
Unit Seven    Home Appliance 
Information Related to Oral Communication

★ To lodge complaints and claims 
1.  I’m sorry to say this but your food is inedible.

　 我真不好意思这么说，不过你们的菜简直没法吃。

2.  I’m afraid I must tell you that your customer service was very rude.

　　我恐怕不得不跟你说说，你们客服的态度太粗暴了。

3.  There seems to be a problem with my air conditioner.

　　我的空调可能有问题。

4.  I have to make a complaint about the VCD made by your company.

　　我不得不投诉你们公司生产的VCD。

5.  I can’t put up with all this anymore!

　　我再也忍不了了!

6.  I was very disappointed when, after only two weeks, my washing machine broke 

down.

让我感到失望的是我的洗碗机在使用两周后出现故障。

7.  Unfortunately it looks like batch No. 993 and 994 all have the same problem. 
　　不幸的是，看起来993和994两批都有这一问题。

8.  This is our initial order with you and we are far from satisfied.

这是我们第一个订单，但是差强人意。

9.  The goods are not up to the usual standards.

产品未达到一般水准。

10.  Your goods cannot be accepted as they differ from your samples.

你们的产品与样品有很大的出入，我们难以接受。

11.  The quality of this lot of goods is so far below the standard that we cannot use them for our purpose.

     这批货物的质量与标准相距甚远，我们无法使用。

★ To handle complaints and claims 

1.   I’ll manage to solve the problems at once. 

     我会想办法马上解决问题的。

 2.   We’ll look into the matter immediately. 

     我们会马上调查这件事情。

3.    I’m awfully sorry, sir. Please accept my apology on behalf of the company. 

     非常抱歉，先生。我代表公司向您道歉。

4.  We apologize for the mistake. It won’t happen again. 

     我们对我方的失误表示道歉。此类事件不会再发生了。

5.  We apologize for the mix-up. We’ve sorted things out now. 

     很抱歉造成了这种混乱。我们已经进行了整理。  

6.  I am sorry to hear of the problems you have had with our products.

    很报歉我们的产品出了问题。

 7.  Please return the entire order to us. We will give you a full refund.

   请将整单货退给我们。我们将会给您全额退款。

 8.  We would like to offer you a discount to apologize for your inconvenience.

   对于给您带来的不便，我们愿意提供折扣您表达歉意。

 9.   We regret the difficulties you have had.

   对于您所遇到的困难我们深表遗憾。

 10.  Thank you for calling our attention to...

   感谢您提请我们对…的关注。

11.  We agree to replace the defective products for you.

我们将为您更换有缺陷的产品。

12. We regret the mistake in accounting and are crediting your account with the difference.

    对此账单错误我们深表遗憾，我们将把差额汇入您的帐户。

★ How to solve consumer problems
  Living in a consumer-based society can prove lucrative for small, medium, large, and corporate businesses. Many law provisions protect consumers from iffy business transactions; however, rarely do any of us actually complain about these problems. According to a consumer complaint survey conducted by several government- sponsored consumer protection agencies in 2010, the recession-struck U.S. has posed problems for 252,000 consumers who complained about credit, debt, and auto-related business transactions. In addition, fraud climbed into the ranks of the top ten complaints, which also included home improvement contracts, retail sales, utilities, services, Internet sales, household goods, and home solicitations. Other complaints involved inadequate contractual disclosures, medical billing problems, financial “recovery” services, identity theft, wireless television services, wiring fraud, and tax-related scams. All of these complaints have caused concern for local, state, and federal agencies; therefore, consumers should take preventative action against fraudulent and unsatisfactory business transactions.

   ONE: Contact the Business Immediately
  Consumers should contact the seller in an attempt to directly resolve any problems from previous business transactions. Log the details of the conversations by retrieving the name of the representative and what the company promises to do as means to resolve the complaint. If the representative fails to offer a solution, then escalate the claim to the company headquarters. In some cases, the consumer may need to contact the manufacturer for a rebate or replacement. Many companies have a toll-free telephone number to their customer service department in the event a business transaction goes haywire. Customer service managers often thrive on these situations, because it helps identify existing and prospective problems that can destroy a business.

