
Review 1
录音文稿
Transcript A:
A: 	Hello! Is that Bank of China?
B: 	Yes. This is the Client Service Center of Bank of China. Can I help you?
A: 	I’m Jim Green from England. I’ve lost my Great Wall International Card.
B: 	Don’t worry. Do you remember your card number?
A: 	Sorry, I don’t.
B: 	Where do you live now?
A: 	Chengdu. 
B: 	Do you have your passport with you?
A: 	Yes. My passport number is CN352467. 
B: 	All right. Your account will be frozen temporarily. You should go to the card issuing institution in Chengdu for formal loss reporting tomorrow and then renew your account. 
A: Thank you very much. 
B: You’re welcome.  

Transcript B:
Jim: 		Hello. Is this Happiness Travel Agency?
Manager: 	Yes. This is the manager. Can I help you?
Jim:	I would like to make a few complaints.
Manager:	What’s your problem?
Jim:	The guide is not professional. We don’t know where we are going and when we are going to get there. 
Manager:	How about the accommodation on the tour?
Jim:	The air-conditioner in our room didn’t work. It’s so hot in Chengdu in July that we can’t sleep all night.
Manager:	I will complain to the hotel manager about it. What about the hotel restaurant?
Jim:	The food in the restaurant was terrible, and a few people in our group got sick.
Manager:	I am so sorry that you had such a bad experience. We would like to offer you a free city tour and lunch to make it up.

Transcript C:
A:	Helen, Christmas comes next week. How about holding a party?
B: 	Good idea, Tom! Who shall we invite to the party?
A: 	I want to invite Bob and Peter. They are my best friends.
B:	Great. I also want to invite Ann. Where will the party be held?
A: 	I suggest the highest tower in Chengdu.
B: 	Oh, don’t forget to prepare music and hire a DJ. You know, it’s so cool!
A: 	And the lighting should be soft to make an atmosphere. How about the food?
B: 	Chinese food is great and there must be lots of drink. 
A: 	What game is good for entertainment? 
B: 	How about Truth or Dare? 
A: 	Great! 

Transcript D:
A: 	Hello, Wang Lin, I’m going to have social practice in ABC Company this summer holiday.
B: 	Glad to hear that, Li Fang. 
A: 	I’ll work as a receptionist at the front desk. Can you give me some suggestions?
B:	No problem! First, wear clean company-issued clothes and a name tag. Then greet and serve each customer with a smile and make eye contact.
A: 	I’m good at communicating with others.
B: 	Never try to argue with customers, listen to them carefully and answer each question patiently. Deal with complaints efficiently.
A: 	It sounds difficult!
B: 	It’s not easy, especially for a freshman.
A: 	Anything else?
B: 	Don’t make any personal phone call while working and say “thank you for coming” when customers leave.
A: 	Got it. Thanks!
B: 	You’re welcome. 

Transcript E:
A: 	Welcome to Good Job Training Center. What can I do for you?
B: 	I’ve worked as a bellman in a hotel for two years and I’d like to have a change.
A: 	What job are you aiming at?
B: 	A secretary. What professional courses do you offer?
A: 	I think what you need to learn is English and computer. 
B: 	Do you offer weekend courses? 
A: 	We have all kinds of courses. 
B: 	My English is poor and I know nothing about computer skills. 
A: 	Don’t worry, sir. You will have a level test. After that the teachers will make teaching plans for you. 
B: 	Will I get certificates after learning?
A: 	Of course, sir .You’ll get certificates for those two skills. 
B: 	Ok, I’ll have a try.
A: 	Please fill in this form. 


参考答案
Listening and Speaking
1. Listen and answer.
1) He has lost his Great Wall International Card.
2) He lives in Chengdu.

2. Listen and tick. 
B

3. Listen and complete. 
1) I’ve lost
2) your passport
3) will be frozen
4) renew your account

4. Talk and practice.
（略）

5. Listen and choose. 
D

6. Listen and decide. 
1) F  2) F  3) T

7. Listen and complete.
1)  not professional  2) didn’t work; hot; sleep  3) make; up

8. Talk and practice. 
（略）

9. Listen and choose. 
a

10. Listen and choose. 
1) c		2) b		3) d

11. Listen and complete 
1) should be soft
2) is great
3) is good for

12. Talk and practice. 
（略）

13. Listen and answer. 
1) She is going to have social practice in ABC Company.
2) She will work as a receptionist at the front desk. 

