


=g AELIHIE

x &% ¥ M
BlEHR T

.«*"o‘ WUHAN UNIVERSITY PRESS
’@’ XA H AR



B B4 B (CIP) ¥

S BUBEIE MR SEUIBOR/ B 345 . — a0 BDURF H ik ,2016. 12
ISBN 978-7-307-18835-8

L.Gbee IoHeee ML XM B —3EE— 1 B — R A A — b
IV.F75

Hh A P 450 CIP 37 (2016) 55 274953 &5

UG XA TUERXS : T3R5 Wit R %

HIREFT . OINKEHMAE (430072 &5 ®INL)
( E F MR 44 : whu_publish@ 163. com [}l ; www. stmpress. cn)

BRI : R ENZ A A PR )

FA.787 x1092  1/16 Epsk.14.25  F.336 TF
BRUK 12016 4E 12 HA5 1 B 2016 4E 12 H 45 1 YERK
ISBN 978-7-307-18835-8 EH 36,00 IC

R, A ; AMERALME S, N RERDE, 85 L0 E B HEBIRRER,



]

TN

WA HL 7 25 U FR BB L T 7 95 B B R TR FE 2 2% XA A IR SR 15
KRR AA I SR B T S R R, BVRE R LASE A O K, R IR R
SERINA . H &R AR MR, 5 — AT BRI 3t DXL B oy A A2 g 2
RRAA 3707 SRR (RBL ASBL 2 07 + WOl RE 3™ 85 3R AR X, 36 0L 1l 37 % 1oz FH BN A7
TR AN S8 T A SEUI O b S O B L [R5

(HETR B R TR AR IR AR L 2 REAE AE AP 2 Ah 3 28 B R SO T U

— PR RO . A RARE (BB KM) N R S BeA SE A LRl A T R 1
BRPEEM

BT DR RE SR A2 UE 55 Al S (R BR T 55 1 s i MOl A SR (&
I"THRE, U )5 B 5 TAEAR G A S0 51 (BB 53 200t A5 i R B RE 3R T, 15 AL G ST
R, €A T TN MRS IR 1 A SEPRyail . AN Tl DR BCE N , L R 5

A
PR 6 R BE ™ AR S0 56 ] 5 AR B RE 64 VI 5 A S5 S B A B4 20 (47 = L RE
L HBUA MR Tl i, 75 2 5 S iE S AR

A Aot S B IEE CE SISO BIEE , 15 76 1 95 AN AL b 5108 TR AL G Ll A2 F™
AN IR BB S BR, A B S T RUIR 55 T 3G FR 2 A AN R h B R b rh il 5
i JHRE 1 B AZBRAE ST, LA T A St 1), A4 B3

8]
N

KGR D AEAS TR TR 9519 7 T W D8R 5 40 B N BB D A B G R 3% . 458

HR
27 > FHR b B BE I Zh e B , 5t Ah 91
FUE A REIRAE . LAMRP ST 5, R ESD FURISETE A9 U1 & 50, TR HSC HYiE = AR,
AR 95 T 2 AR AP BUBETE B ML B RE , SR B 37 D8Il + f 55 + SRR A 0 A R 47
ARANA HIFFL

ABHPEE A { A TR EBLHAR, t R £ 4, ER AT R E 5, RSB
HEHESS . BAD TWT FMASTEmIeRSE | R 1 284 5o, LIRS 2 R
Bk s EHLVD AT E MBI AT 1 R S5 25 8 FUn RSB MM E R 1 FHH 9
FITRIES 10 ST B MITRE A | A 11 ST 12 ST, RIS SRR bR 3
(EAEA B4 b aa T R B ALK 36

A5 R AT Ay 8 S R R 95 AR G Lk iR, SCRT iR 2 H S

AR S IR S T AT R I GERL, TR R ARG EE — =il . PR
{2, G 2K P AT R, 5 F R 5 e T 22 A 7 T X R, I8 2% {7 80 R 2 A A ol P i R b 2 42
SRR, AN

w &
2016 4 10

1



IR BEUHERR oo sommmns woms somns s iwins s mwine « pastns { o603 § i § G § PERRS § EHF2Y 1 $45503 § DDA (1)

