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Passage 1

One of the greatest frustrations when you're complaining about something is talking to a clerk or
receptionist who can’t solve your problem and whose only purpose seems to be to drive you crazy.
Getting mad doesn’t help, because the person you're mad at probably had nothing to do with your
actual problem. When complaining in person, ask for the manager or supervisor. When complaining by
letter, get the name of the store manager or company president. (A librarian can help you find this
information.) If you are complaining over the phone, ask for the customer relations department. If
there is none, then ask for the manager or appropriate supervisor. Or talk to the head telephone
operator, who will probably know who is responsible for solving problems. Keep trying. Complaints
may not get results. In that case, they may work to simply keep on complaining. This will “wear down”
resistance on the other side. If you have a problem with a store, call the store two or three times every
day. Chances are that someone will get tired of dealing with you and take care of your complaint in
order to get you to stop calling.

A clerk or a receptionist may fail to provide solutions to our problem because................... .

clerks are frustrated by complaints their only purpose is to answer calls

they have nothing to do with customers they are not the right people to make complaints to

The most effective way to solve one’s problemiis .................. .

to ask for the manager or supervisor
that one should ask librarians for their problems

to make operators responsible for solving problems

to give the name of the store manager to the company president
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What's the author’s purpose of the following sentence?
“One complaint may not get results. In that case, it may work to simply keep on complaining.”

The more you complain, the less attention they’ll pay to you
To suggest that if one complaint does not work, the person should not give up
.To emphasize that if one keeps complaining, the person will be referred to the customer relations department

To introduce a new claim that getting angry would sometimes be a good solution to reach the manager

Which of the following verbs most closely means “to do whatever needs to be done in a
situation”?

wear down complain about take care of ask for

The underlined word “they” refers to ...

complaints results problems operators
An albino is an animal (or a person) that is born ......... (@)eeeeeneen any color. Albinos have pale, whitish fur,
feathers, or hair, and pink skin and eyes. Albinos are not much ......... (b)......... animals for living in

nature because they usually do not live very long. One reason for this is that they often become blind
and cannot .......... (©)........ of themselves. Another reason is ......... (d)......... the color. In most regions, a
white animal is easily seen and caught by larger animals.

@va

through without between under
b

favorite depressed suitable enough
c

notice take care look understand
d

simply carefully fortunately loudly
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