   TWO: Write a Formal Letter of Complaint
  If the aforementioned steps fail to bring about a change, then the next step involves writing a formal letter of complaint. The formal letter of complaint should be clear, concise, and factual. It should include the consumer’s personal details, the company’s personal details, a formal greeting, a body stating the exact details of the case, and then a formal salutation. Consumers should include copies of all relevant documents concerning the complaint, including repair orders, sales receipts, warranties, contracts, canceled checks, and any written correspondence between the consumer and company. Send the letter via certified mail, and submit a request for a return receipt. A few extra dollars will provide proof that the company received the formal letter of complaint. It will also provide the signature of the person who signed for it.

   THREE: Contact the Existing State and Local Organizations
  If the company fails to find a resolution for the complaint, then the consumer should contact their local, state, and federal agencies for proper intervention. Check the local telephone directory for a complete list of names, addresses, and phone numbers of the corresponding offices that handle consumer protection services. For instance, the state attorney general usually has a department that specifically deals with consumer protection cases. Other organizations to contact include the local consumer protection office, the Better Business Bureau (BBB), the local postmaster, and the local media outlets. Contact the Federal Information Center listed in the telephone directory under the category entitled “United States Government” for all federal inquiries.

Information Related to Reading Passages 
Passage 1

   Interactive television (also known as ITV or iTV) is a form of media convergence, adding data services to traditional television technology. Throughout its history, these have included on-demand delivery of content, as well as new uses such as online shopping, banking, and so forth. Interactive TV is a concrete example of how new information technology can be integrated vertically (into established technologies and commercial structures) rather than laterally (creating new production opportunities outside of existing commercial structures
The first patent of interactive connected TV was registered in 1994, carried on 1995 in the USA.  It clearly expose this new interactive technology with content feeding and feedback through global networking. User identification allows interacting and purchasing.

Passage 2

   Given a broad usage, the domestic application attached to “home appliance” is tied to the definition of appliance as “an instrument or device designed for a particular use or function”. More specifically, Collins dictionary defines “home appliance” as: “devices or machines, usually electrical, that are in your home and which you use to do jobs such as cleaning or cooking.” The broad usage, afforded to the definition allows for nearly any device intended for domestic use to be a home appliance, including consumer electronics as well as stoves, refrigerators, toasters and air conditioners to light bulbs and water well pumps. Home appliances are electrical/mechanical machines which accomplish some household functions, such as cooking or cleaning. Home appliances can be classified into:

   Major appliances, or white goods

   Small appliances,

   Consumer electronics, or brown goods

   This division is also noticeable in the maintenance and repair of these kinds of products. Brown goods usually require high technical knowledge and skills (which get more complex with time, such as going from a soldering iron to a hot-air soldering station), while white goods may need more practical skills and “brute force” to manipulate the devices and heavy tools required to repair them.

Part Ⅱ Explanation of difficult sentences in reading passages 

Passage 1

1. Interactive TV (ITV) is any television with what is called a “return path”. ( Para. 1 )

Analysis: what is called 意思是所谓的

e.g.  That is what is called easy money, but easy come easy go. 
所谓倘来之物，易来易去。
This is what is called formalism.  

此之谓形式主义。
Translation：任何具有“回路”的电视都可称作互动电视。
2. Through ITV, we can do many things in our own homes, such as Information Retrieval (Internet) and Tele-banking. ( Para. 3)

Analysis:  tele-: at or over a long distance  远程
e.g.  telescope ( for seeing a long way) 望远镜   

teleshopping ( using a computer in one’s home to order goods) 电子购物  

Translation：通过互动电视，我们可以在家里做很多事情，比如说（网上）信息检索和电脑化银行业务。
3. We believe this could lead to families exercising less, and spending most of their time watching television. ( Para. 3)

Analysis: lead to 意思是导致
e.g.  Too much work and too little rest often lead to illness.  
过量的工作和过少的休息会引起疾病。
All roads lead to Rome.  条条大道通罗马。
Translation：我们相信这会导致家庭成员的锻炼减少，其大部分的时间会用来看电视。
4. We strongly feel that communication through ITV can help us reach other people around the world. ( Para. 4 )

