 . . ・ 0・ 0 ・ ・ ...."，・..1 .. .. . . ・・ 0・

固WRITING凶Lers of complaint 
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A Choose one of these siruations and write a lettel' describing 
the problem and what needs to be done. 

There町e several things that need fi泊三g
inyour apar旬nent.

r陣a均r.a"f ir. Apar:向ðr.f " " 

rι/il<# fcぜ竺，our /2 "脚空白三乙加す

You bought an appliance that doesn't work. You 
t∞k it back， but the clerk refused ωexめ即ge it.

L時!t>
民、

To附pmftM町COJ1cern;_一一一一

5金望嵯笠'#Iekg 8gα，jþQU(f単乏血iιdryer
JI1 }<創立段re . A化erυ型!JgJtJ盟主勧vo
tirr沼恒主主包rtedtc.. .. 

B Class Bctivlty Pass youl' letters around the class， W110 has the most unusual pl'oblem? 



What's wrong with it? 

国READING

CODSumer Affairs 
How色。C叩np泊in加司and.Ahou色-aBnsiness

l00 ou know h…∞州…!;'ß'II由♂

Dear Annabelle， 
Ny new ca.r bas a problem: :g'lery few hunむ吋
mUes， more oU needs to be aåled. 1也温k血Is means 
80meぬingis broken. Ea.ch t!me 1 take the ca.r Inω 
the dea.Jer， though， the service people図slst that 
nothl且gneeds ft活nιWha.もcan Ido? 

-Broken Down in Detroi'色

Dear Broken Do'l1駅n，
1 don't know muoh about ca.rs， but 1 cおl di婦nose
your pl'Oblem: You're dealing IVIth an unre旬。n.slve
M泊e鉱F帥凶脚Iy，め抑制many也恒gs
youcωdo: 

1. For sta.rters， compl組且もo the buslness，国person
or byphone.むpl溢nthe problem旭a w a.yぬat is 
ftrm but not rude. If y司u don't seem to be getもtng
a.nywhere， g!ve up - for the moment. Fînd out 
whoyou'陀talklng to and who you should 凶k
to n絃t. Ma.ke notes of what's been s剖d

2.N，以:t，∞mpl誕n In wrlt民a
ぬ世16person wh，欄E四e

yoUI'帽regiven俳句someone!n the business‘s 
customer-service department. To make your 
wrltten∞mp1alnt effectt瑚， type 1弘 前鵬首le fI叫S
f叫ybutb討eJl，y， and enclose∞Iples of relevant 
documents Ilke re明ipt畠andwa.rrant!es. If you stlll 
don'もget a satlsfa.ctory四sponee，帥ndyour let旬r
\0 the business'sleg叫de開.rtment or president. 

3.lfno one WI出in the company b舗helpedyou， lt's 
凶neω凶keyour∞mplainもω"咽Ip1e outslde世18
∞mpany. Check your phone以lOk for the numbers 
of the Better Buslness Bureau and local consumer 
groups. Fînd out whe吐lefYOur 10c& newspaper or 
radio statlon bas a∞nsumer hotlin且

Th1s凶!ght sound 11主e a lot ofwork， but it's VlOrth lt 
As乱consurner， you have ce瓜山凶ghts. Stand up 
for them! 

-An且abe1le

A Read the column. Based on the advice in the lettcl'， explain what each of 
these consumers did wTong. Then say what each should have done. 

1. When l\lira's new TV didn't WOl'k. she went back ωthe s旬開ωcomp1ain.
The salesperson she spoke to didn't seem to cal'e， so Mira began yelling at him. 
She kept yelling， even when he turned to help anothel' cusωmel'. 

2. Ed couldn't get his new ccmputel' to work. Feeling angry and frustrated， 
he immediate1y began looking for∞nsumer groups toωmplain to. 

3. When Al郎co叫dn't get any help by complaining on the 
phone， he sent the customer-sen'せωdepartment a ten-page 

handwlittenletter that explained his pl・öblem fully. 

B Group work Talk aboUI these questions む.. 
Fíxer-upper 

1九l，7hich of this advice have you used 01' would you use? Why? 
2. What else can you do when you have a comp1aint about a 

business? 
3. Are there organizatio田 in yOUT∞untry that help people when they 

have complaints? 'What 81'ð theyつ

00 you have an eye for 
details? Student A lums 

10 page Iじ8. Student 
B lums 10 page 

IC・9.
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