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1. ZHRAI]

Customer service

Customer care

Customer Relationship Management (CRM)

Customer satisfaction

Customer loyalty

Internal customers / External customers

Regular customers / Potential customers / End users

Before-sales service / After-sales service
ZHRA R RETE SR eveceornconnens

Effective communication skills

Ability to deal with complaints and problems

Good phone skills and customer service manner

Ability to provide proper follow up

Ability to work under pressure and deadline



Ability to work in teams as well as independently

Test YOUFSGW! R L D LI T T T Torpap 15

Test yourself! BHIE R ceriiiiiiii 16
2. @A EEIR 17
FERHAL AT . A ceceeecrcrrinnitiiiiiiiiiiiiinin. 18

It's nice to finally meet you face to face.

FERRAEAT . PRHEIGE G ceevererccnrniiiiiiiiiiinees 19
Have you ever been to Beijing before?
How was the weather?

KRR, IETIEE oorervorensvanonesssinorneens 21

Can | get you some coffee or a cold drink?

FEREHEAT: P cererersencrrinniciiiiiiiiiiiiiena. 29

So long for now.

Well, we all seem to be here now. Let's begin.

Ooile AR everevsesrccseronsrnsnisanaianeeaes 24
We are meeting today to talk about a new mar-

keting strategy.

A8 WJRIEBL ceesorvressascsrenssenceasocnecenes 25
I've done some research into your company. It seems

you have made progress in your sales. Is that right?



%}SL &%tﬂ@ﬁ( ....................................

My suggestion is to use the new version.

,%1‘(5{ %%Jil’ajﬁ B T T T T T T T T T

| think you're right.
%PS{ {Ei@%ﬁm ....................................

So, that was my suggestion. Is that suitable for
you?

That was a very useful meeting.

%%: ﬁﬁﬁiﬁ cecessssessssssssesssccscrsssssennes

Excuse me, may | help you?

%é\: ﬁ‘_ﬁgiﬁﬁg T P T F TR T TR

We're here every year and it's quite an important

event for us.
FEL . ELAKHJJE] evvvrrernrenmenrerennnnnensinannns

Are you looking for anything in particular?

E%: @jﬁ% cececscsssessssssecsenssseansncnsess

Do you mind if | take your business card?

%%: %ﬁﬁﬁ ....................................

| hope you enjoy the fair.

@zﬂ{- ﬂiiﬁ ftﬂ ”fl% ....................................
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Good morning / afternoon, ladies and gentlemen.

?ﬁfj:\' E&ﬁ% ssescnssasesccesassecsanscassssssnns

Let me just start by introducing myself. My

name s ...

Wt U ccssersosossasnssasinsnssasnsansasss

What I'd like to present to you today is ...

| hope that you will leave this room with a better

understanding of our new marketing strategy.

R : HRFERIIRSS vvveerersecosstrvescaronennns

Our product range includes machine tools and light

industrial products.

We stand out from our competitors because our

products are very of high quality.

iﬁ'ﬁ:\-: %%ﬁ-"\:ft;%] %H ..............................

| hope you'll pick up one of our leaflets.

BTR: JSERERBHE ovooreersorsesssencrssasrssrsens

I'll send you the latest brochure tomorrow.

Yﬁﬁ? E\%H% ....................................

Just to summarize the main points of my talk.
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Thank you for listening.
Test yourselfl «---sseeeeseessneneniesininiiieanenes 45
Test yourselfl B G vvveremsssnnessnssnies 46
FERE AT FEEE F AL ceeeeeeeernnsernnnanninnnn. 47
Ao HEEEH F AT eeereererrneesniinniiiiiiniian. 48
RO YT FIAJTL coerrererrenmismnamnnnn. 40

ﬁ%%iﬁﬁ%ﬁﬁ EATINCROCS 41 Gt SIS Vs US98 4 3 9 49

3. BEER 51

BEHIE: BEHHIE oeeeeerrersrosssisnassssiniaes 52

Good morning, XXX company, YYY speaking.

What can | do for you?

ﬁ@ﬁ %ﬁEﬂﬁ ................................. 53

Let me put you through.

BERE, AR AEEAEE veeeooeeeeeeeees 54

The number is engaged.

