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Calling 311: Request a City Service
Report a broken streetlight and get a case number.

 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 — Teresa Calls 311
Read silently. Then read with a partner.

The streetlight on Teresa's corner had been broken for two weeks. At night, the sidewalk was very 
dark. Then her neighbor tripped on broken concrete near the light. Teresa wanted the city to know 
about both problems.

Teresa's daughter told her that 911 is for emergencies and 311 is for city service requests. Teresa 
called 311. She reported the broken streetlight and the damaged sidewalk. She gave the exact 
location: the corner of Palm Street and Second Avenue. The operator gave Teresa a case number 
and told her to write it down.

Nine days later, the streetlight was working again. A city crew came later to look at the sidewalk. 
Teresa was glad she called. Now she knows how to report a problem to the city.
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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

Operator: Thank you for calling 311 city services. What would you like to report today?
Teresa: Good evening. I want to report a problem — actually, two problems, at the same corner.
Operator: No problem, we can do both. What's the first one?
Teresa: A broken streetlight. It has been dark for two weeks. At night you cannot see the sidewalk.
Operator: And the exact location?
Teresa: The corner of Palm Street and Second Avenue. The light is on the Palm Street side, in front 
of the blue house.
Operator: Palm and Second, Palm side, blue house — got it. And the second problem?
Teresa: The sidewalk under the light is broken. Big cracks. My neighbor tripped there last night. It is 
dangerous in the dark.
Operator: I understand — and the two problems together make it worse. I'm entering both now. The 
city will send a crew to check the light and the sidewalk.
Teresa: How long will it take?
Operator: Streetlights are usually fixed within ten days. The sidewalk takes longer — a crew inspects 
it first. You can call back and follow up anytime.
Teresa: Okay. Is there a number for that?
Operator: Yes — your case number. Please write down: 2 2 - 8 8 1 4 5.
Teresa: Let me repeat it: 2 2 - 8 8 1 4 5.
Operator: Perfect. Thank you for reporting this — the city can't fix what it doesn't know. Have a good 
day!
Teresa: Thank you. Have a good day!

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

Word / Phrase Meaning My sentence

sidewalk

report a problem

a broken streetlight

the corner of

send a crew

within ten days

follow up

a case number

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

 WORD BANK 

  write down       sidewalk       report a problem       send a crew       follow up       a case number       

the corner of       within ten days       a broken streetlight 

Operator: Thank you for calling 311 city services. What would you like to report today?
Teresa: Good evening. I want to (1) __________________________________ — actually, two 
problems, at the same corner.
Operator: No problem, we can do both. What's the first one?
Teresa: (2) __________________________________. It has been dark for two weeks. At night you 
cannot see the (3) __________________________________.
Operator: And the exact location?
Teresa: (4) __________________________________ Palm Street and Second Avenue. The light is 
on the Palm Street side, in front of the blue house.
Operator: Palm and Second, Palm side, blue house — got it. And the second problem?
Teresa: The sidewalk under the light is broken. Big cracks. My neighbor tripped there last night. It is 
dangerous in the dark.
Operator: I understand — and the two problems together make it worse. I'm entering both now. The 
city will (5) __________________________________ to check the light and the sidewalk.
Teresa: How long will it take?
Operator: Streetlights are usually fixed (6) __________________________________. The sidewalk 
takes longer — a crew inspects it first. You can call back and (7) 
__________________________________ anytime.
Teresa: Okay. Is there a number for that?
Operator: Yes — (8) __________________________________. Please (9) 
__________________________________: 2 2 - 8 8 1 4 5.
Teresa: Let me repeat it: 2 2 - 8 8 1 4 5.
Operator: Perfect. Thank you for reporting this — the city can't fix what it doesn't know. Have a good 
day!
Teresa: Thank you. Have a good day!
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6  Talk About It
 PART 1 · YOU AND THE STORY 

1. Is anything broken on your street now, such as a light, sidewalk, or sign?
2. Teresa's daughter taught her about 311. What is something a younger person has taught you?
3. Where do you keep important phone numbers or papers at home?

 PART 2 · TELL YOUR STORY 

Tell your partner about a problem in your neighborhood that was fixed, or a problem that still needs to 
be fixed. Speak for one minute or more.
You can say: what the problem was · where it was · who you contacted · what happened

 PART 3 · WHAT DO YOU THINK? 

1. Why is it important to report city problems such as broken lights or sidewalks?
2. What can people do if a city problem is not fixed after they report it?
3. Some cities let people report problems with an app and a photo. Would you rather use an app or 
call 311? Why?

7  Now You Try — Call 311
The streetlight on your corner has been dead for two weeks. 
Every night, the sidewalk disappears into the dark — and last 
night your neighbor tripped on the broken sidewalk right under it. 
Two problems, one corner. Your daughter says, 'Call 311, Mama. 
It's not an emergency, it's a request.' You dial. It's time the city 
knew.

  YOUR GOAL 

Report both problems, get a case number, and learn how long 
it will take.
Scan the code and call the AI 311 operator. Practice every day this week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=494059002615
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8  Write Your Own Dialogue
Work with a partner. Student A is the 311 operator. Student B reports a different problem: a big pothole in the 
street in front of your house.

A: Thank you for calling 311. What would you like to report?

B: I want to report a problem: ________________________________.

A: And the exact location?

B: ______________________________, in front of ________________.

A: Got it. Can you describe the problem?

B: ________________________________________. It is dangerous because 
______________________.

A: The city will send a crew.

B: How long will it take?

A: Usually within ________ days.

B: Is there a case number?

A: Yes: ________________. 

B: Let me repeat it: ________________. Thank you!

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

5 · What Do You Remember?
1. report a problem · 2. A broken streetlight · 3. sidewalk · 4. The corner of · 5. send a crew · 6. within 
ten days · 7. follow up · 8. your case number (a case number) · 9. write down
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