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RTINS B A SRR LT — 28T .1) Which of the following is not mentioned as
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Bo DU WG EREZBEREBICSHNNER,
RERMNAGERTEAELANGE, X E NPT T HREIOHE,
(D When a teacher is teaching two parallel classes, he should take
A) the same approach B) different approach
C) the same text D) different text
(@ The downside of teaching is that
A) you feel at times physically and emotlonally tired
B) you feel at times rather disappointed
C) you feel at times bored with the students
D) you feel at times rather hard in lesson planning
(@ Nowadays students are much
A) more serious and more formal B) more open and less formal
C) more formal and more open D) more open and more serious

@ 1¢'s easy to run

A) a democratic classroom B) a more formal classroom
C) an authoritarian classroom D) a less open classroom
® 1t’s much harder to )
A) set up a rule of punishment B) win and eam the respect of children
C) assess the students’ progress D) make decisions with the students
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Good aftemoon. My name is Len Unsworth and I'd like to talk to you about my company which is
called Cultural Study Tours. Basically, we offer tours in various countries including Scotland, for
people who want to Leam more about particular cultural aspects of those countries.

MX BIT 5 E AT LS R JEE A8 28R % T 12 A Cultural Study Tours” ) , 35 7
THREZAFRMAENES, TETURACIZEIENE CRELBAN T E, LT offer
tours, cultural aspects %, DAMEEYFE AR L BBt 52 5t MMM, 7 Talk &, A 05 A B
KRR — W, X T E BT , B AR S R 51 2 )5 B DA R el itk — 25 36
o WA EEMBE RS HHAMIEIERTSE: ] mean...; What I mean is...; You
know. . .; That is (to say). . .; The point is that. .. ; For example. . .; To sum up... %% 073X
WIERRA, NMUBEX T XA EFREPEZRNEN, RER4NERYE, TEESHR
TEFERLEIINE,
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1. The interviewee believes that success with customer services means
A) providing high-quality products for our customers
B) providing both high-quality products and good service for our customers
C) doing everything you possibly can to please and keep customers
D) establishing a dialogue with our customers
2. The most important aim of a Customer Services Unit is to
A) treat our customers with respect
B) encourage communication with customers
C) respond to the customers’ comments about our business
D) provide customers with high-quality products
3. The company’s good reputation and high profits depend more on
A) the relationship the company establishes with its customers
B) legal responsibilities shared by the company and its customers
C) responding to our customers’ complaints
D) the understanding of the rare mistake or problem that does happen
4. In order to keep customers happy, a company has to
A) deal with the customers’ complaints properly
B) get more and more feedback from our customers
C) bear in mind the slogan that customers are always right