14. Listen and match. 
（略）

15. Listen and decide. 
1) T  2) F  3）T  4) F

16. Talk and practice.
（略）

17. Listen and choose. 
C

18. Listen and decide. 
1) T	2) T  3）F

19. Listen and complete. 
1) do you offer 
2) need to learn
3) get certificates
20. Talk and practice.
（略）

Reading and Writing
21. Think and discuss.
（略）

22. Read and think. 
（略）

23. Read and answer. 
1) No, there are also complaints in big restaurants.
2) Listen to the customer’s concern, be sympathetic and do whatever you can to solve the problem immediately. Do not blame others or make excuses, but just be responsive to the customer.
3) You can offer to bring your manager. Customers may feel better talking to someone “in charge” when they have a complaint.

24. Think and write.
1) listen carefully
2) apologize to; argue with
3) solve; replacing 
4) Learn from; prevent; from

Language in Use
25. Think and fill.
1) because	2) Since / As		3) Since / As		4) for	5) so; that

26. Read and fill. 
1) arguing
2) coming
3) to stay; drawing
4) written; reading

27. Read and write.
1) Take notes so that he knows you’re taking him seriously and he is being heard.
2) It is commonly believed that the National College Entrance Exams of great importance.  
3) What you need to learn is English and computer skills.
4) The guest told the manager that he / she has lost his / her Great Wall International Card. 
5) The clerk told the customer that his / her account would be frozen temporarily. 

28. Think and complete. 
（略）

29. Read and match.
1) b  2)c  3)d  4)e  5)a

Supplementary Reading
30. Read and decide.
1) F  2) F  3）T  4) F

31. [bookmark: _GoBack]Read and answer.
1) No, they don’t.
2) Six times.
3) On the test day, the stock markets open late and buses and subways are increased to avoid traffic jams that may prevent students from getting to testing sites on time. Students who are late for the tests are escorted by police officers.


参考译文
对话A:
A: 你好，是中国银行吗？
B: 	是的，这里是中国银行客户服务中心，请问有什么可以帮您吗？
A: 	我是来自英国的Jim Green，我的长城国际卡丢失了。
B: 	别担心，请问您记得卡号吗？
A: 	抱歉，不记得了。
B: 	您现在居住在哪儿呢？
A: 	成都。
B: 	请问您的护照在身边吗？
A: 	是的，护照编号是CN352467. 
B: 好的，您的账户会被暂时冻结。需要您明天去成都发卡中心正式挂失后重新办理账户。
A: 非常感谢！	 
B: 不客气。  

对话 B:
Jim: 	你好，请问是幸福旅行社吗？
 Manager: 是的，我是经理。请问有什么可以帮助您吗？
Jim:	我要投诉。
Manager:	是什么情况呢？
Jim:	导游不专业。我们既不知道要去哪里，也不知道什么时候能到达目的地。
Manager:	旅行中的住宿怎么样呢？
Jim:	我们房间的空调坏了。成都七月份太热了，导致我们一整晚也没睡着。
Manager:	我会向酒店经理转达的。酒店餐厅如何呢？
Jim:	餐厅食物很难吃，我们团队中的一些人生病了。
Manager:	很抱歉让您有如此差的旅行体验，我们愿意为您提供一次免费旅游和午餐来补偿您。

对话 C:
A:	Helen,下周就是圣诞节了，我们举办一个聚会怎么样？		
B: 	好主意，Tom! 邀请谁呢？
A: 	我想邀请Bob和Peter. 他们是我最好的朋友。
B:	好极了。我想邀请Ann. 在哪里举办聚会呢？
A: 成都最高塔如何？
B: 	好吧，别忘了准备音乐并且请一名DJ.有DJ很酷的哦！
A: 	同时要用柔和的灯光来营造气氛。食物呢？ 
B: 	中餐就很好，还必须有大量的饮料。
A: 	娱乐呢？ 
B: 真心话大冒险如何？
A: 好的！

