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After studying this unit, you should be able to:

-+ make introductions to each other;

-~ book reservations in a hotel;

-~ welcome visitors and help them with accommodation;

- start a small talk and develop a conversation with people of different
cultural backgrounds;

- entertain visitors, especially those from different cultures;

% see visitors off and bid them farewell;

- follow etiquette in business communications;

-4 understand the significance of cultural differences in communication.
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Section 1. 1  Welcoming \/isiti)rs

The CD Context

The host company:

-wwe

deals in the export of Chmese garments, textiles and fashlon products. Its
headquarters is in Shenzhen, a city in the south of China. The strength of
the company lies in its production unit, which consists of ten manufacturing
bases in inland China. In addition, it offers attractive prices and timely
dehvery, which has enabled Yushan to become very competmve in the
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Hello, I'm Li Bin, Vice
President  of Yushan
Fashion (China) Ltd.

Office Director of Yushan )
(" Fashion (China) Ltd. ‘

Hi I'm Zhang Xiaofen, o
Secretary to the Vice Presiden
of Yushan Fashion (China) Ltd.

Hello, I'm Sarah Simpson

Deputy Director of Textiles

"‘ Donald Cox Marketing mamger“\‘
'\\____ﬂof Spencer Stores in the ’UZ( r

The visiting company :

Spencer Stores is a British, family owned, mass market retailer in food and
textiles. Since the company was founded, it has based on the principles of
very competitive pricing, good quality products and choice. These principles :
are encapsulated in the words “Better Value” for which Spencer Stores has :
become famous. Consumers are able to find a comprehensive selection of
fashionable clothing for ladies, men and children. In total, there are 125
stores in the Group employing 18,000 people. The Company is run by a
Board of Directors consisting of: Chief Operating Officer, Director of
Textiles, Director of Food and Director of Store Operations. '

Unit 1 Socializing °



 Pre-listening i o o
® What nonverbal communication can be |
introduced when welcoming visitors? /

© ® What conversation topics are appropriate when

‘' people meet each other for the first time?

' Listening

- ® What topics does the host use in the small talk?

© ® When checking in, what are guests expected to

/_show the receptionist?

. Post-listening
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Task 1 Imagine you are going to receive a visitor on behalf of your company at
the airport/station. Please prioritize the things you should do.

[}

A. Help the visitor with accommodation.
B. Book a reservation in a hotel.

C. Receive visitors at the airport.

D. Discuss itinerary with the visitor.

— > e

Task 2 Pair work. Discuss with your partner and write the information you need to
consider when making a reservation.
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Task 3 [& Listen to the dialogue about booking a hotel room and complete the
following Reservation Form.

Reservation Form

Task 4 Pair work. Imagine one student is a secretary of PAC Company and the
other is a receptionist in the Plaza Hotel. Make the following hotel
bookings according to the cue cards.

2000000 6¢ 0 6CG QGO

Guest;: Mr. Matthew White
Duration: from 28 June to 5 July
2004
Room: single room//window sights
Ticket: 5 July, 2004//flight//to
London
Guest. Mr. Pierre Dupont//Miss
: Vivian Pones
. Duration: seven days
' Room: single room//window sights
‘ Ticket: 5 July, 2004 // Train //
'* to Shanghai

6 July, 2004 // Flight //
to London

L4 Do d A i e da ki) J ) )
Guest: 19 persons (5 female, 14
mele)
Duration: about one week .
Room. _single or double room //
bed and breakfast
Travel: bus//city tour
Guest;  Mr. William Smith
. Duration; not sure yet
- Room: single room // long
: distance  phone  call
available
Others: two days // conference

room




Task 5 Pair work. Read the passage about meeting people at the airport and

answer the question.

8 What should you pay attention to when receiving visitors at the airport?

Receiving Visitors at the Airport

Maybe you are in the front-line as far as public relations are
concerned. You are often involved in receiving visitors from other parts of
the country or even from overseas. Careful preparations must be made and
a checklist of the activities required needs to be drawn up. It’s also helpful
if you do a little discreet background research on the distinguished
guests.

