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Unit

1
Reception

Background

1. A receptionist’s main responsibilities

A receptionist is a person who receives the guests who come to visit his/her company. As such, a
receptionist is the initial contact a visitor makes with the company, and is hence in a powerful position in
which to affect the way the company is perceived. A receptionist’s main responsibilities are as follows:

1. Build good customer relations in a professional manner.

2. Communicate well—both internally and externally—with customers.

3. Develop effective listening skills and react appropriately on different occasions.

4. Take appropriate action when dealing with difficult callers and awkward customers, or when handling

complaints.

(9

. Manage the reception area.
6. Provide the highest possible level of customer service when taking and relaying messages.

2. Preparations to be made before receiving a foreign visitor
1. Acquire background information from the mission organizer or directly from the management of the
company, including the purpose of the visit.
2. Know the name and title of the visitor.

W

. Make sure the visitor is to be met by a proper counterpart from the company, i. e., a person of the same
rank.

. Learn the visitor’s agenda for the remainder (F:4%) of his/her trip.

. Check the visitor’s main product lines and customs in his/her own country.

. Brief yourself on the business and cultural etiquette of the country.

N N b B

. Prepare a promotional pack (‘Hf%fJ) with appropriate materials, including price lists, translated into
the visitor’s national language.

Unit 1 Reception 1



Suggested Teaching Plan

Objectives &
=z
* To racquire a general knowledge of the greeting gestures in different | 10 min.
cultures
* To learn how to meet foreign visitors at an airport in a business-like | 80 min.
manner
* To learn the basic business etiquette for meeting foreign visitors at
an airport
* To acquire a good command of the core vocabulary and structures | 45 min.
in Text A
* To learn to use countable nouns and uncountable nouns
* To acquire an overview of the etiquette in conducting business 45 min.
* To understand how to deal with foreign visitors when doing business | 90 min.
* To obtain more information from the Internet about business etiquette
* To become familiar with introductions and greetings in different | 45 min.
situations
* To practice speaking skills: reading aloud, asking and answering
questions based on a program schedule, and making a presentation
about business etiquette in different countries and regions
* To acquire a general idea of the basic elements of a business card | 40 min.
and be able to correctly design a business card
* To be able to recognize different ways to entertain clients and guests | 5 min.

2 Unit 1 Reception




Getting Ready

Have the students think about the question—What does a receptionist do? Give some hints if necessary. (1

min.)

A receptionist is a person who receives the guests who come to visit his/her company. As one of
the company’s most important assets, he/she is contributive to the visitors’ first impressions of the
company.

Al (2 min.)
a. Have the students look at the six national flags, and then make clear which countries they represent.

b. Have the students match the different greeting gestures with the correct national flag.
c. Guide the students in drawing a conclusion regarding different greeting customs around the world.

Key to Exercise A
1. a. USA 2. d. Japan 3. c.India
4. e. Saudi Arabia 5. f. Thailand 6. b. New Zealand

Conclusion: Although one of the most well-known and crucial forms of nonverbal
communication in Asian cultures is bowing, and Arabic people greet each other by a kiss on both
cheeks, most people still prefer to shake hands in business greetings.

B (4 min.)
a. Play the recording and have the students check their answers.
b. Have the students review the different greeting gestures.

1. Americans shake hands when greeting each other on formal occasions. Men kiss women
friends on one cheek only, but do not kiss them on the lips.

2. The customary greeting in Japan is a low bow.

3. A traditional greeting in India is saying Namaste (E[lJ% ¢ |-fL) and putting their hands
together.

4. People in Saudi Arabia (7045P$71/1) greet each other with a two-handed handshake or by a
kiss on both cheeks.

5. In Thailand, when greeting in a traditional way, one places his/her hands, palms together, in front of
the chin, bows the head to touch the top of the fingers, and says a word that means “Good luck™.

6. In New Zealand, one of the traditional greetings by the Maori people (T#/| \) in the country
is hongi—expressed by two individuals rubbing or touching noses. Men may initiate (JI-4f,
k) the gesture with other men, but not with women, while women may initiate the gesture

with other women and men.

J
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C (3 min.)
a. Have the students work in pairs and greet each other with different gestures.
b. Have three pairs of students perform in front of the classroom, giving comments where necessary.

Text A

. o

,.a 1. Have the students follow the recording and practice reading the new words and expressions. (10 min.)

‘, ' 2. Have the students listen to the recording with their textbooks closed, and focus on improving their
listening ability. (5 min.)

m - . . . . . -

‘.5 3. Have the students read the text while listening to the recording and focus on improving their
pronunciation and intonation. (5 min.)

4. Have the students read the text carefully and search for specific information. (25 min.)

a. Have one student read the first paragraph aloud and then have all the students answer the first
question in Exercise A.

b. Do the same with the other four paragraphs and the remaining four questions in Exercise A—each
question corresponds to one paragraph.

c. Upon finishing the reading of the entire passage, have the students complete the statements about
the main ideas in Exercise B.

5. Make sure that the students have a deep understanding of the text by explaining the language points. If
time permits, have the students practice using them by composing news sentences. (25 min.)

6. After an in-depth reading of the text, have the students work in groups to discuss what you should do
and why you should do it when you pick up foreigners according to the text and fill out the table in
Exercise C. (5 min.)

