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#1H 1: —Hello, is that service center? Theelevator of our apartment doesn’

t work.

: Oh, Idon ’ tknow what ’~ s wrong with it.

; Sorry, I 7 1l have it checked out at once.

; Ok, Isee.

\%\

=% % Sorry,1 ’ Il have it checked out at once.

# B 2: —Why do you look unhappy. What ’ s the matter?

: I’ msatisfied with the good performance of the radio I’ ve just bought.

;1 7 m glad to have bought this radio at such a price.

1MW



;1 7 m rather disappointed with the poor quality of the radio I " ve just
bought.

Z %4 %: 1’ mrather disappointed with the poor quality of the radio I

ve just bought.
# B 3: —Customer: We have ordered for almost one hour. Why is it so hard

to get our dishes ready in your restaurant?

— Waiter:

:1 7 mreally sorry about that.
:Idon ’ tthink it " s hard.
; You ~ 11 get it next time.

5% % %: 1’ mreally sorry about that.
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# H 4: We are under to finish the task within such limited time.

: line

, pressurc

; expectation
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5L R pressure



#E 5: Idon ’ tknow . Ijust arrived here two minutes ago.
: what ” s going on

; how is going on

; who 1s going on

%A %2 . what’ s going on

ALE 6: =, BB FAETEwEL, REXEAZMAA B CA&TTiE
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Imagine this situation: you have bought a faulty item from a shop and you
take {A. them; B. it; C. him} back to complain. You go directly to the
shop assistant and tell them your problem. They say they cannot help you,
{A. which; B. it; C. that} makes you angrier, to the point perhaps where
you start insulting the poor shop assistant. RESULT: This willdo  you no
{A. comments; B. interests; C. favours}, like getting any compensation,
or even a refund. If you go directly to the first person you see within
the organization youare complaining about, you maybe wasting your time
{A. as; B. if; C. when} they maybe powerless to take any action or provide
you {A. to; B. with; C. for} a solution. So the important lesson to be
learnt is to makesure firstly that you are speaking to the relevant person,

the one who has the authority to make decisions.

HAEAE, FlEA 1. B.it;  FE A 2: A.which; FE# 3. C.favours; T
| 4. A.as; Ta# 5: B.with



—Neither do I. Look at our community, it is such a mess.

: Our service center don "t offer much help for us.

)

; Ireally don t think our service center is satisfying.

;1 7 m slightly satisfied with our service center.

W

# 4 %: Treallydon ’ tthink our service center is satisfying.

—That’ s great!

: What are you going to eat at the Mexican restaurant

; When are you going to dinner at the Mexican restaurant

; How about going to dinner at the Mexican restaurant tonight

% 7% & %2 : How about going to dinner at the Mexican restaurant tonight

\}\/\

71 B 9: We feel with the inconvenience the service center brought us.

: disappointed

; worried



; surprised

W

= % % disappointed

B 10:1t is only by agreeing with their view point and that you will resolve

the situation and send the customer away happy.
: suggesting a possible solution
; suggest a possible solution

; suggested a possible solution

W

% % % . suggesting a possible solution
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1. Focus groups are representatives of customers whose job 1s to provide

you with information on their needs and preferences. {A; B; C}

A BE/NARBEMNNRE, W10 ITIEREMHNT KM EFRESTE,

B. B R/NEBER N, M1 TEES PR HF KA E4,

C. BR/ANEEBENARRZ, W11 TR R R M1 F R EZ4.
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2. Angry customers tend to aim their dissatisfaction and complaints at staff
members. {A; B; C}

