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Unit One Business Etiquétte

Unit One Business Etiquette

Section A Listening and Speaking

\\\\
ﬁ Part One Warming-up Exercise

I. Remember the words, phrases and sentences related to business reception.

1. greeting [AJ{E; $HIF

2. reception EfF

3. receptionist £ fi

4. airport fee Y37 %k%

5. departure iyl (H#E, B

6. arrival #uh (s, 2B

7. international airport E Rl

8. domestic airport [E L

9. check-in BHLF-LL/pH

10. boarding pass (card) ZHLjH

11. boarding gate BHL[]

12. airport terminal H3ZEHLE

13. international terminal EFr{ENLEE
14. departure lounge fEHZ

15. luggage claim; baggage claim 17Z=4MEAb
16. transfer passenger H#%iik %

17. security check &£

18. duty free shop ##i)E

19. 2-way radio communicator X [a] TGZRERZE AL,
20. at one’s disposal FE«++-+ OEET N
21. courteous A FLEHH
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22,
23.
24.
25.
26.
27.
28.
29,
30.
31.
32,
34.
39;
37.
38.
39,
40.
41.
42.
43.
44,
45.
46.
47.
48.
49.
50.
51.
52.
53,

discreet JHEHIY, HHEK)

the suburbs RBIX.

transfer #iz5; %

dispatcher 3 b1

mechanic P& T

personnel AGi; A
dedicated JEIHAY; BRI
limousine (limo) ZE1EHF 4

serve IR 55, HHFF

outstanding ZS 1, EFHH
elegant EHERY, THIEH

luxury Ff%, ZE48; FEH

turn to RO T

unequaled JC5R LAY, JToELH
luxurious FE 1), ZEAEH)
chauffeur "J#L

extensive J 7RI, TR
guarantee fRiF, HR

be committed to #kEf Freeeeee v B Treewves
business card £ J

business attire [ 4555 %%

business circles %t

chairperson (of the board) #FEH K
president J&l#

CEO (Chief Executive Officer) ¥ RHATHE
general manager S ZSHH

deputy general manager Fl B3
assistant of general manager ELZ8H{Eh 3
sales manager 4487

sales executive 4L E

business executive #§45{L#

P&.S (Purchase and Supply Department) R Wg{i %5
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Unit One Business Etiquette

54. director F4E

55. R&D (Research and Development Department) #f & IMAZE

56. Would you please give me your business card ? BE4FRARAIL Fig?

57. T'll go and see if he’s available. EFEFMIEREHE.

58. Have a seat please. Would you like coffee or tea? Ak, #AHWE S 47 Mg
HRR?

59. He is expecting you. Come this way, please. fIEZE#E, HXME.

. Imitate and memorize the following dialogues.
(I=Interviewer X A A= Applicant HiF A)
1 : Good morning. Can I help you?
: Yes. I came about your advertisement for receptionists in the newspaper last week.
: Oh, yes. Won’t you sit down? What’s your name?
: My name is Anhua Zhao.
: How old are you?
: I'm twenty-four years old.

. Have you worked anywhere else?

o I N

: Yes, I've been working in the Beauty Restaurant as a full-time waiter after
leaving the occupational school. Here is my resume.

1. Good. May I ask why you are interested in working at our hotel?

>

: Because I think I'm fit for a receptionist’s job. I'm still learning spoken
English, you know. There’ll be a lot of foreigners to come to your hotel,
won’t there?

1. Certainly. When did you study English?

A: When I was a student, English happened to be my favorite subject. After

graduation, I went on studying spoken English in my spare time.

I: Isee. Do you think if there is still any room for improvement in your spoken

English?

A: Sure, I do think so. But as the old saying goes “Where there is a will, there

is a way. ” T'll do my best to improve my spoken English.

1. Well, that’s a good answer. Can you tell me why you want to leave your

present post?

3
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A : I'm desirous of leaving my present employer simply because I see no chance of

advancement.

1 : Do you want to work here because you can speak English?

A : No, not just because I can speak English. What I really want is the chance to

learn some advanced methods of management from foreign staff members.

I . We believe you would be able to do the job very well. But as you know, we
have dozens of applicants to be answered. We can’t reach a final decision until
we talked to all applicants being asked to come here.

: When can I know whether I'm accepted or not?

. I think we’ll send you a letter by early next month if you are wanted.

: I see. Thank you for your talking with me.

. Thank you, Mr. Zhao, for your interest in our hotel. Good luck to you!
. Thank you.

T

i

Yes, I came about your advertisement for ...

A, BRARIG--- S ALY,

X2 came it X8 %, A have come A TR Y, RARZRIR K I, 12 come
X—HELLER, AFRAATEX,

But as the old saying goes “Where there is a will, there is a way.” T'll do my
best to improve my spoken English.