7. The students should have a basic knowledge of the business etiquette for meeting foreign visitors at an airport.
Write a summary of the text and have the students memorize the paragraph in Exercise D. (5 min.)

Key to Text A Exercises
]

1. Before meeting their visitors, they should check ahead of time to make sure the flight is
on schedule and go to the airport early.

2. A computer laser printout of the visitors’ names in extra-large type works well. The sign
should be printed in the visitors’ mother tongue. If the visitors’ company logo can be
printed, that would be even better.

3. A member of the host team.

4. The visitors will be jet-lagged, so let them get some rest to get used to the new time zone
instead of planning something big, e.g., conducting business. No actual business should
be done until the visitors are well rested.

5. The host team.

4 Unit 1 Reception



The article tells us what preparations to make before meeting visitors at an airport. In

addition, the article illustrates how to meet visitors in a business-like manner.

¢

What to do

Why doing s?

|
|

Before meeting Check ahead of time. |3. To make sure the flight is on
foreign visitors schedule
Go to the airport early. [4. To help them get through
f immigration and customs
. Prepare a tasteful, 5. To catch the eye of the
; professional sign. visitors
] When meeting 1. At the airport | Make a culturally 6. So that the visitors feel they
- |foreign visitors related presentation. are entering not only a new

business venture, but also a
new culture

After checking in

2. In the hotel

Check back later.

. To ensure that the visitors are

satisfied with the service

Language Points

Paragraph 1

1..ahead of time happening, coming, or done before the proper or designated time 3287, 3t
Please tell him ahead of time what you are going to do.

e AR Z) FHE AT E b

2. make sure make certain, establish something without doubt 5544, BfR
Make sure to turn off the light before you leave.

e A AT — & &K IT

3. on schedule at the announced or expected time 3% Bt

He wanted to finish the job on schedule, but somehow he fell behind.

Mo KB TR TR, (B R mE AT AEET
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Paragraph 2
4. host n. a person, place, company, or the like, that provides services, resources, and so on,
as for a convention or sporting event £A, £hFH, HFEE

Mr. Williams, our hest, introduced us to the other guests.

FAVH A, WA A e BRANB4 T LibEA

5.include vr. bring in as part of the whole €14, BiF
You should include eggs on the list of things to buy.

AR B2 3% A W P 5 Bt %

6. tasteful a. having, displaying, or in accordance with good taste HX& = i, HEE, B SRAIH
Most of the clothes are very tasteful.

K IR E AR Tl

7. catch one's eye / catch the eye of to attract one’s attention or interest B3| B3¢, 5|#Es%
The T-shirt in the window caught his eye when he passed the store.

VM2 FER, BE 2O THMAR L] T 25

Paragraph 3
8. presentation n. a formal introduction, a demonstration 9748, BEik, FiFH
Professor Adams gave a presentation on British theater last Friday.

T4 M3 LR AT — AKX TREXRAGNZ.
9.individual a. single; particular; separate ™3I, #¥Ey, MAK

Each individual leaf on the tree is different.

I EEE Y g e e B SO

10. introduction n. a formal personal presentation of one person to another or others 4148

She was shaking his hand before I could finish the introduction.

BERFRNGET, W ESMEFT

11. distribute vz. [to, among) to divide among several or many; give out 3%, 4B

The books were distributed among the students in the area.

X ELTiZMRGFE

Paragraph 4

12. brief a. short, esp. in time 8148/, EEH
Could you make the speech brief ?
IRAEIE R 5 1) 42 2kvg ?

13. aware a. [of, that ) having knowledge or understanding BAEEI, =iRFIHY
She was well aware of the problems.
AR T A X 2 e)

14. extend vr. offer, grant, accord #4F, S

It was very kind of you to extend an invitation to us.
R 2T R AT 6 3
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15. adapt oneself to... make oneself suitable for a new use, need or situation {#& 8§ 2 &M SJ1EF------

She soon adapted herself to the new job.
MR e iE B T A LAk

16. conduct vr. control, manage #1T, AME, SLHE
They have conducted negotiations in a positive manner.

A1 B2 8E 4T T ARG E )

Paragraph 5

17. at one’s expense / at the expense of... someone paying the cost F-«---- *fF, #

He had to repair his car at his own expense.

RSB RS E

18. check in to report one’s arrival, as at a hotel desk, an airport, and so on
BRI, (MRIE)FCNE, WFH)EMN

You must check in at the airport an hour before your plane leaves.
ERAATC A — A B, ARLIRBIAIG A IR ET 4

19. be satisfied with... be happy with sth., be pleased with sth. 3« K E;#HE
She told me that she was not satisfied with my examination results.

W R AR K 89 F KR SR i

Language Focus

Have the students check the core vocabulary and structures in Text A. (2 min.)

on schedule, extend, expense, actual, individual, include, enter, check in, brief, be satisfied with, at one’s expense, make
sure, aware, adapt oneself to..., catch one’s eye, get through, make an effort, if necessary, as...as, it is acceptable

0.5

Vocabulary (7 min.)

Focus the students’ attention on the five groups of words by discussing the differences among the three
words in each group. Have some of the students read each group of sentences aloud and make sure they

understand the meaning.

Have the students finish Exercise B in pairs. One student reads a word in Column A aloud while the other

chooses the proper word or expression that agrees with it from Column B.

Have the students look through the given vocabulary, and have them complete the sentences individually

and check their answers in pairs. Then have some of the students read the sentences aloud one by one.
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