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Listen to this excerpt from one of the reading texts in this chapter. Pay attention to how the speaker 
groups words together. Mark any pauses you hear with a /.    
 
Discuss the pauses you marked.   
Practise reading along with the audio, pausing where the reader pauses. 
 
 
 
 

 

 

 

Important! Download and save this fillable PDF on to your computer, and then complete 
 the task using the PDF that you saved on your computer.
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	undefined: If a customer has taken the time to come to the Guest Services Desk to make a complaint, then he or she is really upset. The customer wants to know that you are interested in what he or she is saying and that you are actively listening to the complaint. Be polite and listen carefully. Make eye contact and maintain an open posture when speaking to the customer. Avoid crossing your arms as this can be seen as a sign of hostility. Confirm the information that the customer is giving you to make sure you have the facts. 