12 Ede— ) HEH: “HELFER”, AELARZFRGLEFEEKRTE,

I'm desirous of leaving my present employer simply because I see no chance of
advancement.

RBEFAENGREL, UGERARARIARIGNEL,

But as you know, we have dozens of applicants to be answered.

fathdnsmil, RAVEAIR % BAEE Bd ik,

We can’t reach a final decision until we talked to all applicants being asked to
come here.

FMBEABGF R B XGABDEZE, TREBEREHRE,

When can I know whether I'm accepted or not?

BA 2 ET T ERERRIAT?

4
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Unit One Business Etiquette

7. ...if you are wanted.
Jo RARABL R G 15 eeeeer

8. Good luck to you!
AUARIFE |
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receptionist n. 4E4F i

occupational adj. Bk #

occupational school B2 dk 5 4%

spare adj. =R

five-star-grade 4 5493, Z2ZH 4, Hitde.

a three-thousand-word article — & = F F & X ¥
the eighth five-year plan % AA £ 411 X)]
reputation n. FX, F@

of good reputation A % % &

OOV OO
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6)
§
§
§
§
§
§
g
g
g
g
g
g
g
g
g
g
g
g
g
g
g
g
g
g
4
§
§
g
§
g
g
g
g
g
g

Il. Discuss the following questions with your partner.
1. Do you have any experience of receiving a stranger? Please talk about it.
2. What factors should you take into consideration when meeting a foreign

businessman at the airport?

>

ﬁ Part Two Dialogues

I. Miss Yao and several of her co-workers invite Mr. Smith to dinner. Listen to the

conversation and choose the best answer to each question.
( )1. How many times has Mr. Smith ever been to the restaurant before?
A. Once. B. Twice. C. Never.
( )2. What kind of dish have they ordered?
A. Typical Guangdong dish.
B. Typical Sichuan dish.
C. Typical Hunan dish.

5
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( )3. What drink does Mr. Smith choose?

A. Brandy. B. Red wine. C. Wine.
( )4. Miss Yao proposes a toast for

A. their future cooperation

B. their successful conference

@

their health and happiness
Mr. Smith is confident that

7~
~

his visit to China will be a pleasant sightseeing trip

he will make friends with everyone present

his visit will lead to a successful cooperation between the two companies
Why is Mr. Smith a little bit nervous? A

He finds out that the food tastes bad.

He doesn’t know the table manners in China.

OCERpFOoEp S

He is afraid to say something wrong.

. Listen to a telephone conversation and answer the questions,
( )1. The woman works at

A. P&R International Clothing Company

B. PR&.A International Engineering Company

C. P&R International Engineering Company
( )2. Who does the caller want to speak to?

A. The chief engineer.

B. The sales manager.

C. The personnel manager.
( )3. What’s the purpose of his phone call?

A. He wants to make advertisement.

B. He wants to apply for the job advertised.

C. He wants to talk about some grand news.
( )4. Why can’t the manager answer the phone?

A. He is busy now.

B. He is not in the office.

C. He has an appointment with someone else.

6
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Unit One Business Etiquette

( )5. What’s the caller’s name?
A. Jerry Smith. B. Gary Smith. C. Galey Smith.
( )6. When is the appointment?
A. Friday at 9:00. B. Monday at 9: 30. C. Friday at 9: 30.

.\\\
ﬁ Part Three Passages
1. Spot dictation.

Listen to the passage about the cell phone etiquette and fill in the blanks with the

missing information.

Cell phone etiquette

Should you answer a call in a 1. ? What if your phone rings in a movie
theater? Here is my 2. on the cell phone etiquette.
When hanging out with a friend, try to keep 3. calls as short as

possible: say you’ll call back. Talking too long may leave the person you are with

feeling 4. than the caller.

When with a group of people, 5. or set aside to answer an incoming
call, in order not to interrupt their 6. conversation.

Put your phone in vibrate 7. during meetings, meals and at theatres.

Always be prepared to have the right reflexes in case you forgot to 8.
your phone at the theatre. If it rings, try 9. the “end” button 2-3 times to
interrupt the call then 10. your cell phone. Don’t attempt to answer. Even
whispering won’t make it discreet enough.

If the 11. is bad, tell the caller that you will call back when you find a

spot with better coverage. 12. generally makes a fragmentary conversation

even worse.
. Oral practice.

Do you know any other cell phone etiquette? Discuss with your partner and report your

conclusions to the class.

7
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Part Four Fun Time

At one time Einstein travelled all over the United States giving lectures. He
travelled by car, and soon became quite friendly with the driver. '

The driver listened carefully to Einstein’s lecture, which the great scientist gave
again and again. One day he told Einstein that he knew the lecture so well that he was
sure he could give it himself. Einstein smiled and said: “Why don’t you give the lecture
for me the next time?” The driver agreed.

