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The Broken Heater: Calling the Landlord
Report a repair problem to your landlord.

 LISTENING

1  Describe the Picture
Look at the picture with your partner. Take turns. Talk for one minute. Keep talking!

 YOU CAN SAY 

I can see...
There is... / There are...
He is... / She is... (+ing)
I think... because...

 THEN ASK EACH OTHER 

Where are they?
What's happening?
What happens next?

2  Reading — Farida Calls About the Heater
Read silently. Then read with a partner.

On Monday night, Farida's heater made a strange sound and stopped working. She checked the 
switch, but the heater still did not work. For three cold nights, her children slept in their winter coats. 
On Thursday morning, Farida called her landlord, Mr. Reyes.

Mr. Reyes said someone could come sometime that week. Farida needed a clearer answer. She said, 
"I understand, but it is very cold. Could someone come as soon as possible?" She asked what day 
and time the repair person could come. Finally, Mr. Reyes said tomorrow between nine and eleven.

Mr. Reyes called Farida back that afternoon to confirm the time. The next morning, Tony came and 
fixed the heater in one hour. That night, Farida's apartment was warm again.
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3  Dialogue
Read with a partner. Read it again and switch roles. Practice it several times. Next,  
fill in the missing words from memory!

 SPEAKING

Mr. Reyes: Hello, this is Mr. Reyes. Ah, apartment 2B, right? What can I do for you?
Farida: Good morning, Mr. Reyes. This is Farida in 2B. I'm calling because the heater is broken.
Mr. Reyes: The heater? Hmm. Did you check the switch?
Farida: Yes. I checked everything. It doesn't work at all. It has been broken since Monday — three 
days now.
Mr. Reyes: Three days! Okay, okay. I'll send someone... sometime this week.
Farida: I understand, but it's very cold in my apartment. My children sleep in their coats. Could 
someone come as soon as possible — today or tomorrow?
Mr. Reyes: Today... let me think. Ah — my repair man, Tony. Maybe tomorrow?
Farida: Tomorrow is good. What time will he come?
Mr. Reyes: Morning? Afternoon? I'm not sure. Tony has his own schedule, you know.
Farida: I understand, but I need a time, please. I have to be home to open the door.
Mr. Reyes: You're right, you're right. Let me look... Tomorrow between nine and eleven in the 
morning.
Farida: Tomorrow, nine to eleven. Thank you. Can you call me back today to confirm?
Mr. Reyes: Yes, I'll call you after I talk to Tony. I promise.
Farida: Thank you so much, Mr. Reyes.
Mr. Reyes: Of course. And Farida — sorry about the cold. We'll fix the heater tomorrow.

4  Vocabulary
Translate it, explain it, or use it in a sentence.

Word / Phrase Meaning My sentence

broken

repair

fix the heater

it doesn't work

since Monday

send someone

as soon as possible

it's very cold

what time

call me back
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5  What Do You Remember?
Fill in the missing words. Do not look back!

 WORD BANK 

  as soon as possible       broken       what time       since Monday       call me back       repair       it's 

very cold       send someone       it doesn't work       fix the heater 

Mr. Reyes: Hello, this is Mr. Reyes. Ah, apartment 2B, right? What can I do for you?
Farida: Good morning, Mr. Reyes. This is Farida in 2B. I'm calling because the heater is (1) 
______________________.
Mr. Reyes: The heater? Hmm. Did you check the switch?
Farida: Yes. I checked everything. (2) __________________________________ at all. It has been 
broken (3) __________________________________ — three days now.
Mr. Reyes: Three days! Okay, okay. I'll (4) __________________________________... sometime 
this week.
Farida: I understand, but (5) __________________________________ in my apartment. My children 
sleep in their coats. Could someone come (6) __________________________________ — today or 
tomorrow?
Mr. Reyes: Today... let me think. Ah — my (7) ______________________ man, Tony. Maybe 
tomorrow?
Farida: Tomorrow is good. (8) __________________________________ will he come?
Mr. Reyes: Morning? Afternoon? I'm not sure. Tony has his own schedule, you know.
Farida: I understand, but I need a time, please. I have to be home to open the door.
Mr. Reyes: You're right, you're right. Let me look... Tomorrow between nine and eleven in the 
morning.
Farida: Tomorrow, nine to eleven. Thank you. Can you (9) __________________________________ 
today to confirm?
Mr. Reyes: Yes, I'll call you after I talk to Tony. I promise.
Farida: Thank you so much, Mr. Reyes.
Mr. Reyes: Of course. And Farida — sorry about the cold. We'll (10) 
__________________________________ tomorrow.
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6  Talk About It
 PART 1 · YOU AND THE STORY 

1. Has something ever broken in your home? What did you do?
2. Farida asked more than once for a clear time. Have you ever needed to ask again for an answer?
3. Who fixes problems in your home: you, a landlord, or someone else?

 PART 2 · TELL YOUR STORY 

Tell your partner about a time something broke at home, in your car, or at work. Speak for one minute  
or more.
You can say: what broke · who you called or asked · how long it took · what happened in the end

 PART 3 · WHAT DO YOU THINK? 

1. What can a renter do when a landlord is slow to fix a problem?
2. Is it sometimes hard to be polite and clear at the same time in English? Give an example.
3. Some buildings use an app to report repair problems. Would you rather use an app or call a 
person? Why?

7  Now You Try — Call the Landlord
Monday night, the heater made a strange sound and stopped. 
Tuesday, you checked the switch — nothing. Wednesday, your 
children slept in their winter coats. Enough. It is Thursday 
morning, the apartment is freezing, and you are calling Mr. 
Reyes. This time, you will get a real answer.

  YOUR GOAL 

Get a repair day and time for your heater.
Scan the code and call Mr. Reyes, an AI landlord. Practice every day this 
week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=729197502615
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8  Write Your Own Dialogue
Work with a partner. Student A is the landlord. Student B is the renter. It is summer, and the air conditioner is 
broken — since Friday.

A: Hello, this is ______________. What can I do for you?

B: Good morning. This is ______________ in apartment ______. The ______________ is broken.

A: Hmm. Did you check the switch?

B: Yes, I checked everything. It doesn't work. It has been broken since ____________.

A: Okay, I'll send someone sometime this week.

B: I understand, but ____________________________. Could someone come as soon as possible?

A: Maybe ______________?

B: That is good. What time?

A: Between ________ and ________.

B: Thank you. Can you ____________________ to confirm?

A: Yes, I promise. We'll fix it ______________.

Now practice your dialogue out loud. Switch roles!
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Answer Key (teacher page)

5 · What Do You Remember?
1. broken · 2. It doesn't work · 3. since Monday · 4. send someone · 5. it's very cold · 6. as soon as 
possible · 7. repair · 8. What time · 9. call me back · 10. fix the heater
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