
Making a Complaint &
Stereotypes

Module 3: Making a Complaint & Stereotypes



While this seems like a ______, it is true.
Suspecting that something unfair had  occurred, I
hired a lawyer and ______ the company. 
Put the ______ on; I'll be home in five minutes.
They were awarded $500,000 in _______ after
the trial.
She was surprised by the ________ of his
predictions.
He has always been very _____ about his
success.
The news channel has been accused of _____ in
favour of the government.
She ____ a complaint with the trade union.

Part 1: VOCABULARY
Unscramble the following words below and use them
to complete the sentences below:

YCRUCACA      USED       MHULEB    TEKTEL     SABI       
 DOLGED        SDEMAGA      LICHCÉ

1.
2.

3.
4.

5.

6.

7.

8.
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https://dictionary.cambridge.org/es/diccionario/ingles/award
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/surprised
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/prediction
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/success
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/news
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/channel
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/accuse
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/favour
https://dictionary.cambridge.org/es/diccionario/ingles-espanol/government


Part 2: READING
Read the following text and find below the definitions for
the underlined words.
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The English through French Eyes
 

 Values and Core Beliefs. The English are a rather closed,
undemonstrative lot who believe they have a monopoly on impartiality
and good manners. They are somewhat old-fashioned and cling to old
traditions like the monarchy, cricket, croquet, country dancing, and
"five o'clock tea." They are slow to modernize and in the last twenty
years have fallen behind the French in technology. They are reluctant
members of the European Union and may one day be thrown out. Their
famous quality of reserve often leads them to be obtuse in international
exchanges. They are obstinate and often very cool with Latins in
general, the French in particular. They have shared a lot of history with
France, but they don't seem to have learned much from it. They lack
panache.

 Communication. Unlike the French, who are direct and precise
communicators, the English are woolly, unclear, and often devious. They
think slowly and reply to our questions with phrases such as "I'll have to
think about it," "It's a moot point," or "I'm not quite with you on that
one." They rarely say what they mean (and often say the opposite of
what they mean). They are condescending toward French people and
tell us funny stories to distract us. They avoid precision or commitment.

 Social and Business Behavior. The English are much less formal than we
French, often wanting to use first names much earlier than we do. They
become familiar too soon and lack respect for our position. They think
they dress well, but we know better. They pride themselves on their
table manners but hold a fork the wrong way up and think we are
uncivilized when we (sensibly) wipe gravy off a plate with a piece of
bread. 



Part 2: READING
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to be proud of or take pride in something
the opposite of bias
distant, not welcoming
crucial, of great importance
have failed to keep up
not straightforward; dishonest
unwilling
patronizing, a feeling of superiority
relaxed, easy-going
a strong sense of responsibility; loyalty or firm promise 

 
 They want to follow agendas strictly and dislike discussing important
points that we want to revisit. They say things like "That was settled
earlier." They like to appear laid-back during business meetings but
often fail to give adequate attention to important matters. They
pretend business is a kind of game that can be won by excelling at
humor. They are always trying to pin us down ("Could we please write
down what we have agreed upon?") when we obviously wish to
discuss vital issues further.

 Other. The British stand well away from interlocutors and seem
uncomfortable when Latins get close to them. They shake hands less
than we do. They like frequent "tea breaks."

From The Cultural Imperative by R. D. Lewis
 

1.
2.
3.
4.
5.
6.
7.
8.
9.

10.



Part 3: WRITING

1. Write a short letter of complaint to the manager of
this hotel:

'You recently went on an all-inclusive holiday with your
family. The services at the hotel were good. However, the
canteen food was disappointing, some of it was
overcooked and there weren't enough vegetarian options
for your daughter. You'd like to receive compensation
from the hotel.'

Dear
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
________________________________________
Yours                 , 
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Part 4: LISTENING

A. Listen to the recording and decide whether the
following statements are true (T) or false (F):

a) A nationwide website did a survey on hotel guests'
complaints.

b) The site asked 400 staff from international hotels in 39
countries. 

c) Most of the unusual requests were about the shower and
bathroom.

d) The article said it's impossible to keep all hotel guests
happy.

e) One guest wanted the hotel to give him/her 16
cucumbers a day. 

f) Another guest wanted only the right leg of chickens.

g) A man at a London hotel complained he could see the sea.

h) A woman wanted a discount because her boyfriend
snored.
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Tiene usted que presentar una reclamación por escrito
al Ayuntamiento. 
A pesar de gustarles la 'fiesta y la siesta', los
españoles son también muy trabajadores.
Se dice que los alemanes son muy directos. 
Señor, parece que hay un pequeño problema con su
vuelo.

B. Match the two halves of these phrases from the
recording:

1. conducted 
2 weird 
3. to everybody's  
4. it makes 
5. make some of the complaining 
6. One guest asked for 
7. The staff had no 
8. something not normally 
found on 
9. luxury 
10. his girlfriend 

Part 5: GRAMMAR. Translate:
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a. hotel
b. guests happy
c. 16 cucumbers a day
d. taste
e. snored
f. a survey
g. requests
h. idea why
i. you wonder
j. the room service menu



cliché
sue
kettle
damages
accuracy
humble
bias
lodged

ANSWER KEY
 
 

Part 1: VOCABULARY

1.
2.
3.
4.
5.
6.
7.
8.

pride themselves
impartiality
cool
vital
have fallen behind
devious
reluctant
condescending
laid-back 
commitment

Part 2: READING
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You have to file/lodge a claim in writing with the Town
Hall.  

Despite liking fiesta & siesta/being fiesta & siesta
lovers, Spaniards are also very hardworking. 

The Germans are said to be very straightforward.  

There seems to be a little problem with your flight, sir. 

Part 4: LISTENING
A
 

a. F 
b. T 
c. F 
d. T 
e. T 
f. T 
g. F 
h. F

Part 5: GRAMMAR

 
***
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B

1. f
2. g
3. d
4. i
5. b
6. c
7. h
8. j
9. a
10. e


