
                             绝密 ★ 考试结束前

浙江省2015年10月高等教育自学考试

旅游英语试题
课程代码:06010

  请考生按规定用笔将所有试题的答案涂、写在答题纸上。

选择题部分

注意事项:

  1.答题前,考生务必将自己的考试课程名称、姓名、准考证号用黑色字迹的签字笔或钢笔

填写在答题纸规定的位置上。

  2.每小题选出答案后,用2B铅笔把答题纸上对应题目的答案标号涂黑。如需改动,用橡

皮擦干净后,再选涂其他答案标号。不能答在试题卷上。

Ⅰ.Makethebestchoicetocompletethefollowingsentences.(共15分,15小题,每小题1分)

1.A:Oh,bytheway,howamI   payforthecallsImake?

B:Don’tworry.Theywillbechargetoyourroom.

A.supposeto B.supposingto C.supposedto D.beingsupposedto

2.A:Therestaurantisopenallday.Justcallroomservicewithyourorder.

B:Well,theredosen’tseem    amenuintheroom.

A.tobe B.having C.to D./

3.Theliningofmysuitis   .Itmightgetworseduringthewash.

A.drivingoff B.comingoff C.packingoff D.seeingoff

4.Ifyou’reapersonwhouses   whenyouspeak,suchas“uhhuh”,“um”,orphrases

suchas“like”or“youknow”,trainyourselfcarefullynottousethesewhenyouspeakon

thephone.

A.filler B.slang C.jargon D.simmer

5.Iftheydon’tpassthetest,   thistelephoneansweringtipslistwiththem.

A.turnover B.giveover C.goover D.leaveover

6.Whenyoucanshowconcern   whatmatterstoyourcustomer,that’sBusinessto

CustomerLoyalty,andyou’vejustgainedacustomerforlife.

A.of B.that C.on D.about
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7.Currently,PudongInternationalAirportaccommodatesanaverageofover400aircraft

movementsperday,   about60%ofthetotalaircraftmovementofShanghai.

A.accountsfor B.accountfor

C.accountingfor D.isaccountedfor

8.   theevergrowingpopularityofChinesekungfumovies,Chinesemartialartsare

attractingmoreandmorepeoplefromallovertheworldtoChina.

A.Ifonly B.Thanksto C.Keepinmind D.Regardlessof

9.TodayisourNationalDay.Andwehaveaweek   tocelebrateit.

A.workoff B.offwork C.workof D.ofwork

10.The21thCenturybeganwiththedevelopmentofrailtransportation,withcooperation

GermanyandChina   pointstowardthedevelopmentoftheEurasianLand-Bridge.

A.it B.that C.what D.which

11.Qigongcansendtheextrabodyenergyfromwherethebodyneedsittheleasttowhere

thebodyneedsitthemost,andthusachievebalancein   .

A.metabolism B.idealism C.materialism D.socialism

12.Itis   thisdepartmentthattheguests’vacationorbusinessand,indeed,the

hotel’soperationitselfaremadeorruined.

A.under B.with C.within D.in

13.Asthebus   thestationtherewasarushtogetseats.

A.pulledinto B.got C.arrivedat D.gotinto

14.Theviewfromtheothersideofthemountainwasevenmore   .

A.productive B.decisive C.positive D.impressive

15.Manypeoplepracticewushuforhealthbenefitsand    eitherfightingabilityor

“machismo”.

A.notveryconcernedabout B.arenotveryconcernedabout

C.notveryconcernedwith D.arenotveryconcernedwith

Ⅱ.Readthepassageandchoosethebestanswerforeachofthefollowing.(共10分,5小题,每

小题2分)

  Goodcustomerserviceisthebreadandbutterofyourbusiness.Thereareseveral

businesssuccesssecrets,andallofthemrelatetoagoodcustomerservice.