Analysis:  reach 意思是与…取得联系
e.g.  Please reach her by telephone. 请用电话与她联系。 
     Can you reach him?  你能联系上他吗？
Translation：我们坚信互动电视的沟通方式可以帮助我们接触世界各地的人们。
5. It seems that ITV is more for entertainment, whereas PCs can be used for running programs. ( Para. 5)

Analysis:  It seems that…此句型实质上是“主+系+表”结构，引导表语从句，表示“看起来…”
e.g.  It seems that his temperature is all right.  他的体温似乎很正常。
It seems that it is more difficult for women to get to the top of the company. 

妇女似乎更难提升到公司的最高职位。
  Translation：互动电视似乎更多地用于娱乐，而电脑则用来运行程序。
Passage 2

1. Brown goods usually require high technical knowledge and skills, while white goods need more practical skills and “brute force” to manage the devices and heavy tools required to repair them. ( Para. 1 )

Analysis:  while  conj. 意思是“而，但是，却”：；在此处表转折 

e.g. The first two services are free, while the third costs £35.00.

前两项服务免费，但是第三项服务要花35英镑。
brute force 强力

e.g. He used brute force to take control.   他靠暴力获得了统治权。
Attempting to gain access to your blog by using “brute-force” password guessing.
通过“强行破解”密码，试图使用你的博客。
Translation：棕色家电通常具备较高的技术知识和技能，而白色家电需要的是更实际的技术以及“强力”来驱动装置，而修理这些白色家电需要大型工具。

2. The largest electronics companies are mostly from Japan and to lesser extent South Korea and Taiwan. ( Para. 11 )

Analysis:  electronics companies  意思是电子公司 电子企业
e.g.  Mike works for an electronics company.  迈克为一家电子公司工作。
I'm an agent of an electronics company.  我是一家电子公司的代理商。
He was appointed as an independent director for Linear Technology, an 
electronics company, in 1988. 
1988年，他被任命为凌力尔特电子产品公司的独立董事.

lesser extent  在较小的程度
e.g.  The same is true, to a lesser extent, for Ireland and Portugal.

爱尔兰和葡萄牙也是如此，只是程度稍轻。
General counseling was also effective, but to a lesser extent. 
一般的咨询也是有效的，但效果较小。
Translation：最大的电子公司大多来自日本，少数来自韩国和台湾。
3. For instance, energy distribution can be managed more evenly so that when the washing machine is on, the oven can go into a delayed start mode, or vice versa. ( Para. 14 )

Analysis:  evenly   adv.  意思是“平坦地； 均匀地； 淡然地”
e.g.  Make sure the paint covers the surface evenly. 
要确保油漆均匀地涂在表面上。
Stand with your legs apart and your weight evenly distributed. 
双腿分开站立，平均分散身体的重量。
Sprinkle sugar evenly over the top of the cake.  把糖均匀地撒在蛋糕上。
I'll try to spread out the work evenly.  我会尽力把工作平均分配.
    vice versa  意思是反过来也一样；反之亦然
e.g.   We gossip about them and vice versa. 
我们议论他们，他们也议论我们。
A man of high birth may be of low worth and vice versa. 
出身高贵的人可能价值低，出身微贱的人可能价值高。
Translation：例如，可以更均匀地分配能源，这样洗碗机开着的时候，微波炉就能进入延迟启动模式，反之亦然。
Important Words 
Passage 1

1. interactive  a. capable of acting on or influencing each other交互的，人机对话的
e.g.  This will make videogames more interactive than ever.
这将使电子游戏的互动性更胜以往。
But with fiber-optic cables, television will become truly interactive. 
有了光纤电缆，电视就可以真正成为交互式的。

interactive graphic systems 交互（式）制图系统

interactivity n. 交互性
2. retrieval  n. (computer science) the operation of accessing information from the computer’s memory检索
e.g.  Make these computerized information retrieval services available to scientists.

