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1. Make the best choice to complete the following sentences. (#t 15 43,15 /N, /M 1 43)

1.

A: Oh, by the way, howam I  pay for the calls I make?

B: Don’t worry. They will be charge to your room.

A. suppose to B. supposing to C. supposed to D. being supposed to

A: The restaurant is open all day. Just call room service with your order.

B: Well, there dosen’t seem  a menu in the room.

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

The lining of my suitis . It might get worse during the wash.

A. driving off B. coming off C. packing off D. seeing off

If you’re a person who uses when you speak, such as “uh huh”, “um”, or phrases

such as “like” or “you know”, train yourself carefully not to use these when you speak on

the phone.

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

If they don’t pass the test, this telephone answering tips list with them.

A. turn over B. give over C. go over D. leave over

When you can show concern what matters to your customer, that’s Business to

Customer Loyalty, and you’ve just gained a customer for life.

A. of B. that C. on D. about
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7.

9.

10.

11.

12.

13.

14.

Currently, Pudong International Airport accommodates an average of over 400 aircraft

movements per day, about 60% of the total aircraft movement of Shanghai.
A. accounts for B. account for
C. accounting for D. is accounted for

the ever growing popularity of Chinese kung fu movies, Chinese martial arts are

attracting more and more people from all over the world to China.

A. If only B. Thanks to C. Keep in mind D. Regardless of
Today is our National Day. And we have a week to celebrate it.
A. work off B. off work C. work of D. of work

The 21th Century began with the development of rail transportation, with cooperation
Germany and China points toward the development of the Eurasian Land-Bridge.
A. it B. that C. what D. which

Qigong can send the extra body energy from where the body needs it the least to where
the body needs it the most, and thus achieve balance in ;

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

It is this department that the guests’ vacation or business and, indeed, the

hotel’s operation itself are made or ruined.

A. under B. with C. within D. in
As the bus the station there was a rush to get seats.
A. pulled into B. got C. arrived at D. got into

The view from the other side of the mountain was even more

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

Many people practice wushu for health benefits and either fighting ability or
“machismo”.

A. not very concerned about B. are not very concerned about

C. not very concerned with D. are not very concerned with

. Read the passage and choose the best answer for each of the following. (£ 10 4,5 /N, &

N 2 47)

Good customer service is the bread and butter of your business. There are several

business success secrets, and all of them relate to a good customer service.
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Secret Number One — “The Customer Is Always Right.” If a customer comes to you
about a complaint, be very serious about how you handle it. Is the customer upset and
angry? First, calm him with words and action and show that you are serious about doing
something to solve the problem. Even if it is obvious that he’s wrong, sometimes it’s better
for repeat business to take the loss and compensate the customer.

Then, when your customer is satisfied that his complaint has been properly addressed,
thank him for bringing the problem to your attention. Remember, no amount of advertising
can repair the damage done by failing to properly address a customer’s concern. Even more
damaging to a small business is the “silent complainer.” That’s the customer who simply
walks out of your shop without saying a word, and you never see him again. These silent
complainers have friends. And their friends have friends.

Secret Number Two —Be honest with your customer. If your customer even suspects
that you are trying to cheat him, you can kiss that customer goodbye—for ever! Were you
lucky enough to buy something from a wholesaler at a discount price? Instead of improving
your bottom line, pass that saving on to your customer. This will strengthen your customers
trust in you so that, in the future, your customers will know where to come for real savings.
Did you manage to pick up some out of date or reject item? Don’t try to sell it to your
customers at a regular price without at least telling them that it”s a reject or of lower
quality.

If your customer asks you for advice on a product, don’t try to sell him the item that
best enhances your bottom line. Sell him the item that’s best for your customer. In the long
run, your bottom line will thank you for having made this choice.

Secret Number Three —Educate your staff to be equally as concerned about your
customers as you are. Suppose you walk into a hardware store and ask the young clerk for
some rubber cement.

“You mean, a toy for babies?”

“No,” You repeat. “I want a bottle of rubber cement.”

He obviously doesn’t know what you are talking about. However, rather than finding
out what rubber cement is, he gives you a strong look, then turns his back and goes on to

serve another customer. Needless to say, after that incident you will take all your hardware
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business elsewhere.

A final bit of advice about customer service; “If you aren’ t taking care of your
customers, your competitors will. ” Print that advice out in large, bold letters and paste it
above your cash register.

16. The phrase “bread and butter”(Line 1, Paragraph 1) most probably means

A. concern B. necessity

C. secret D. catalyst
17. What should you do at first if a customer comes to you about a complaint?

A. You should thank him for bringing the problem to your attention.

B. You should point out his fault if it is obvious that he is wrong.

o

You should calm your coustomer with words and action and show that you are
serious about the event.
D. You needn’t do anything, because it’s his fault.
18. Which of the following is not ture if you are honest with your customers?
A. Your customers will walk out of your shop without saying a word.
B. It will strengthen your customers trust in you.
C. Your customers will know where to come for real savings in the future.
D. It contributes to successful business.
19. How do you explain the statement “After that incident you will take all your hardware
business elsewhere”?
A. Because the hardware store doesn’t have the thing what I need.
B. There are many competitors.
C. The staff doesn’t know what customers are talking about.
D. Because the customer isn’t satisfied with the service in that hardware store.
20. Which of the following is the best title for this text?

A. How to Treat Your Customers?

B. How to Treat Your Staff?
C. Three Secrets of Good Customer Service
D. Three Secrets of Successful Business
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II. Match each word in the column on the left with its meaning in the column on the right. (Zt

10 3,10 /NGB, B/NE 1 49)

21. recipient a. fasten by sewing; do needlework

22. reinforce b. the act of gambling

23. lining c. a person who gets something

24. stitch d. consisting of separate interconnected parts
25. spying e. short account of an incident

26. cliche {. keeping a secret or furtive watch

27. wager g. make stronger

28. anecdote h. any structure that makes progress difficult

29. obstruction 1i. a trite or obvious remark

30. composite j. a piece of cloth that is used as the inside surface of a garment

IV. Choose a correct phrase to complete each of the following sentences, Change the form where
necessary. (1t 16 4,8 /N3, /1 GE 2 47)

a. rub salt into one’s wounds

b. stand the test of

c. distinguish from

d. break the ice

e. in the case of

f. adapt into

g. bring up

h. as of

31. If the plan is such a good plan ... itcan  time.

32. She hopes only that her card will cover her ~ illness.

33. I really worry about her, but I know if I~ therapy, she will stop speaking to me.
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34.

36.
37.

38.

39.
40.
41.

42.

43

44.

47.

He spoke very rudely to her in front of her friends and then, to , he began to

laugh at her.

. Superficially, it was hard to a real iPhone and it seemed the counterfeiters could

be using the shells intended for the assembly of authentic units.
These children’s books are so exciting that they deserve to films.
But this year, advisers must register so the agency knows who they are.

I knew inside what an opportunity this was. so despite my fear, I got up the courage to

and ask my question.

. Translate the following sentences into English. (it 32 4,8 /NG, B/ {0 4 4)
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. Translate the following paragraph into good Chinese. (17 %)

Beijing International Hotel has 1,008 comfortable and well-appointed guest rooms. Well
trained staff will make sure that you have a unforgettable stay in Beijing and that all your
needs are taken care of. The hotel rooms are designed by a well-known international
architect firm and are equipped with broadband Internet access and a functional writing
desk. From the room’ s full length window you will have an amazing view of the
Forbidden City in the west, the famous Chang’ an Street in the south, the central
business district of Beijing in the east and the “siheyuan” traditional courtyard houses in

the north.
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