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Test Prep

PART I: ACCESS TO INFORMATION FROM WRITTEN TEXTS  (70 points)

הבנת הנקרא )70 נקודות( 

 קרא בעיון את הקטע שלפניך, 

וענה על השאלות 1–7 שאחריה.

الفصل األول: فهم املقروء )70 درجة(   

 إقرأ القطعة التالية بتمعن، 

ومن ثم أجب عىل األسئلة من 1–7 التي تليها. 

Read the article below and then answer questions 1–7.

GETTING YOUR COMPLAINT HEARD

In today’s times, almost all businesses promise to give good customer service. 
According to Robin Howe, a business consultant based in New York, one of 
the most important parts of customer service is fixing mistakes. “The problem 
is that many companies don’t like to say that they’ve made a mistake,” says 
Howe. “In addition, they want to avoid spending money to keep customers 
satisfied. Instead, they hope that most unhappy customers will complain a little 
and then give up.”

Ken Bradley, author of Happy Buyers, agrees that companies 
prefer to ignore angry customers rather than fix their mistakes. In 
his book, Bradley gives a few techniques for getting companies 
to listen to and deal with complaints. Unhappy customers like 
to shout, but he prefers asking for a private conversation with 
the manager. “Speak quietly so that other clients and guests 
don’t hear you,” he says. “The manager will usually be so grateful that you aren’t 
shouting that he or she will run to help you.”  

When calling a company to complain, Bradley gives some surprising advice. 
“Ask customer service representatives what they would do if they were in your 
situation,” he writes. “They will often give very effective tips.” If that doesn’t 
work, he tells readers, call the CEO’s office. “Every CEO has assistants, and 
they can be very helpful in solving your problem.” Another recommended 
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technique is sending a letter of complaint to the company’s CEO. The CEO 
won’t read it, but the letter will probably reach someone who has the power to 
fix mistakes.

“Maybe one day companies will finally understand the importance of keeping 
customers happy,” says Ken Bradley, “but in the meantime, it’s worth spending 
some extra time and energy to get your complaint heard.”   

 ענה באנגלית על השאלות 1–7 על פי הקטע. 

 בשאלות 2, 4 ו-7, הקף במעגל את התשובה 

הנכונה. בשאר השאלות, ענה על פי ההוראות.

)70 נקודות(

أجب باإلنجليزية عن األسئلة 1–7، حسب القطعة. يف 

األسئلة 2, 4 و-7، ضع دائرة حول  اإلجابة الصحيحة. يف 

األسئلة الباقية، أجب حسب التعليامت. 

)70 درجة(

Answer questions 1–7 in English, according to the passage. In questions 2, 4 
and 7, circle the number of the correct answer. In the other questions, follow 
the instructions.

1. PUT A √ BY THE TWO CORRECT ANSWERS. (lines 1–7)
According to Robin Howe, what are TWO reasons that businesses don’t fix 
mistakes that they have made?  
___ i) They don’t want to provide good customer service.
___ ii) It can be expensive for them to fix their mistakes.
___ iii) They make so many mistakes that they can’t fix everything.
___ iv) It’s often impossible to know who made the mistake.
___ v) They don’t want to admit to their mistakes.
___ vi) They don’t have enough workers to fix mistakes.

(2x7=14 points)

2. What can we understand from lines 1–7?
i) Almost all businesses provide good customer service.
ii) Some businesses never make mistakes.
iii) Almost all businesses make a lot of mistakes.
iv) Some businesses ignore one important part of customer service.

(8 points)

3. According to Ken Bradley, how do angry customers normally behave?  
(lines 9–15)
ANSWER: _____________________________________________________

 (8 points)
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4. Bradley believes that speaking privately with a manager (—). (lines 9–15)
i) is a technique that always works perfectly
ii) makes other clients and guests nervous
iii) is an effective way of getting complaints heard
iv) makes managers nervous and unhappy

(8 points)

5. COMPLETE THE SENTENCE. (lines 16–23)
What is the surprising advice that Bradley gives?
Customer service representatives can tell you ____________________________
____________________________________________.

(8 points)

6. PUT A √ BY THE TWO CORRECT ANSWERS.
What do the second and third techniques given in the third paragraph have in 
common? 
With both techniques, (—).
___ i) customers must make a phone call to solve their problem
___ ii) complaints are so serious that only the CEO can help
___ iii) the company’s CEO doesn’t personally solve problems
___ iv) customers are sure to have their complaints taken care of
___ v) the company’s CEO tries to help unhappy customers
___ vi) complaints aren’t made to customer service representatives

(2x8=16 points)

7. What does Ken Bradley think about the customer service that companies 
currently provide? (lines 24–26)
i) Companies finally understand the importance of keeping customers happy.
ii) Companies do not do enough to provide good customer service. 
iii) Companies spend a lot of time and energy to provide good customer service.
iv) Companies don’t give any customer service even if customers complain a lot.

(8 points)
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PART II: WRITTEN PRESENTATION  (70 points)

פרק שני: משימת כתיבה )30 נקודות( 

 קרא את ההנחיות שלפניך, וכתוב על פיהן

מכתב ובו 70–90 מילים.

الفصل الثاين: مهمة كتابة )30 درجة( 

اقرأ التعليامت التي أمامك واكتب حسبها مكتوًبا يحتوي 

عىل 70–90 كلمة.

Write a letter according to the instructions below. Write 70–90 words.

Last week, you went to a store / restaurant. You were very unhappy with the 
service / food there, but no one wanted to listen to your complaint. Write a letter 
to your friend telling him / her about your experience.