     使这些计算机化的信息检索中心能为科学家们服务。 

Select a data retrieval service. 请选择数据检索服务。
3. underestimate   v.  assign too low a value to对…估计不足，低估

e.g.  I think a lot of people still underestimate him. 我觉得很多人仍然低估了他。
The first lesson I learnt as a soldier was never to underestimate the enemy.

作为一名士兵，我学到的第一课就是决不要低估敌人。
underestimate the difficulties of the task  对工作的艰巨性估计不足
    overestimate  v. 过高估计 

4. handicapped  a.  incapacitated by injury or illness有生理缺陷的；智力低下的
e.g.  I’m going to work two days a week teaching handicapped kids to fish.

我将每周工作两天，教残疾儿童钓鱼。

We wanted a handicapped child. 我们领养了一个有残障的孩子。
a handicapped worker 残疾工人
education for the handicapped  残疾人特殊教育
5. entertainment  n. an activity that is diverting and that holds the attention娱乐；文娱节目；表演会；供消遣的东西
e.g.  Solving puzzles is an entertainment for many.

     猜谜对许多人来说是一项娱乐。

The city offers many forms of entertainment.
这个城市提供各种娱乐。
Passage 2

1. preservation   n. the activity of protecting something from loss or danger保存，保留；保护；防腐；维护
e.g.  The police are responsible for the preservation of law and order. 
警察负责维持法律与秩序。
The picture is in an excellent state of preservation. 
这幅画保存得极为完好。
The old building is in good preservation. 这栋旧建筑保存得很好。
2. enamel  n. hard white substance covering the crown of a tooth搪瓷；珐琅；指甲油   

           vt. 给…上珐琅；在…涂瓷漆
e.g.   Teeth have a hard surface layer called enamel.

牙齿有一层叫做釉质的坚硬表层。
The craftsmen enameled the pans.   

工匠们给平底锅上了搪瓷。

3. estate  n.  everything you own; all of your assets (whether real property or personal property) and liabilities财产，遗产，房地产；个人财产；不动产权

e.g.  She gets up early to go to estate sales.  她早起去房地产销售处。

The cultural estate is priceless.  文化遗产是无价的。

Does Canada have estate tax?   加拿大有遗产税吗？
4. necessitate   vt. require as useful, just, or proper 使…成为必要，需要；强迫，迫使
e.g.   It would indeed necessitate strong measures.

这情况确实需要采取强硬的措施。
This is the minimum quantity we necessitate.

这是我们所需要的最小数量。
The current problems of distance education grading teaching necessitate exploring    the teaching model of course team.

当前远程教育分级教学存有的问题是需要探索课程团队的教学模式。
5. network  vt.& vi. an interconnected system of things or people 将…连接成网络； 建立工作关系
e.g.  Nowadays television and radio programs are networked. 
如今电视和广播节目实行了联网。
In business, it is important to network with as many people as possible on a face to face basis. 
在生意场上，通过与尽可能多的人面对面地打交道来建立工作关系很重要。
Key to Exercises 
Task 5:

1. It’s about the damage caused by inadequate packing. 

2. Yes, he has. 

3. New York.

4. In the carrier’s house. 

5. He would investigate the problem and give a satisfactory answer..

Script:

Smith: Hello, Mr. Kim. Nice to see you.

Kim: Hello, Mr. Smith. Glad to see you, too.

Smith: Mr. Kim, our negotiations have been going on very well, but today I’d like to talk with you about something that is getting to be rather a problem.

Kim: Problem? What is it?

Smith: It’s about the damage caused by inadequate packing. Things are like these. I have just received a fax from my home office. It said that the goods shipped in February under Order No.3680 have arrived in New York. But, to our great surprise, they are in damaged condition.

Kim: Really? What’s the trouble then?

Smith: Quite a number of cartons were badly damaged. Many of the men’s shirts were water-stained and some of them were severely destroyed.

Kim: Where are the goods now?

Smith: The goods have been unloaded into the carrier’s house. As they are in such a damage condition, we doubt we will be able to take delivery. For this reason, my head office faxed me yesterday to let me get in touch with you.

Kim: Ok, I will investigate the reason immediately, and give you a satisfactory answer.

