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10.2 Effective complainers

Aim: Develop reading skills such as understanding vocabulary in 
context and making inferences
Preparation: Make one copy of Worksheet 10.2 for every S.
Comment: Use after or in place of the reading on page 87.

A
 n Give each S a copy of the reading. Ask Ss if they ever make consumer 
complaints. Elicit answers. 

 n Explain the task. Ss work individually to check the statements and read 
the article.

 n Have volunteers compare their opinions with those of the author.

B Pair work
 n Explain the task. Tell Ss to look back at the article to find the answers 
that complete the sentences.

 n Ss work in pairs to complete the sentences.

 n Go over the answers as a class.

Answers

1.  Most companies want to solve your problem because a happy 
customer is a repeat customer.

2.  Gather available information and read the details so that you 
understand company policies.

3.  The more charming you are, the more likely it is that the customer 
service agent will want to solve your problem.

4.  When writing to a company with your complaint, write in a friendly yet 
professional tone.

C Group work
 n Explain the task. Read the questions aloud.

 n Ss work in small groups to discuss their experiences.

 n Have groups share their experiences with the class.
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A How do effective complainers handle complaints? Choose the sentences you agree with. Then read the article 
and compare your ideas to the author’s.

 They stay calm.

 They always complain in person.

 They know their rights.

 They are aggressive and demanding.

 They work to establish a personal connection.

B Pair work Complete the sentences with information from the article.

1. Most companies want to solve your problem because  .

2.  so that you understand company policies.

3. The more charming you are  .

4. When writing to a company with your complaint  .

C Group work Discuss your experiences making a complaint. How effective were you? Do you think you would 
have been more effective if you had read this article first? Share your answers with the class.
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