Unit 1 Telephone Communication —«««s+ssssseseerumsremmttartiii s (1)
Unit 2 Greelings ««++ssssessssrnssrnnmetumtttttt ittt s s et aaa (9)
Unit3 Introdiuction s eevess sesves sesven o guews vossm s susoes suses s sssioee vsass s s S mEesvs sxs (18)
Unit 4  Agenda & ApPpPOINIMEnts — +++s+sessrssssneriimtmiiiimiintii s (27)
Unit 5 Business Trip ««eesesseesesssrenetimmtiiitin s st (36)
Unit 6 Company INtroduction — s«+ssseessrsssmmmmm i (46)
Unit 7 Products TNtrodUetion =+« esseesresreementtmmmeimiiueiineseriseeeiinssmerssiemneeninen (55)
Unit 8  Factory VISitimg ««+eeeeessenssrmmmtmtuemiiii e (65)
Unit'9 Business Lunch »revevs eweors sovenn soosvas svess veersn seens s vonens sosss v ease oevses seawes see (74)
Unit 10 Sightseeing —«+sesreeseesremtmtiiiiii e (83)
Unit 11 Business Meetings — +++++sssersrsmmmtimmtimmiiitiiitiieiiiii i (92)
Unit 12 Promotion and Marketing «++«+sesressrrieriemnniiiiiiiii, (101)

Bk I i P (109)
Unit 1 5’|*ﬁﬂﬁﬂf’—ﬁ%lﬁ ........................................................................ (109)
Unitd SMTBETE BB wevas omnns krsnmy s uowos s sonsn 1 Kowess 6hswes Eemony vaumss £6avsn sieses Sowsas (135)

PR 5o v oomos snmowt o vanios s anans v ommas 530 5 5l s SREaL S oNADS ATHRD SAFATE R F0ERS 3 BEVRE S EHFOS AADERS SdEAS (162)
i1 Y BS R BB MR s oen conann s anmans anmns s urmms namms vamaes seswes (162)
BHE2 LR B R IBEL IR < cvmcy vt somsns sommies s g e » Gy s kxsios conmps prvesey (212)

BBEARE  +v smmons s0mn ¢ xuenen kmnes syaes 5 SESH HSOESTE KDAHD T KORHST SRS AERSIY DUAR S GORAH 3 HOUEPS RS (222)



m1RE =il 5X &

Unit 1 Telephone Communication

Teaching Goals

Q Knowledge Goals
To enable students to be familiar with different purposes of telephone calls.
Q Competence Goals

To enable students to know how to make an effective conversation on the line,

Q Quality Goals

To enable students to express themselves properly and fluently in telephone communications.

Background Information

For large and small businesses, effective telephone communication is a requirement. From
the time a call is initiated until it is terminated, you—and your company—are being evaluated by
the person on the other end of the call. Taking the time to learn techniques for good telephone
communication makes every call you take or make more effective. The following points are to be
remembered when giving a phone call.

(1) Make sure your greeting gets the call off on the right foot.

(2) Get to the reason for the call or getting to the meat of the call.

(3) Arrive a resolution or determining whether a resolution has been achieved before hanging
up the phone.

(4) Thank the person on the other end of the phone for his or her time.

Tasks

Task 1 Ask a Favor on the Phone

Situation ; Suppose you are Anna, a staff of ABC Trading Company. You are receiving a call
Jrom Mr. Edward, one of your customers in Canada.

Anna; Good morning. This is ABC Trading Company. What can I do for you?

Mr. Edward: Good morning. This is Edward from Canada. Could I speak to Anna?
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Anna; This is Anna speaking. I’'m very glad to hear your voice, Mr. Edward.

Mr. Edward; I will attend the Canton fair this April. I wonder if you could do me a favor to

book a room?

Mr.

Anna; Of course. How many days will you stay here?

Mr. Edward: About a week. And I'll fly to Guangzhou on April 14",
Anna: Do you have any requirements for the hotel and the room?

Mr. Edward: A single room near the exhibition hall is preferable.
Anna; OK. I'll send an e-mail to you with reservation details this week.
Mr. Edward; Thank you very much. You have been a big help.

Anna; You're welcome. I’'m looking forward to seeing you soon.
Task 2 Leave a Message

Situation ; Suppose you are Amy, manager of the Overseas Sales Department. You are phoning
Webster , but his secretary receives the call.

Secretary: Hello. This is Mr. Webster’s office.

Amy: Hello. 1'd like to speak to Mr. Webster.

Secretary: Sorry, he is in meeting now.