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________

________________________________________________________________
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Vocabulary Prep

A. Translate the words according to the passage on pages 5–6.

1. in addition (line 5) ______________________
2. advice (line 16) ______________________
3. avoid (line 5) ______________________
4. company (line 4) ______________________
5. complain (line 6) ______________________
6. conversation (line 12) ______________________
7. customer (line 1) ______________________
8. finally (line 24) ______________________
9. fix (line 3) ______________________
10. manager (line 13) ______________________
11. in the meantime (line 25) ______________________
12. power (line 22) ______________________
13. private (line 12) ______________________
14. probably (line 22) ______________________
15. promise (line 1) ______________________
16. reach (line 22) ______________________
17. satisfied (line 6) ______________________
18. service (line 1) ______________________
19. shout (line 12) ______________________
20. solve (line 20) ______________________

SAMPLE
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B. Circle the correct word or phrase in each sentence.

1. The prices at this store are so high that only very rich (companies / customers / 
services) shop here. 

2. The Knesset has the (power / advice / manager) to make new laws.
3. Help! I have a difficult problem and I don’t know how to (solve / promise / reach) 

it.
4. Maya waited for the bus for more than forty minutes, so she was especially happy 

when the bus (probably / in addition / finally) arrived.
5. Daniel leaves his house very early in the morning to (fix / avoid / shout) traffic.
6. Tomorrow morning, I want to visit my grandmother in Ashdod. (In addition /  

In the meantime / Promise), I will go to the beach there later in the day. 
7. Coca Cola is one of the biggest drink (managers / customers / companies) in the 

world.
8. Esty will (finally / probably / avoid) study graphics, but she’s not 100 percent 

sure about that.
9. Why is the (conversation / service / power) at this restaurant so bad? We waited 

more than an hour for our meal!
10. I’m sorry, but you will have to wait at least twenty minutes for your doctor’s 

appointment. (In addition / Satisfied / In the meantime), you can sit down on 
the sofa and relax. 

C. Match the words to make phrases.

___ 1. a store a. to do something
___ 2. fix something b. manager
___ 3. give someone good c. meeting
___ 4. be satisfied  d. all the homework that you must do
___ 5. promise e. with what you have
___ 6. have a long conversation f. warning
___ 7. complain about g. that is broken
___ 8. reach h. on the phone
___ 9. a private i. advice
___ 10. shout a j. your destination

SAMPLE
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D. Complete each sentence with one of the words or phrases that appear in 
Exercise A. 

1. Can we talk in another room? I want to speak to you about something 
____________________, so I don’t want everyone to hear.

2. If you want to live a long life, you should ____________________ smoking.
3. Do you know which buses ____________________ Begin Street?
4. My phone fell into water yesterday and now it’s not working. I really hope the 

store can ____________________ it. 
5. It will ____________________ rain today, so take an umbrella when you go out.
6. When I’m not sure what to do, I ask my parents and best friend for 

____________________.
7. If you’re not 100 percent ____________________ with our products, we will give 

you all your money back.
8. Why do you ____________________ so much? Be happy with what you have!
9. Yes, I can lend you twenty shekels if you ____________________ to give the 

money back to me in a week.
10. The president of the United States has the ____________________ to change 

many things in the world.

SAMPLE
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Language Prep

Fill in each sentence with an acronym or abbreviation from the box below. Use 
a dictionary to help you.

1. If you travel to the ___________, you must visit Buckingham Palace in London.
2. Mira decided to buy a new phone after seeing an ___________ for cheap phones 

in the newspaper.
3. Do you see all the police cars that are escorting* the big black car? There must be 

a ___________ in the black car.
4. Can you please call me back ___________? It’s very important.
5. My favorite subjects are biology and ___________.
6. If you have any complaints, please write us at ___________ 32243, Jerusalem.
7. Most of the countries of the world are part of the ___________.
8. Everything is ___________. There’s no need to worry.
9. I don’t have any cash. Is there an ___________ in the area?
10. To enter the Knesset, you must show your ___________.

*are escorting = מלווים

“Every CEO has assistants …” :בשורה 19 כתוב

CEO נכתב באותיות גדולות היות והוא ראשי תיבות (acronym) — האותיות הראשונות 
של צירוף מילים )שימו לב שלא כל ראשי התיבות נכתבים באותיות גדולות(. ראשי 
התיבות CEO הם של המילים chief executive officer )מנכ"ל/ית(, אבל בימינו אלה 

מקובל יותר להשתמש בראשי התיבות מאשר בצירוף כולו.

ישנם ראשי תיבות רבים באנגלית, היות והרבה יותר קל לזכור מילה קצרה אחת 
מאשר צירוף ארוך בן מספר מילים. למשל: intelligence quotient = IQ / מנת משכל,   

deoxyribonucleic acid = DNA / דנ"א.

ישנם גם קיצורים רבים באנגלית (abbreviations), כלומר, מילים ארוכות שקוצרו. 
למשל: במתכונים — kg בא במקום kilogram, או .t במקום teaspoon )כפית(. בדרך 
כלל אנחנו כותבים .Mr במקום Mister ו-.Dr במקום Doctor )כאשר מילים אלה 

משמשות כתואר שאחריו בא שם(.

טיפ: ראשי התיבות והקיצורים הנפוצים ביותר מופיעים במילון!

ASAP – UN – ad – VIP – ID – P.O.B. – ATM – UK – math – OK

SAMPLE