That evening both of them went along to the lecture hall. Nobody there had seen
Einstein before. As the driver took his place on the stage, everybody clapped. Then

_he began the lecture. Sure enough, he did not make a single mistake. It was a great

success, and when it was over, people clapped and clapped. Then he started to leave,
shaking hand with everybody, while Einstein followed quietly a few steps behind.

Just before they got to the door, a man stopped them and asked the driver a very
difficult question. The driver listened carefully. Of course he did not understand a
thing, but he nodded his head as if he did. When the man stopped talking, the driver
said that he thought the question was very interesting but really quite simple. In fact,

in order to show how simple it was, he would ask his driver to answer it!

Section B Reading

ﬁ Text

Pre-reading discussion.
1. What should you do if you cannot grant the request or fix the complaint?

2. What if you lack knowledge or responsibility to fill the caller’s needs?

3. Why is the author always opposed to speakerphone conversations?

4. Why are good phone manners important? ‘

5. Will callers accept your saying “Could you call back? We're really busy right
now”?

Six things never to say on a business call
Good phone manners have always been important. Yet too few companies make

8
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Unit One Business Etiquette

any effort to train employees in phone etiquette. You will be amazed at the number of
corporations, small businesses and even call centers that ignore basic phone courtesies.
The result is often lost business, irate customers and squandered opportunities. Now I
bring to you the worst 6 things you cannot say on a business call. If you want to keep
and add customers, keep from saying these things on the phone.

“That’s not our policy.” This excuse to avoid taking actions on complaints or
requests 1is not only poor manners. It’s also damaging. If you cannot grant the request
or fix the complaint, you ought to consult a superior for advice or be given authority to
find alternatives that will transform the customer from dissatisfied to appreciative.
Either way, keep the customer informed at every stage.

“That’s not my department,” or “That’s not my job.” Everyone and anyone
working for the company must be prepared to fill any and every caller’s needs. At the
very least, if you lack knowledge or responsibility, you should get a phone number,
ask a manager for help and call back with information that does the trick.

“Could you call back? We're really busy right now. ” This one always surprises the
business mind. But employees say it more often than you’d think. It always makes me
wonder: Busy with what? Lunch dates? So make sure not to get away with saying
anything even close to this.

“I was just waiting to get more information before calling you back.” Everyone
knows this is a ploy. If you were really gathering information, you’d send an e-mail or
leave an explanatory voice mail — which is what every pro does with important
contacts. All this phrase does is to insult the caller by signaling that he or she has no
priority in your schedule — or else that you're incompetent. Either way, if you're
avoiding someone’s calls, be more creative,

“Wait a second. I'm putting you on my speakerphone.” Like the hold button,
this shouldn’t be used without firstly gaining the caller’s permission. Many experts
think it’s fine once the caller says OK, but, personally, I'm always opposed to
speakerphone conversations. I always feel like I'm talking to a club that doesn’t vote
me in,

“T'll see that she calls you.” You should only promise to deliver the message, not
that there will be a return call. It’s not up to you to promise someone else’s attention.

If there is no return call, you’ve created unnecessarily a disappointment or irritation.

9
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Every time an employee picks up a receiver, the possibility of gaining or losing business

is on the line. Attitude matters. Courtesy counts.

opportunities don’t go unanswered. (words: 463)
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Tones tell all.

courtesy /'katast/n. L%

irate /ai'rert, 'anrert/adj. K¥&#y, Wk
squander /'skwondo/v. &%, #EE

consult /ken'salt/v. B &, #HHK

alternative /oil'tametrv /n. TAEEFM T X, T4
appreciative /o'pri:fotiv/adj. F R, KK W
pro /prov/n. ¥ A4, IRk F

incompetent /in'komprtont /adj. FRARIRE, RAPEAEH
speakerphone /'spikkefoun /n. "o\, ¥ F %
permission /po'mifon, po'mifn /n. A, FT
vote /vaut/v. 2, BE}E

irritation /ri'terfon/n. M, MWIH

receiver /ri'siivo/n. L E, BIEFH

keep from (doing) %) & & R4 we

keep sb. informed 4# ++-+-- snill, 4o

do the trick A&k, &%k, X2 B

the hold button %32 4#

be opposed to B %}

be on the line & F—%

Make sure your

<>O<>O<><>OOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOO&

1.

McMaster University: mmE X & &L M4 K &
2. Statistics Canada report: €& X%t BeyiRS

Business Background Tips

#EIEFLY

BTSN AT RBERE, B SERALNAN —E KT, UedAtiRs, Ttk

10

S Casn e
X 2



Unit One Business Etiquette
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