Amy; Could I know when he’ll be free?

Secretary : Hold on please, and let me check the memo. Oh, he won’t be free till 6 p. m. .
Amy: Well, how about asking Mr. Webster to give me a call tomorrow morning?
Secretary: OK. Could I know your phone number?

Amy: Yes. It’s 0731 2862 8286 from China.

Secretary . 0731 2862 8286, right?

Amy: Yes. And my name is Amy Ling. A-M-Y L-I-N-G.

Secretary: A-M-Y L-I-N-G from China. ... OK. I’ll leave the message on his desk.
Amy: Thank you very much. Goodbye!

Secretary: Goodbye, Amy!

Task 3 Wrong Number

Situation; Suppose you are Linda. You are giving a phone call to Mr. Black in Fortune

Company.

Receptionist: Good afternoon, this is Fortune Company. Can I help you?

Linda: Good afternoon. 1’d like to speak to Mr. Black, please.

Receptionist; Mr. Black? Hold on, please. I’ll put you through.

Mr. Black: ....Mr. Black speaking. Who's calling please?

Linda: This is Linda from BNC. Is this Henry Black?

Mr. Black: What? Henry Black? No, this is Leo Black, in the Sales Department. Henry

Black is in the After-sales Service Office. I’'m afraid you’ve dialed the wrong number.

2
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Linda: Oh, sorry to have interrupted you! Can you give me Henry Black’s extension,
please?

Mr. Black: Sorry, [ haven’t got a directory on hand now. Would you mind calling the
switchboard again? I’'m sorry not to be of more help.

Linda: Oh, it doesn’t matter. I’ll call back to the receptionist. Thank you, anyway.

Receptionist: Good afternoon. How can I help you?

Linda: Good afternoon. This is Linda again. I’m afraid you gave me the wrong extension
just now. I want to speak to Henry Black, not Leo Black.

Receptionist: Oh, there are two Mr. Blacks in our company. 1’m sorry, 1’1l put you
through right now. Please wait a minute.

Linda: OK.

Tips

1. Know the purpose of your call in advance.

2. Make sure you have all the documents you’ll need before you dial the number.

3. Get rid of all distractions: turn off the radio, television, etc. .

4. Listen carefully and confirm that you have understood every point. Don’t hesitate to ask
him/her if you are confused.

5. Try to speak slowly and clearly for the other people may not understand you easily.

6. Don’t rely on your memory : make notes during a call and rewrite these notes immediately
after the call.

7. Make sure you sound polite and agreeable.

8. Make sure your call is brief. Try to avoid lengthy calls.

9. Don’t try to be funny—you may be misunderstood.

10. Smile while you're talking. Your listener can “hear” your smile.
Useful Expressions

. Good morning, York Enterprises. How can 1 help you?
. Who’s calling, please?

.I'd like to speak to Mr. Black.

. Would you please put me through to Henry Black?

1
2
3
4
5. Hold on please. I’ll put you through.
6. May | know your phone number?

7. Sorry, he is in meeting now.

8. OK. I'll leave the message on his desk.

9. Mr. Black’s speaking. Who's calling please?

10. I’'m afraid you've dialed the wrong number.
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11.I’ll put you through right now. Please wait a minute.
12. The line’s busy. . ..

13.I’'m sorry. | am confused. Could you repeat it, please?

14.1’m sorry. I can’t hear you very well. Could you speak a little bit louder, please?

15. I’'m looking forward to seeing you soon.

Communicative Exercise

1. Complete the following dialogues.

Dialogue 1

A Hello. 2262 5845.

B: Hello. May I speak to Larry?

A Sorry, ?

B: Larry.

A: There is no Larry here. 7

B: 2262 5845.

A This is 2262 5485. 1 think

B: Oh, I'm

A That’s all right, bye.

Dialogue 2

A: Hello, is that the Finance Department?
: Yes,

B ;
A I'd like to speak to Alice Wu, please.
B.
A

: Hello, my name is Tony Brown, from Go Front Company.

about the check we sent you.

B: Oh, you should speak to my colleague, Libby Hu. I’ll

extension,
A; Thank you.

B: I'm afraid she’s not in the office at the moment. Could you

to her

and

I’ll ask her to call back.
A: Yes, certainly. It’s 2668 9869.
Il. Translate the following sentences into Chinese.
1.1°d like to place an order for your party dress from your catalog.
2.1’d like to buy the car on your TV commercial.
3. We have a bad connection.
4 Sorry, I didn’t catch you.
5. Would you speak more slowly?
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6. Can 1 have extension two-one-one, please?