A BEBBEAEE 2L R T LB MATRM 1wHAERE E AT

B. 5% B BB T KRS 5 Ty 1 A 4 AR S BE AT .

C. MR E & = T8 57 TH T mA 2% 4 & B AT .

3. You will do everything within your power to try and resolve the
situation. {A; B; C}

A, R ERAE B AR — 0% 1 #R R 19 #L

B. M2 ERITHEAWR—TH AR AL,

C. Ra A EREAR—ITH MR,



4. Having patience with your customers and with yourself will go a long

way in winning over hostile customers.{A; B; C}

A, FTUE R B O 0K AR K BB B R A AR T R T AE Ry X

B. XEEAX B TR W LKA AT A R BUE S IR TRy SCRF 7 AR A Bl

C. XBEAR B TH W QK 2R i £ S BUE IR TAREY S

5. To communicate precisely what you want to say, you have to frequently
need to define key words. {A; B; C}

A ZRFAREHREARR, QTR XK,

B. RERME NI 8y R RIS AEER T L AR,

C. BWHRLINAT, FAATW =X KEIA.
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EEE: FHF 1 C, FFRA 2: A; FFEA 3: A; FlE 4: B; FlE#L 5:
C
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# B 12: The more information you can get,in your field.

: the more competitive will you be

; you will be the more competitive

; the more competitiveyou will be

\%V

%2 % % . the more competitiveyou will be

AUE 13: =, FEEME. A TEHNEX, REXENZRTHAY, THT “T7

Feedback from your customers is very important. The more information you
have from them, the more competitive you will be in your field. The
following techniques will help you know what the customers think of your

business.

1. Ask your customers directly and cater to their wishes. This is the
simplest way to find out what people want from your service or product.
Whenhotel customers are asked what they want for their breakfast and then

the hotel staff are asked what they think the customer wants, the answers

are quite different.

2. Be a customer yourself and find out what your customers experience when
they use your service. This i1s one of the most obvious but underused ways
for getting feedback. For example, you can act as one of the customers

in a wheelchair, and see how you " re treated.



3. Use a focus group.Focus groups are representatives of customers whose

job is to provide you with information on their needs and preferences.

4. Use questionnaires  and surveys.This is one of the most well-established

feedback techniques. When well-conducted, they usually work well.

5. Encourage your front-line staff to build strong relationships with
customers. Your front-line staff are the most resourceful and reliable,
as well as the least costly, of your customer feedback sources. Their
communication with the customers will become important information for

improving customer care.

Youmaydeliver the best service in the world. But if it i1s not what people
want, you ~ re wasting your  time. Implement one, two, three or all of the

above techniques, and your service and product will improve overnight.

1. Hotel customers and hotel staff think the same about breakfast.{T; F}

2. Agood or bad experience of a customer in a wheelchair in your shop shows

whether your service is good or not.{T; F}



3. It ° s not necessary to knowabout the customers ~ needs and preferences.
I F

4. Questionnaires are useful in getting feedback from customers. {T; F}

5. Front-line staff have nothing to do with improving customer service.{T;
F}
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FEA 1. F; FEA 2. T, FlEA 3: F; FHE 4: T; FEA 5:

71 B 14: The heating system of our apartment broke down so Imade a

call to the community service center.
: discussion
; complaint

; praise

W

% 2. complaint

71 H 15: They promised the car for us.
: repairing

; repaired



#LE 16: Weit very muchthat you’ ve come to give us atimely ride. Otherwise
we would miss the train.

: appreciate

, expect

B 17 =, FmEM: FETENE, REXEAZA A B, C=A®EIF
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Angry customers tend to aim their dissatisfaction and complaints at staff
members. If this happens to you, you should remember that they are actually
expressing their dissatisfaction about the company and not about you as
an individual.  But if you wish to be successful in any business, then you
have to learn how to handle angry customers. Listed below are a few
guidelines to help you develop your ownpersonal strategy for dealing with

angry customers:

Never argue back.You must stay calm and aim to satisfy the customer even

in the most difficult situations. It is only by agreeing with their view



point and suggesting a possible solution that you will resolve

situation and send the customer away happy.

the

Use your ears more than your mouth.Make sure you listen more than you speak.

By listening carefully, you will be able to understand why the customer

1s complaining, so that satisfactory steps can be taken.

Show that you care:Use every opportunity to express your apology and

understanding. You have to show that you will do everything within your
power to try and resolve the situation. This exhibition of your concern
will win the customer over. There will be a significant change in their

behaviour.