Compared to the small effort invested, the effect of welcoming people
personally on their arrival at the airport can be highly rewarding. When
you go to the airport to receive visitors, you should pay attention to the
following points:

1. Approaching the person you are meeting;

2. Inquiring about their journey;

3. Offering help with their luggage;

4. Suggesting leaving.

Inquire whether any other help is needed and if he or she has a
particular concern at the moment: return bookings; money exchange;
calling home. When all this has been settled, his or her mind will be much
more receptive to your intended tour of the beauties of the town.

In addition, you should note that your dress is also important,
particularly for those who come from Europe and America. When
receiving visitors formally, the most appropriate clothes are suits, in a

dark color if possible.
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Task 6 Pair work. In many large organizations, welcoming a visitor also involves
a receptionist. Imagine being greeted by the following receptionists when
you arrive as a visitor. Discuss with your partner which receptionist is the
most welcoming and give reasons.

Task 7 Pair work. Discuss with your partner the points that should be paid
attention to when welcoming visitors to a company. Complete the
following list of tips.

PO D OV PWD U PV 9O VY VY O

List of Tips

1. Know well the structure of the organization

and staff positions within the company.

2. Always rise to greet a visitor.

00 N O U B W

Unit 1 Socializing ‘ o




Task 8 Read the following passage about how to make introductions. Then decide

if the statements below are true (\/) or false (X).

Introductions are important aspects of our daily life. However, few
people know how to make them properly. In business, there are two rules
to be observed. First, the person of lesser importance, regardless of
gender, is introduced to the person of greater importance. Second, the
name of the more important person is mentioned before the name of the
less important person. Therefore, the name of the person to whom the
introduction is being made is mentioned first and the person being
introduced is mentioned last. So, the introduction goes like this: “Mr. or
Ms. Greater Authority, I’d like to introduce Mr. or Ms. Lesser Authority.” For
emphasis, this is commonly repeated: “Mr. or Ms. Greater Authority, Mr.
or Ms. Lesser Authority.” Also, remember that, in business, the client is
always more important than anyone in the company’s organization. This is
true even if the client holds a lesser title than the executive in your firm.

Responses to an introduction include, “How do you do?” and “I'm
pleased to meet you.” You don’t say, “Pleased to know you.” You cannot
be pleased to know someone you have just met. Also, don’t put off an
introduction, even if you've forgotten one of the parties’ names. In this
case, proceed with the introduction with a statement such as, “I'm sorry,
your name has just slipped my mind.” Omitting an introduction is much
worse than salvaging a botched introduction.

Your demeanor is important during an introduction. You should
always be standing because this shows respect for the other person. Only if
you are elderly, ill or physically unable to stand is it acceptable for you to
remain seated while being introduced. The introduction is usually
accompanied by a handshake. To shake hands properly, we should keep
the thumb up and touch palms before wrapping the fingers around the
other person’s hand. Social etiquette requires that the woman be the one to
extend her hand first. A woman, especially from another culture, may be
taken aback if the man extends his hand. However, in a business situation,

=

H O R OB

|

o; Unit 1 Socializing



5 B

H R R

this is not important. Rather, the person who extends the hand first is the
person who takes control of the situation. A firm handshake can create a
feeling of immediate friendliness. A hesitant handshake can cause instant
irritation. The proper handshake is brief and firm, with warmth in the
clasp. It should always be accompanied by a direct look into the eyes of the
person you are shaking hands with.

1. A man is always introduced to a woman.

2. A less important person is introduced to a more important person,
whether male or female.

3. Avoid direct eye contact when shaking hands with business partners.

4. Avoid saying “Pleased to know you” when you meet someone for the
first time.

5. Omit an introduction when you forget a person’s name.

6. Men and women are equal in the business arena.

7. When everyone in the organization is introduced to a client or

customer — the name of the customer is said first.

8. The name of an official or a dignitary is said first, for example, “Mayor
Lee Brown, I would like you to meet Mary McKinney, flood victim. ”
9. A younger person is always introduced to an older person.

10. The basis of business introductions is rank and then age, not gender.

00O O oo god O

Task 9 Pair work. Introduce the people according to the business cards.

arelnc. IMPEX IMP. & EXP.LTD
Chief Information Officer
235 High Street London W6 7DP 483 Woodbine Ave. Ocford. UK
Tel: 800734-5893  Fax: 800-569-6374 Ofica: (W01 RSORE - SR
Fax: (370) 580-5873 ~ E-mail: J.martin@hotmail.com




