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Background Information
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When a new customer comes to a bank to inquire about something or do some
business, it is always polite for a bank clerk to greet him or her with a smile. At this
time, the clerk can use “Sir”, “Miss” or “Madam” to call him or her in place of his or
her name. Be sure that it is not followed by either the first name or the last name.

As for an old customer, a bank clerk can often use “Mr.”, “Mrs.”, “Miss” or
“Ms” followed by the last name. “Ms” is used either for a married or an unmarried
woman. So when a bank clerk is uncertain whether to call a lady “Miss” or “Mrs.”,
he or she may just call her “Ms”.

When a customer wants to see a manager, it’s necessary for a secretary to ask
his or her name, title and purpose of coming. Usually, a customer is introduced to a
manager, a junior to a senior. After introduction, there may also be a handshake, if
it’s normal. As a rule, the manager reaches his or her hand to the customer, the senior
to the junior. But very often the two would just smile and say “Hello” or “Hi” and

then begin their conversation.

Dialogue 1

A

service manager B worried customer C other customers

A: Good morning, sir. What can I do for you? You look so worried.
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B: Yes, I am. I have to transfer some money to someone before 10 o’clock.
Now it is ten minutes to ten. But there are still four persons in front of me. I don’t
know what to do for such a hurry.

A: Please don’t worry. Let me help you with your business. (to other customers)
Ladies and gentlemen, I am so sorry to bother you. But this young man is in a hurry.
Would you mind if we do his business before your turn?

C: No problem, please go ahead.

A: Thank you so much for your cooperation. (to the worried customer) Please.

B: (to other customers) It’s very kind of you. Thank you very much. (to the
service manager) Thanks a lot.

A: Don’t mention it. My pleasure.

Dialogue 2

A service manager B customer

A: Good afternoon, miss. May I help you?

B: Yes. Could you tell how to get to the Human Resource Department?

A: Certainly. Please go straight this way until to the end. Turn left at the
corridor, then go upstairs. The department is on the second floor.

B: Thank you. By the way, the manager’s office is also on the same floor?

A: Yes, you can’t miss it.

B: Thanks. Goodbye.



A: Goodbye.

Dialogue 3

A

clerk B

customer

A: Hello, A Bank .
B: Hello, this is Mike Smith from ABC Company speaking. May I speak to Mr.
Li?
: I’'m so sorry. Mr. Li is at a meeting now. '
: Car; I leave a message to him?
: Of course. Please go ahead.
: Please tell him to call this number. I need to talk about the loan with him.

: OK. I’ll tell him as soon as the meeting is over.

T > W > W >

: Thank you. Goodbye.

A: Not at all. Goodbye.

Dialogue 4

A manager B customer

B: Could you do me a favor ?
A: Certainly.
B: I want to remit some money to my father. What should I do?

A: Please fill in this form first. By the way , do you take your number ?
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B: Yes.
A: OK.Please take a seat and wait your turn.
B: Thank you.

A: You’re welcome.

Dialogue 5

A manager B customer

A: Hello, I'm the manager. Is there anything I can do for you?

B: Hello. This teller said my 100-yuan note was a counterfeit note and must be
confiscated. My money can’t be a forged one.

A: Calm down, please. I'm sorry to hear that. But according to the regulations,
the counterfeit note must be confiscated on the spot, once it is found. The bank will
issue a certificate of confiscation to you. Let’s identify it again.

B: OK.

Dialogue 6

A manager B customer

B: Hello, are you the manager?
A: Yes, what’s up?
B: I want to express my thanks to that miss of counter No.l. She is

warmhearted, considerate and patient, with an especially charming smile which
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make me feel comfortable. 1 am so satisfied with her service.

A: Thank you . I am so glad to hear what you said. It’s our duty and
responsibility .

B: Thanks for your good service. Goodbye.

A: You’re welcome at any time.

New Words and Expressions

withdraw [wid'dro:] ve. HU (FX)
bother [boda] vt. FTHL

cooperation [kauopa'reifon] n. HAE
corridor ['korido:] n. EJEE

favor ['feive] n. XV, HE

remit [rimit] ve. JLH

counterfeit ['kauntofit] adj. fhiE&ER, BEH
forge [fo:dz] vt. fhid

regulation [regju'leifen] n. FFE, HE
issue ['isju:] vt. KAT

certificate ['sa'tifikit] n. UE+4:, IERHP

identify [ai'dentifai] ve. %5, #hik
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express [ikspres] vt. ik

warmhearted [wo:mha:tid] adj. #FWOIHRY
considerate [ken'siderit] adj. FEJEE|H
patieﬁt ['peifont] adj. TiCoHY

charming ['tfa:min] adj. KA
comfortable [kamfatebl] adj. #FiEH
satisfy ['seetisfai] v&. fHIHE

duty [dju:ti] n. X%, TAE, T¢E, ST
responsibility [risponsa'biliti] n.  TIfE, 5T
go ahead #k%E

Human Resource Department A JJ TEURFER

on the spot 2437

Notes

1. Would you mind ...7
Zlwsnie = i
FFAE# S AN JoE e] RN E# 34495, 41 Would you

mind if I open the window? (% Would you mind opening the window?

2. This is Mike Smith from ABC Company speaking. May I speak to Mr. Li ?



& ABC A 189 Mike Smith, ZE5eAFEG?

HLE T, AIRAHR, —& 2 This is sb. speaking.

. Useful Words and Sentences

1. Good morning. / Good afternoon. - _F#f. /FF4f

2. Welcome to our bank. YA T

3. May I help you ?/ Can I help you? / What can I do for you?
BN ER ?

4. Could you do me a favor? HEHFFR—~T-N5?

5. Could you tell me...? RE&VFH -+ ?

6. Would you mind...? 3K ?

7. Certainly. / Of course. / No problem./ Sure. / My pleasure.
WIRATLL s ARERST o

8. By the way. JiifiE[a]— T .

9. This way, please. XIiH .

10. After me, please. IHERFEK,

11. Please go to counter No.3. HFI =51 H.

12. Thank you! / Thanks a lot. / Many thanks. .

13. You’re welcome. / Not at all. / Don’t mention it. /A