)页6共(页2第 题试语英游旅 #01060



SecretNumberOne— “TheCustomerIsAlwaysRight.”Ifacustomercomestoyou

aboutacomplaint,beveryseriousabouthowyouhandleit.Isthecustomerupsetand

angry? First,calmhimwithwordsandactionandshowthatyouareseriousaboutdoing

somethingtosolvetheproblem.Evenifitisobviousthathe’swrong,sometimesit’sbetter

forrepeatbusinesstotakethelossandcompensatethecustomer.

Then,whenyourcustomerissatisfiedthathiscomplainthasbeenproperlyaddressed,

thankhimforbringingtheproblemtoyourattention.Remember,noamountofadvertising

canrepairthedamagedonebyfailingtoproperlyaddressacustomer’sconcern.Evenmore

damagingtoasmallbusinessisthe“silentcomplainer.”That’sthecustomerwhosimply

walksoutofyourshopwithoutsayingaword,andyouneverseehimagain.Thesesilent

complainershavefriends.Andtheirfriendshavefriends.

SecretNumberTwo—Behonestwithyourcustomer.Ifyourcustomerevensuspects

thatyouaretryingtocheathim,youcankissthatcustomergoodbye—forever! Wereyou

luckyenoughtobuysomethingfromawholesaleratadiscountprice?Insteadofimproving

yourbottomline,passthatsavingontoyourcustomer.Thiswillstrengthenyourcustomers

trustinyousothat,inthefuture,yourcustomerswillknowwheretocomeforrealsavings.

Didyoumanagetopickupsomeoutofdateorrejectitem? Don’ttrytosellittoyour

customersataregularpricewithoutatleasttellingthemthatit’sarejectoroflower

quality.

Ifyourcustomerasksyouforadviceonaproduct,don’ttrytosellhimtheitemthat

bestenhancesyourbottomline.Sellhimtheitemthat’sbestforyourcustomer.Inthelong

run,yourbottomlinewillthankyouforhavingmadethischoice.

SecretNumberThree —Educateyourstafftobeequallyasconcernedaboutyour

customersasyouare.Supposeyouwalkintoahardwarestoreandasktheyoungclerkfor

somerubbercement.

“Youmean,atoyforbabies?”

“No,”Yourepeat.“Iwantabottleofrubbercement.”

Heobviouslydoesn’tknowwhatyouaretalkingabout.However,ratherthanfinding

outwhatrubbercementis,hegivesyouastronglook,thenturnshisbackandgoesonto

serveanothercustomer.Needlesstosay,afterthatincidentyouwilltakeallyourhardware

)页6共(页3第 题试语英游旅 #01060



businesselsewhere.

Afinalbitofadviceaboutcustomerservice;“Ifyouaren’ttakingcareofyour

customers,yourcompetitorswill.”Printthatadviceoutinlarge,boldlettersandpasteit

aboveyourcashregister.

16.Thephrase“breadandbutter”(Line1,Paragraph1)mostprobablymeans   .

A.concern B.necessity

C.secret D.catalyst

17.Whatshouldyoudoatfirstifacustomercomestoyouaboutacomplaint?

A.Youshouldthankhimforbringingtheproblemtoyourattention.

B.Youshouldpointouthisfaultifitisobviousthatheiswrong.

C.Youshouldcalmyourcoustomerwithwordsandactionandshowthatyouare

seriousabouttheevent.

D.Youneedn’tdoanything,becauseit’shisfault.

18.Whichofthefollowingisnottureifyouarehonestwithyourcustomers?

A.Yourcustomerswillwalkoutofyourshopwithoutsayingaword.

B.Itwillstrengthenyourcustomerstrustinyou.

C.Yourcustomerswillknowwheretocomeforrealsavingsinthefuture.

D.Itcontributestosuccessfulbusiness.

19.Howdoyouexplainthestatement“Afterthatincidentyouwilltakeallyourhardware

businesselsewhere”?

A.Becausethehardwarestoredoesn’thavethethingwhatIneed.

B.Therearemanycompetitors.