Control your anger and be patient.Learn to relax and calm yourself.
patience with your customers and with yourself will go a long way in

winning over hostile customers.

The above guidelines are very useful in every situation 1n life and you
can successfully tackle hostile circumstances by following them. If you

follow the above tips, you are on your way to succeeding in your career.

. At whomdo angry customers tend to aim their dissatisfaction
complaints? {A; B; C}

A. staff members

12
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B. company managers

C. those who accompany them

2. When a customer shouts rudely at you, you should {A; B; C}.

A. argue back and protect yourself

B. keep quiet and leave the customer alone

C. keep calm and listen carefully to the customer

»

3. The underlined sentence “Use your ears more than your mouth means
{A; B; C}.

A. Your mouth is not more important for you than your ears.

B. You should listen more than you speak.

13



C. You should talk more than you listen.

4. Whendealing with an angry customer, which is NOTthe nght attitude?{A;
B; C}

A. Be concerned.

B. Be patient.

C. Be amused.

5. Which of the following statements is true according to the passage?{A;
B; C}

A. When the customers complain, you needn "t listen carefully.

B. Youneedn ’ tsay sorry to those angry customers.

14



C. You should relax yourself and try to understand the angry customers.

EEE: TEMAL: A FEA 2: C FEMA 3: By TEA 4: C; TFHA 5:
C

W

#1 H 18: Our workers have been checking the heating system since you called

us. Iyou it will perform well soon.
: argue
; affect

; assure

W

£ 2. assure

71 B 19: They since last night. They are about to finish the work.
: are cleaning the system
; have been cleaning the system

; had cleaned the system

\%\

# 4 % : have been cleaning the system
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FLE 1: — What vegetables are in season now?
—Radish and carrot ,

: [ know

; I see

; I think

S K2, Ithink

AE 2: — Jackwon ’ tlike the film, you know.

— I don >t care what Jack thinks!

:Sowhy 7

; So what?

M E 3: 1s known to all, too much fat causes heart problems.

It

% 16 W



#LH 4: Themachine this morming for no reason.
: broke off
; broke out

; broke up

\ﬁ\/\

5>/ 2. broke out

#H 5: All things , the planned flight will have to be cancelled.
: be considered
; considered

; considering

W

o .
£ 2. considered

ME6: —. whHEMRE



LY, REMEASERTAEE (BHE 10 4.

TASK4 TEST.MP3
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1. The problem with Koukou Old Yogurt is that it contains AA;
B; C}

A. processed food

B. leather products

C. industrial gelatin

2. We can infer from the dialog that lead is .{A; B; C}




A. aheavy metal

B. processed food

C. a company manager

3. According to Michael, food safety problems can " tbe prevented because
{A; B; C}

A.therearen ’ tany industrial standards

B. the industrial standards are too high

C. the industrial standards are too low

4. Melinda ’ s solution to the food safety problem is . {A; B;
C}

A. punishing the companies concerned severely



B. sending a text message to the companies concerned

C. sending a text message to all the other companies

5. In the dialog, send a clear message to means to . {A; B;
C}
A. publish
B. warn
C. inform
SAER: TFAL: C TFRA 2: A; FEA 3: C; FFA 4: A; FIA 5:
B
1B 7: — If you invite a Muslim to dinner, what are you advised not to

order for him?

. chicken

% 20 W



#1H 8: — Do youmind if  smoke here?

: No, thanks.

; Yes, please.

; Yes, better not.

\§\\\>

5 4 % Yes, better not.

®LE 9: Thisis the book I have learned a lot.

: to which

; by whom

; from which

%2l W



#H 10: I don’ t think anyone can accuse him not being honest.

- of

; with

; about

%
e
m
M
=

#1EH 11: We have spent all of our spare time, , OUr spare money, on

the project.

. dS soon as

; as long as

; as well as

W

£ 2. aswell as

BE12: —. WwHER
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