7. Her line is busy at the moment. Can somebody else help you?
8. Just a moment. He is on his way now.

9. No one answers in Mr. Scoit’s office.

10. He is on vacation until next Wednesday.

. Translate the following sentences into English.
A TERTE

AENA Ly 2, EB T H 22 HARERL.

- FROBRAREL R AR I B b

AR, LEFRAE B SR B F]
FRBAT RN IR A A5 B EE =TT,

AR BTN IRERTERE

TR [F) 33K S S0 A5 R S 2 R S A LA T 7
CRAET S AWM S RE R RERE
RS T

10. XF A, FRA T B, 15 UR P00 — ik g 2

IV. Communicative activities.

O 00 N N B W N =

1. Work with partners to create different dialogues by using the useful sentences we 've

learned in this unit.
2. Compose’ dialogues according to the following situations.
Situation 1: Compose a dialogue according to the following message.
To: Billy Green
Date; April 5" Time: 10:00 a. m.
Message

From; Lili Yang

Company; Evergreen Company

Telephone No. : 0086-731-8653 1234

Message: Call back, the order No. 567, urgent.
Taken by Mike

Situation 2 Imagine that one of you works for Asia Print, a printer firm, and the other for
your customer, Bright Products, a company dealing in office supplies. You are talking about the
samples sent by Asia Print by telephone.

Situation 3; Amy Lin telephones Jack Smith to make an appointment. He wants to make it
at 3;00 p. m. the next day, but it is not convenient for Mr. Smith, so they fix it at 10;00 a. m.

the day after the next day. Make a telephone conversation about it.
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Supplement Reading

Telephone—A Popular Means of Communication in China

Years of reform and opening up to the outside world have witnessed an increasing popularity
of telephones in China. Telephones have entered ordinary households as a daily necessity. In
many public places telephone service is available. More people are equipped with cellular
phones.

Telephones reach out to users for their advantages. Dial-and-talk operation makes common
folks have access to them. Compared with letter writing, telegraphy and other means of communi-
cations, making a phone call is easy and interactive. In case of emergency, urgent message can
be sent out immediately.

Telephones are indispensable to communication between people. As a clear path of communi-
cation, making phone calls connects people when they are apart. Telephone lines not only convey
information but also glue all relationships. With this convenient tool of modern communication,

people may be out of sight, but never out of mind.

Smile and Use the Caller’s Name

Smile

You may be tired of hearing it, but it’s a good idea to smile. When you’re on the telephone,
imagine yourself talking face-to-face with the person. If you literally smile and show enthusiasm,
you’ll convey a more pleasant attitude by the tone of your voice. You may think I’'m contradicting
myself, since I explained earlier that body language does not play a part in telephone communica-
tion, but this is an exception. Even though your customer doesn’t see you, your posture, body
language , and facial expression will be communicated through the tone of your voice. The fact is,
our hearing is so attuned to subtleties of speech that people can tell if you are smiling. Likewise,
your customer can tell if you feel exhausted and are slouching at your desk. Customers can hear
our attitude in our tone. The good news is that “feelings follow actions”. If you force yourself to
smile, you will actually begin feeling more enthusiastic. It sounds absurd, but it’s true. In fact,
some agents put a mirror at their workstation as a reminder to smile. Do whatever you can to
monitor your attitude, and the interactions with your customers will improve.

Use the Caller’s Name

This helps you establish rapport. Using names can really have a powerful effect. When I’'m
calling for support and the agent uses my name in the conversation, it makes me feel more
valued—like I'm an individual and the agent cares enough about me to remember my name.
Suddenly I feel more engaged in the conversation. Of course, whether you use first or last names

depends on the type of service you offer and the culture of your organization. Using first names has

6
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a more powerful effect, but using last names can also be effective. One rule of thumb is to address

the customer the way they introduce themselves to you. If the customer said, “Hi, this is

Dr. Robert Walker in the lab,” then address him thereafter as “ Doctor Walker”. Don’t call him
“Bob”.
Tongue Twisters
1. She saw a fish on the seashore and I’'m sure the fish she saw on the seashore was a saw-
fish.
2. Blake’s black bikes back brake bracket block broke.
Table of Individual Assessment
Criteria/ Grades A (Excellent) B( Good) C(Pass) D( Poor) Flashpoint
Knowledge
Language
Performance
Communicative Skills
Remarks: Please refer the following Individual Assessment Criteria.
Grade A Grade B Grade C Grade D