C.Thestaffdoesn’tknowwhatcustomersaretalkingabout.

D.Becausethecustomerisn’tsatisfiedwiththeserviceinthathardwarestore.

20.Whichofthefollowingisthebesttitleforthistext?

A.HowtoTreatYourCustomers?

B.HowtoTreatYourStaff?

C.ThreeSecretsofGoodCustomerService

D.ThreeSecretsofSuccessfulBusiness
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非选择题部分

注意事项:

  用黑色字迹的签字笔或钢笔将答案写在答题纸上,不能答在试题卷上。

Ⅲ.Matcheachwordinthecolumnontheleftwithitsmeaninginthecolumnontheright.(共

10分,10小题,每小题1分)

21.recipient  a.fastenbysewing;doneedlework

22.reinforce b.theactofgambling

23.lining c.apersonwhogetssomething

24.stitch d.consistingofseparateinterconnectedparts

25.spying e.shortaccountofanincident

26.cliche f.keepingasecretorfurtivewatch

27.wager g.makestronger

28.anecdote h.anystructurethatmakesprogressdifficult

29.obstruction i.atriteorobviousremark

30.composite j.apieceofcloththatisusedastheinsidesurfaceofagarment

Ⅳ.Chooseacorrectphrasetocompleteeachofthefollowingsentences.Changetheformwhere

necessary.(共16分,8小题,每小题2分)

a.rubsaltintoone’swounds

b.standthetestof

c.distinguishfrom

d.breaktheice

e.inthecaseof

f.adaptinto

g.bringup

h.asof

31.Iftheplanissuchagoodplan...itcan   time.

32.Shehopesonlythathercardwillcoverher   illness.

33.Ireallyworryabouther,butIknowifI   therapy,shewillstopspeakingtome.
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34.Hespokeveryrudelytoherinfrontofherfriendsandthen,to   ,hebeganto

laughather.

35.Superficially,itwashardto   arealiPhoneanditseemedthecounterfeiterscould

beusingtheshellsintendedfortheassemblyofauthenticunits.

36.Thesechildren’sbooksaresoexcitingthattheydeserveto   films.

37.But   thisyear,advisersmustregistersotheagencyknowswhotheyare.

38.Iknewinsidewhatanopportunitythiswas,sodespitemyfear,Igotupthecourageto

   andaskmyquestion.

Ⅴ.TranslatethefollowingsentencesintoEnglish.(共32分,8小题,每小题4分)

39.所有的消费都记入你的房间费用,在您离开时再结算。

40.这和你们城里最好的五星级宾馆的声誉不相称。

41.我应该怎样为我逗留期间接受的所有服务付费?

42.因为电报封面没有收报人姓名,服务台为了查对姓名而拆开的。

43.我妻子被运送行李的电梯发出的嘈杂声弄醒了几次。

44.请告诉我们或在洗衣单上写明您的衣服是否需要熨烫(iron)、水洗、干洗或缝补,还要写明

何时需要取衣服。

45.因为您房间里的空调不能很快修理好,您介意换一间客房吗?

46.口齿清楚,言语流畅是很必要的,因为这些雇员直接与酒店客人和公众交谈,经常使用电话

和公共演说系统。

Ⅵ.TranslatethefollowingparagraphintogoodChinese.(17分)

47.BeijingInternationalHotelhas1,008comfortableandwell-appointedguestrooms.Well

trainedstaffwillmakesurethatyouhaveaunforgettablestayinBeijingandthatallyour

needsaretakencareof.Thehotelroomsaredesignedbyawell-knowninternational

architectfirmandareequippedwithbroadbandInternetaccessandafunctionalwriting

desk.Fromtheroom’sfulllengthwindowyouwillhaveanamazingviewofthe

ForbiddenCityinthewest,thefamousChang’anStreetinthesouth,thecentral

businessdistrictofBeijingintheeastandthe“siheyuan”traditionalcourtyardhousesin

thenorth.
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