Task 6:
1. lead to                        

2. admit the problem

3. a huge step            

4. enjoy doing 

5. Take a trip 

Script:

How to Deal with Your Problems

Problems are everywhere. It’s easy for us to ignore our problems, and pretend that they don’t exist. However, this isn’t healthy and can lead to depression. Here are some steps for handling the problems. 

Step 1

Admit the problem. You can’t get passed the angry and the suppressed grief if you cannot willingly admit the problem. 

Step 2

Talk to someone: a close friend or family member who you know will not judge, but just listen to you. Sometimes, we just want to be heard. They may not know what to say, but having someone around to care for you is a huge step in moving forward.

Step 3

If your depression worsens, or if you are struggling, see a counselor or doctor. Professional help is always advised for serious cases. 

Step 4

Pick up a new hobby. Getting your mind off the problem and onto something you enjoy doing is a good idea. Maybe get some friends involved in your new hobby. 

Step 5

Revisit a happy place in your life. Take a trip or a vacation. Go to the zoo or a park. Being in a happy pleasant environment will help change the atmosphere. 

Task 7:

1. return path 
2. two-way communication
3. Information Retrieval 

4. TV channels 

5. running programs 

Task 8:

1. average
2. reach
3. retrieval
4. interactive
5. reflect
6. tele-banking
7. feature
8. entertainment
9. handicapped
10. underestimate
Task 9:

1. ITV services are interactive, allowing the viewer to communicate, not only by receiving signals, but by the ability to send signals as well.

2. ITV can offer many services, such as Information Retrieval (Internet) and Tele-banking, more TV channels and Video on Demand, thus making us spend much longer in front of the television than before.

3. Through ITV, they can interact with other people without leaving their beds, make friends, find out information, buy their groceries and become part of the community again.

4. ITV is more for entertainment, whereas PCs can be used for running programs.

5. ITV will head in the direction of developing more interactive forms of television viewing. 

Task 10:

1. These nine planets, together with the sun, make up what is called our solar system.
2. He led us to a museum.
3. But it seems that the matter is more complex.
4. It was like a library, except with no order to the arrangement. 

5. I won’t allow that thing to happen.
Task 11:

1. Home appliances 
2. technical knowledge 
3. sell alongside 
4. difficult to move
5. electronic equipment 
Task 12:

1. 大型家电        small appliances / brown goods
2. 消费电子产品    food preservation 
3. 不动产          washing machine 
4. 电线            higher current 
5. 微波炉        electronic boards
6. 个人电脑      digital technologies 
Task 13:

1. inviting you

2. enclose details

3. would appreciate 

4. confirm my participation

5. can’t accept

Task 14: 

Dear Mr. and Mrs.Smith,

As the parents of the bride, I would like to take this opportunity to invite you to the wedding of our daughter, Garcia and her fiancé, Cindy. On this joyous occasion, we wish to share the day with our closet friends and family members.

Children grow faster than any of us can imagine; the time is upon us to watch our children grow and flourish into a new stage of their life.

The formal event will be located at the Fire Lake Golf and Country Club on the 15th of September, 2016.

RSVP by July 15 to ensure attendance.

We hope to see you there to enjoy this special day with us.

                                             Sincrely yours,

                                              Paul and Janly
Task 15: (open)

Task 16: (open)

Part Ⅴ Chinese translation of passages

Passage 1

互动电视 

任何具有“回路”的电视都可称作互动电视。信息不仅从广播公司流向观众，而且由观众返回到广播公司。所有互动电视系统的另一个共同特点是该系统能够为每台电视或每个电视观众提供不同内容的电视节目。

互动电视将改变我们观看电视的方式。其服务是互动性的，互动电视观众的沟通不仅限于接收信号，而且还可以发送信号。这种双向的沟通可以使我们享受视频点播、远程教育和居家购物的服务。连接互联网，我们就可以发送电子邮件，在网上加入讨论组以及搜寻信息。

现在，平均每人每周大约花20小时观看电视。通过互动电视，我们可以在家里做很多事情，比如说（网上）信息检索和电脑化银行业务。再加上更多可供使用的电视频道和视频点播会使我们留在电视前的时间更长。我们相信这会导致家庭成员的锻炼减少，其大部分的时间会用来看电视。这就会对家庭成员的健康造成影响。