Professional concerning

Familiar with the content

Less familiar with the

Not familiar with the

the content and process of land process of telephone|content and process of|topic
telephone communications | communications telephone communications
Fluent & clear in Clear and smooth in| Acceptable English with| Unable to express ideas

performance, be correct,
complete & focused in

expression

performance , with a few errors

in expression

some mistakes in grammar

in English, poor intona-
tion

Participates in role-play
actively and the performance

is perfect in every aspect

Participates in role-play
actively with some non-verbal

language , logical and

coherent

Participates in role-play
but

connected to the situation

performance is not

required

Unable to participate in
role-play. No eye-contact
with the partner

Well understood by thé

partner, tactful, flexible
and polite in asking and
replying;  with excellent

telephone etiquettes

Not fully understood by the
polite
with

partner, and  less

flexible ; proper

telephone etiquettes

Not right to the point
sometimes when asking or
with

replying; some

telephone etiquettes

Rigid in communication
and hardly understood by
the partner; with poor

telephone etiquettes




R EEDET IR

Team:

Table of Team Assessment

Team Leader( Signature) .

Team Assessment

Scores

Name

Team
Communication

Presentation

Skill

Content

Assignment

Times

Bonus

Total
Score

Assessment from Team Discussion( Advantages, Disadvantages, Improvements) ;

Assessment from Teacher( Advantages, Disadvantages, Improvements) ;
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Unit 2 Greetings

Teaching Goals

Q Knowledge Goals

To enable students to be familiar with the knowledge and strategies of different kinds of

introduction.
Q Competence Goals

To enable students to know how to employ the knowledge and strategies of introduction into

practical use.

Q‘ Quality Goals

To enable students to express themselves fluently and properly about the topic.

Background Information

Greeting is the easiest conversation, which is made probably every minute and in every
place. In business situations, proper greetings can help establish harmonious business ties and
lead to friendly cooperation, while on the opposite side they can ruin your business. When
meeting a new customer, you should greet him /her in a friendly way and enthusiastically,
introduce yourself clearly and show your business card politely. When greeting an old customer,
you should also send regards to his/her business and family.

A handshake is the most common form of greetings among foreigners and is customary when
you are introduced to somebody new. It is only when you meet your friends whom you haven’t
seen for a long time that you can kiss the cheek of the opposite sex. In Britain one kiss is generally

enough.

Tasks

Task 1 Daily Greeting

Situation ; Suppose you are Mary , marketing manager assistant in Shanghai Textile Import &
Export Corporation; and Nancy is your colleague in Finance Department. You and Nancy meet on
the way to company in the morning.

Nancy: Hi, Mary. Fancy meeting you here.

Mary: Hi, Nancy! Good morning.

Nancy: How are you doing this morning? You look so pale.

Mary: I'm all right, thanks. Just a little tired.



BB 3R O3E K AR

Nancy: Late night?

Mary; Yeah, I got home around twelve.

Nancy: You’d better have a rest today. After all, you see, health is the most important.
Mary; If you were my manager, I wouldn’t be so tired now.

Nancy: A lot of work to do?

Mary: Yeah. Well, I must hurry now. [ have to get to the airport by ten o’clock. See you.
Nancy: See you.

Task 2 Meeting at the Airport

Situation ; Sam White is purchasing manager of New York Trading Co.mpa,ny. Mary is meeting
Sam White at Shanghai International Airport.

Mary: Excuse me, sir. Are you Mr. White from New York?

Sam White: Yes, that’s right.

Mary: How do you do, Mr. White? I am Mary, the assistant manager of Shanghai Textile
Import & Export Corporation. I’ve come to meet you. This is my business card.

Sam White: Thank you, Mary. Nice to meet you.

Mary: Nice to meet you too. Welcome to Shanghai, Mr. White. Did you have a pleasant
trip?

Sam White: Yes, | enjoyed it very much.

Mary: Anyhow, it’s a long way to China, isn’t it? I think you must be very tired.

Sam White: That’s true. But I’ll be all right by tomorrow and ready for business.