BEBITE: BIPYEL eeveeeroorsansesessssivacsiossnanne 55

Would you like to leave a message?

B, DFRE coeeerereererncecn. 56

Let me just make a note of that.

%%ﬁ Eﬁ%/{%“@‘ P T T T T T ¥ 4



Can | just go over the details again?

BEEIE, GEHEIE cooeerererersersssrinrennietennes 58

Many thanks for calling us.

Hello. May | speak to Mei Du, please?

FTELE: UEEAFT BB wooeoeeorrerornns e 60

I’'m calling to see if we could set up a meeting.

Could we schedule an appointment?

FTEAE: BF[A)ZZHEGE N eeeerererornrnnncconenes 62

Would Friday be convenient for you?

Sorry, | don’t get it. Could you please repeat it
again?
FTH UG : 3RAEHARTERG coreveerrreriiniinniinn. 64
Could | assist you with anything else today?
Test yourself! «+-ssesseeeressesiusniiniiniiansees 65

Test yourself! g%%%.u.u.n esesssssensassnsen 66

4, o8 67

Call centre



Good morning. ABC Helpline. May | help you?

{%‘J@\i@[ﬁ] esscscesesssessesssessssssssnsscessasnncnsaee

Could | just have your name and address, please?

How long have you had this problem?

What do you mean exactly?

| see. So, as | understand it, your problemiis ... . Is

that correct?

A () SRR TR RBLR ooversersorerenseessassnnscnnns

Is everything clear so far to this point?

BAEEAR. wsoswsensssonpunssissngptrosmautsess

| will make sure that the books you want are sent

out today.
Test yoursem .......................................
Test yourse]f! Z’}/,% %% % ...........................

oA Z IR
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Dear Sir or Madam

’—5%{{# AFJEEZR srererersrenrreniiiniitaiianinn
In reference to your letter of December 2, 2007, ...
Thanks for your phone call this morning.

= mgﬁ: H{JE [R] sevovrerenseninianiiiciiiiiiiiicianeas

We are writing to let you know about the change of

our arrangement on Monday.

| am delighted to inform you that we've found two
new customers for you.
We would be grateful if we could set up a meeting

at the end of this week to discuss it.

Please find enclosed the price list you requested.

I'm sending you the current price list as an at-
tachment.
HEAELE . eoeeeeersennsennanannns

If you have any further questions, please do not
hesitate to contact me.

Looking forward to hearing from you.
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EEERRBIBE oonessrsencasassonsonansarsnanepsssrassnsnons

Your faithfully

Test you rSE|fl «+eerreeceretnticninastnnncnnenncences

Test yourself! ?}; ;-%— % % ...........................

6. [°) AR

First of all, I'm so sorry about that.
Let me apologize for the poor service and unhelp-
ful member of staff.
THREAKFEVL «reeenerncensensecncrnnniniinniencenee.
What seems to be the problem?
Could you explain a bit more about it?

I'll just make a few notes as you speak.

BIRRIG I oosrssorasasncapssasansonsasnusareroorase

| can understand the reason for your complaint.

What a difficult situation this puts you in!

There seems to be an oversight of our production

department.

BRI BBIPE L vveveeverrrnsnnernsnnnenenneiiniinn,
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It appears a mistake has been made.

AREESTHBERL vevveovroeeornsnnsnsnnannnnannnaneen: 103
That sounds like something we could do for you,

but | need to make sure. May | ask my manager

about it and call you back?

VAT wovveereneemonsssnnsssinnnennnsenneens 104

This should be resolved by the end of today.

PR ARG FTEE ovevnvrrennreermenennesnnnennnes 105
If this solution does not meet your needs, then |

can suggest a refund as an alternative.

BAZE weesrecessiensisnninnsnssnnans st s s s 106
I'd like to go over this once more to make sure we

agree.

(EE S ERHEREH +veveovesenemsmsnsmnnsnsnsnsssnses 107

| want to make sure this never happens again.
%ﬁiﬁiﬁ chsebiaihe snesiisibanitovarssanessian ssoshe see 108
| hope you are satisfied with the outcome.

Test yourself! ....................................... 109
Test yourSelf! ?}%—%% ........................... 110

ﬁﬁﬂ‘@ﬂﬁﬁ’],‘%%ﬁ]ﬁ ........................ 111
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