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Which Office Handles This?
Find the right government office for your problem.

 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 — Boris Finds the Right Office
Read silently. Then read with a partner.

Boris had three questions. He wanted to report a pothole, ask about a county health card, and renew 
his car registration. He was not sure which government office handled each problem.

Boris called an information line. The operator explained that the pothole was a city problem, so Boris 
should contact Public Works. The health card was handled by the county. Car registration was 
handled by the state DMV. The operator gave Boris the phone numbers and office hours.

Boris repeated the information to make sure he understood: streets are usually handled by the city, 
the health card by the county, and car registration by the state. Now he knew which office to call for 
each problem.
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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 the city information line. Tell me your issue, and I will point you to the 
right office.
Boris: Good morning. I have three problems, and I don't know who handles what. Is that okay?
Operator: That's what we're here for. Give me the first one.
Boris: A big pothole on my street, Maple Avenue. Who handles that — city, county, or state?
Operator: Streets inside the city are city work. That's Public Works at city hall. I can give you the 
number: 555-0177, business hours eight to five.
Boris: City hall, 555-0177, eight to five. I'm writing it down. Second: a question about my county 
health card.
Operator: You said it yourself — county. That's the county office of health services: 555-0230. They 
close at four thirty, so call before four.
Boris: County office, 555-0230, before four. And the last one: my car registration.
Operator: Registration is the state — the DMV. For that one, I can transfer your call right now if you 
like.
Boris: Yes, please transfer me after we finish. So: streets — city. Health card — county. Cars — 
state. Did I get it right?
Operator: Perfect score. One trick to remember: the closer to your street, the closer to city hall.
Boris: The closer to my street, the closer to city hall. I like that. Thank you — you saved me three 
wrong calls.
Operator: That's the job. Transferring you to the DMV now — have a good day!

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

Word / Phrase Meaning My sentence

handle

city hall

give you the number

business hours

write it down

the county office

call this number

transfer your call

the right office

have a good day
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5  What Do You Remember?
Fill in the missing words. Do not look back!

 WORD BANK 

  write it down       handle       business hours       city hall       the county office       transfer your call 

call this number       give you the number       have a good day       the right office 

Operator: Thank you for calling the city information line. Tell me your issue, and I will point you to (1) 
__________________________________.
Boris: Good morning. I have three problems, and I don't know who (2) 
__________________________________ what. Is that okay?
Operator: That's what we're here for. Give me the first one.
Boris: A big pothole on my street, Maple Avenue. Who handles that — city, county, or state?
Operator: Streets inside the city are city work. That's Public Works at (3) 
__________________________________. I can (4) __________________________________: 555-
0177, (5) __________________________________ eight to five.
Boris: City hall, 555-0177, eight to five. I'm (6) __________________________________. Second: a 
question about my county health card.
Operator: You said it yourself — county. That's (7) __________________________________ of 
health services: 555-0230. They close at four thirty, so (8) ______________________ before four.
Boris: County office, 555-0230, before four. And the last one: my car registration.
Operator: Registration is the state — the DMV. For that one, I can (9) 
__________________________________ right now if you like.
Boris: Yes, please transfer me after we finish. So: streets — city. Health card — county. Cars — 
state. Did I get it right?
Operator: Perfect score. One trick to remember: the closer to your street, the closer to city hall.
Boris: The closer to my street, the closer to city hall. I like that. Thank you — you saved me three 
wrong calls.
Operator: That's the job. Transferring you to the DMV now — (10) 
__________________________________!
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6  Talk About It
 PART 1 · YOU AND THE STORY 

1. Do you know the difference between city, county, and state offices?
2. Have you ever called or visited the wrong office? What happened?
3. What helps you remember which office handles a service?

 PART 2 · TELL YOUR STORY 

Tell your partner about a government office you have visited or called. Speak for one minute or more.
You can say: which office · why you contacted it · what happened · one tip for classmates

 PART 3 · WHAT DO YOU THINK? 

1. Why can it be confusing to know which government office to contact?
2. Would one phone number for many city services be helpful? Why or why not?
3. Some phone systems automatically send calls to the correct office. What should happen if the 
system does not understand the caller?

7  Now You Try — Call the Information Line
Three problems, one confused list: a pothole on your street, a 
question about your county health card, and your car registration. 
City? County? State? In your country there was one office for 
everything — and one long line. Here there are many offices, and 
calling the wrong one wastes a lunch break. Your teacher taught 
you the shortcut: call the information line and let them point you.

  YOUR GOAL 

Match each problem to the right office — with numbers and 
hours written down.
Scan the code and call the AI information operator. Practice every day 
this week!
Cannot scan? Go to: eslvideo.com/cb.php?iframeid=196250442615
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8  Write Your Own Dialogue
Work with a partner. Student A is the operator. Student B has different problems: a noisy neighbor at midnight, 
and a question about food benefits.

A: City information line. Tell me your issue, and I will point you to the right office.

B: I have two problems. First: ________________________________.

A: That is ____________ work. Call ________________ at ______________.

B: I'm writing it down: ______________________. And their hours?

A: Business hours, ________ to ________.

B: Second problem: ________________________________.

A: That is the ____________ office: ______________.

B: So: ____________ — ________, and ____________ — ________. Did I get it right?

A: Perfect. I can transfer your call if you like.

B: Yes, please. Thank you — you saved me a wrong call!

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

5 · What Do You Remember?
1. the right office · 2. handles (handle) · 3. city hall · 4. give you the number · 5. business hours · 6. 
writing it down (write it down) · 7. the county office · 8. call (call this number) · 9. transfer your call · 10. 
have a good day
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