对话 D:
A: 	你好，王林， 今年暑假我要到ABC公司参加社会实践。
B: 	真棒。
A: 我会在前台做接待，能给我一些建议吗？
B:	没问题。首先，要穿公司制服并且带上名牌。其次微笑着迎接每位顾客并且一定要有眼神交流。
A: 	噢，我很擅长与他人沟通。
B: 永远不要与顾客争论，仔细倾听他们讲话并且耐心的回答每一个问题，高效的处理投诉。	
A: 	好像有点困难呢。
B: 	对新人而言是不太容易。
A: 	还有其他的注意事项吗？
B: 	工作时不要打私人电话，顾客离开要说谢谢光临。
A: 	明白了！谢谢。
B: 	不客气。

对话 E:
A: 欢迎来到好工作培训中心，有什么可以帮忙的吗？
B: 我在一家酒店当了两年的门童，我想换个工作。
A: 	你想换什么工作呢？
B: 	秘书，请问你们提供哪些培训课程呢？
A: 	我认为你需要学习英语和计算机。
B: 	你们周末开课吗？
A: 	我们开设了各种各样的课程。
B: 	我的英语很差，对计算机也一无所知。
A: 	先生，不要担心。你将参加一个水平测试，然后老师为你量身定制培训计划。 
B: 	培训结束后有证书吗？
A: 	当然了先生，您将拿到这两门课程的培训证书。
B: 	好吧，我试一试。
A: 	请填写表格。

阅读理解
                      怎样处理餐饮业顾客投诉？
几乎每个从事餐饮业的人都会遇到处理顾客投诉的问题。无论是快餐店拿错了饮料还是在菜肴精美的高档餐厅的非专业的服务，投诉都是一样重要的问题，而处理方式决定了截然不同的结果。倾听顾客的投诉，表达理解和同情，并竭尽所能地及时处理问题。不要责备他人或寻找借口，而要积极回应顾客的问题。有必要的话可以参考前人经验来改进服务。
步骤一：专注倾听而不打断顾客，仔细找出顾客谈论的问题，如果情形很复杂的话，记下来，让顾客知道他的问题被严肃对待。
步骤二：向顾客道歉并承诺立即解决问题，当下不是谁应负责或者找借口的时候。保持冷静，避免事态升级。
步骤三：向顾客征求解决办法。最后，撤掉冷菜或上错的菜，确保厨师理解目前情形。如果情形很复杂，不管如何努力，顾客仍然不满意的话，请求你的经理的帮助。顾客投诉时，负责人的出现会让顾客感觉良好一些。
步骤四：努力地采取额外的补救措施。给顾客打折或者询问是否有其他需要。
步骤五：从处理投诉中总结经验。顾客投诉经常会暴露出专业服务需要改进之处。实施新规定来防止类似事件再次发生。确信所有的员工均受到良好培训并且能应对顾客的投诉，告诉他们，何种问题有权力独自处理，何时需要经理的介入。

拓展阅读
六月七日对那些立志于接受高等教育的人而言是一个重大的日子，因为这一天是高考的第一天。现在在中国上一个好的大学要经历非常激烈的竞争，其他国家的学生也有类似的压力吗？
ACT和SAT是美国高校施行的的两种主要高校入学考试。SAT重在检测学生的学习能力，而ACT考查的是学生的学术成绩。尽管美国的许多大学都接受两种考试方式，大多数的学生参加ACT的考试，每年有两百万学生支付五十美元的考试费就能参加该考试，而该考试一年可以考六次。学生可以为得到更好的分数重复参加该考试。
英国没有统一标准的大学入学考试，而是每所大学都有自己的入学考试。一些大学有专门的学业成绩测验，但是他们不及ACT和高考那样普及。高中成绩是主要的录取因素。
韩国每年的11月举行CSAT考试，该考试在国家教育中扮演着重要的角色。在考试当天，股市会晚开市，公交车和地铁会增加以防止交通拥堵影响学生准时到达考点。那些考试迟到的学生会有警察护送到考点。 

