
06MATURA SPEAK OUT

Complaints 
and apologies
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1	 Choose the things the customer complains about.

1	 His order took a long time to arrive.
2	 The waitress brought him the wrong meal.
3	 She didn’t give him a plate.
4	 The food was cold.
5	 She didn’t give him a knife and fork.
6	 She hit him when she was cleaning the floor.
7	 The food wasn’t very good.

2	 Complete the conversation with the correct lines.   

•	 Oh! That isn’t very hygienic, is it?
•	 Excuse me, you’ve forgotten to give me a plate.
•	 Could I have another burger, please? That was absolutely delicious!
•	 Oh, right ... Excuse me! ... I’m sorry, I think there’s a mistake. I haven’t got a knife and fork.
•	 Yes?
•	 Sorry!
•	 No, you eat with your fingers.
•	 I’m sorry, we don’t give plates. You eat it from the carton.

Waitress:	 Here you are... One burger with regular fries and a large cola.
Customer:	 1 ____
Waitress:	 2 ____
Customer:	 3 ____
Waitress:	 4 ____
Customer:	 5 ____
Waitress:	 6 ____

---------------------------------------

Waitress:	 Oh! I’m sorry, it was an accident. I didn’t mean to do it.

---------------------------------------

Customer:	 Excuse me!
Waitress:	 7 ____
Customer:	 8 ____
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Tapescript
Waitress:	 Here you are ... One burger with regular fries and a large cola.
Customer:	 Excuse me, you’ve forgotten to give me a plate.
Waitress:	 I’m sorry, we don’t give plates. You eat it from the carton.
Customer:	 Oh, right ... Excuse me! ... I’m sorry, I think there’s a mistake. I haven’t got a knife and fork.
Waitress:	 No, you eat with your fingers.
Customer:	 Oh! That isn’t very hygienic, is it?
Waitress:	 Sorry!

Waitress:	 Oh! I’m sorry, it was an accident. I didn’t mean to do it.

Customer:	 Excuse me!
Waitress:	 Yes?
Customer:	 Could I have another burger, please? That was absolutely delicious!

KEY

1
The correct sentences are 3 and 5

2
1 Excuse me, you’ve forgotten to give me a plate.     
2 I’m sorry, we don’t give plates. You eat from the carton.     
3 Oh, right ... Excuse me! ... I’m sorry, I think there’s a mistake. I haven’t got a knife and fork.     
4 No, you eat with fingers.    5 Oh! That isn’t very hygienic, is it?    6 Sorry!    7 Yes?    
8 Could I have another burger, please? That was absolutely delicious!