Mary: ['m sure. Let’s go and get you checked into the hotel first. This way, please. My
car is outside,

Sam White: OK, thank you. Let’s go.

Task 3 On the Way to Hotel

Situation; In the car to the hotel, Mary and Sam are talking about some relaxing topics.

Mary: Mr. White, is this your first time to China?

Sam White: No, [ have been to several Chinese cities before, such as Beijing, Shenzhen
and Hong Kong. But this is my first time to Shanghai.

Mary : What’s your impression upon China?

Sam White: It’s a great country. Every person is friendly and the food is delicious. 1’ve
heard that Shanghai is an amazing city.

Mary ; Shanghai is a legend city with a long history and characteristic culture.

Sam White; Sounds great. Would you mind if 1 open the window?

Mary: No, I wouldn’t.

Sam White: What is the building over there?

Mary : It is the Shanghai World Financial Centre. Our office is on the 50" floor in it.

10
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Sam White: Fantastic!
Mary: Here we are. We have booked a room for you in the Hilton Hotel.
Sam White: It is so kind of you.

Task 4 Checking-in

Situation; Mary and Sam are checking in the Hilton Hotel.

Mary: Good morning! My name is Mary. I have booked a suite in the morning,.

Receptionist: Good morning, madame! Please wait a minute, let me check. Yes, it’s
reserved. A business suite, right?

Mary: Yeah. But it is for this Mr. Sam White.

Receptionist;: Mr. White, would you please show me your passport and fill in the form?

Sam White: This is my passport.

Receptionist: You will stay here for one week from May 10" to 16", right?

Sam White: That’s true. Here’s the form.

Receptionist; Thank you. The room rate is 880 yuan per night. And the check-out time is
before noon.

Sam White: Does this charge include breakfast?

Receptionist: Yes, it does. And breakfast is offered from 7;00 a. m. to 10:00 a. m..
Well, the deposit is 5,000 yuan.

Sam White: Thank you. Do you accept traveler’s cheques?

Receptionist; Of course, sir. Your room No. is 1606. Here is your room card. If you need
any other service, please contact the Room Service at 8818, they will come to help you.

Sam White: Thank you!

Receptionist; You are welcome.

Tips

1. Be polite when exchanging greetings with clients.

2. When you greet an old customer, you’d better send regards to his/her company or family.

3. Be sure that you arrive at the airport ahead of time. Being late would annoy your client
and ruin your image..

4. First impression is of high importance. Pay attention to your dressing. Be professional.
Suit jacket and a tie would look good.

5. Introduce your name and title at first and show your business card when you pick up a new
client.

6. Offer your help whether your client needs or not, such as carrying the luggage and showing
the way, etc. .

7. Tell your client the arrangement your company has made for him.

11
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8. Find some relaxing topics to talk with your client, such as local weather, food and
scenery.

9. Help your client to check in the hotel.

10. Ask about any service he/she needs to stay in the hotel, and try to satisfy him/her.

Useful Expressions

. How nice to see you again. How is everything going?

. Excuse me, but are you Mr. Martin from England?

. Nice to meet/know /see you!

. Welcome to Changsha, this is my business card.

. How do you do, Mr. John, my name is Tom Lee, sales manager of the ABC company.
. How do you do! Tom. It’s my pleasure to see you.

. Long time no see !

. You must be Mrs. Huang. | am delighted to meet you at last.

O 0 NN N B W N -

. How was your flight? Was it comfortable?

=]

. I've often heard of (about) you in business.

11.1 have heard a lot of you.

12. Please allow me to introduce our general manager.

13.1'd like you to meet my boss, Mr. Green.

14. Let me help you with your luggage.

15. Let’s go to the parking lot directly, because it is not convenient here.

16. Please wait for me here, | am going to the parking lot to park /get my car.
17. Our company has sent me to pick you up here.

18. I never thought to meet you here.

19. 1T wish you a very wonderful stay here.

20. Thank you for meeting me at the airport.

Communicative Exercise

[ . Complete the following dialogues.

Dialogue 1

A: Mary, Mr. White is arriving in Shanghai for the first time this morning. 1’d like you to
pick him up and help him :

B: Yes, Mr. Black. What'’s his ?
: Flight HK 211, from Hong Kong, at 10:20.
. Which hotel is he booked at?
: Hilton Hotel. Everything’s been arranged,

o = @

: 1'd better now. Shall I take one of the company cars?

12