通过互动电视开展沟通的能力不能低估。我们坚信互动电视的沟通方式可以帮助我们接触世界各地的人们。对于残疾人而言，互动电视的用途尤其大。通过互动电视，这些人不用离开床就可以与其他人进行互动。他们只需点击一下键就可以交友，可以查询需要的信息。他们可以通过居家购物的方式购买日用品。通过互动电视，他们又成了社区的一部分。

互动电视和电脑之间存在着一定的区别。我们感觉两种技术的主要区别在于使用的类型。互动电视似乎更多地用于娱乐，而电脑则用来运行程序。你的选择反映出你所要的用途。

互动电视的未来将走向何方？我们不能确切地知道其未来的发展状况。但是我们知道其未来的发展方向是开发更多的互动方式来观看电视。除了具有更多互动性之外，视频点播和远程教育这些特色还会保留。

Passage 2

家用电器

家用电器，是指以电能或机械能驱动的用具，以帮助完成家庭杂物，如炊食和清洁。家电分为白色家电（大型家电）﹑棕色家电（小家电）和消费电子产品。

它们的分类显然是由于产品的维修方式的差异。棕色家电通常具备较高的技术知识和技能，而白色家电需要的是更实际的技术以及“强力”来驱动装置，而修理这些白色家电需要大型工具。

    但还是会有一些问题。比如有些大家电，如微波炉，一般与冰箱和洗碗机一体销售，同时它又有着复杂的电子板（如记时器和控制器），因此很多维修人员不愿意维修此产品（因为他们没有接受过此类培训或没有相应的维修工具）。所以有时就换掉整个电子板，或交由技术人员维修。
    白色家电（大型家电）

我们通常定义白色家电（大家电）为一个大型机械，在家庭，机构，商业或工业环境中用于完成一些常规的家务如烹饪，食品保存。它可能包括：空调，洗碗机，干衣机，干燥柜，冰柜，冰箱，灶具，热水器，洗衣机，微波炉等。白色家电通常涂或漆包白，许多白色家电仍然是保留了风格。
大家电（白色家电）有别于小家电的是因为他们是体积大，移动困难，一般固定在某种地方。他们经常被视为家庭的固有财产的一部分。白色家电的另一常见的特征是他们可能有额外的电力需求，以至于需要特殊的电线提供高于标准的电流和电压的电源插座，这限制了他们只能放在家中。

    棕色家电（小家电）

棕色家电（小家电）通常是指小型的、提供娱乐功能的家电：光盘影碟机、摄像机、照相机、钟表、电子游戏、高保真（音响）、家庭影院、电话和答录机。

某些类型的棕色家电传统上是以或者看上去是以木材或电木制作的。现在已经很罕见了，但是名字却保留了下来，即便有些从来也不可能是木制的（比如录像机）。这些分类中的新增项目表明这样的类别仍旧为营销目的服务。

    闪亮家电（消费电子产品）

消费电子产品是指日常使用的电子设备，往往是用于娱乐，通信和办公室工作。早在第二十世纪就出现了无线电广播的第一个重大的消费产品—收音机。后来的消费电子产品包括个人电脑，手机，MP3播放器，音频设备，电视机， GPS汽车电子产品，数码相机等。这些产品越来越多的基于数字技术，并已经在很大程度上融入计算机行业。最大的电子公司大多来自日本，少数来自韩国和台湾。美国的一些公司在东亚地区也契约式的制造电子产品。
最新的消费电子产品展示每年在美国内华达州的拉斯维加斯举行，在展示会上有很多行业先锋会发言。
家电联网

将各类家电联网、整合其控件和主要功能是目前的趋势。例如，可以更均匀地分配能源，这样洗碗机开着的时候，微波炉就能进入延迟启动模式，反之亦然。洗衣机和烘干机能共享负载特性信息（轻柔/正常，少量/全部），并协调他们的终止时间，这样湿衣服在洗干净后就能立马放入烘干机。
