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Unit 1 ~  welcome and Farewell

Make a great first impression

. |
v“;’ Training Objectives

By the end of this unit, you are expected to:
e know how to meet or see off clients at the airport;
e know how to start conversations with clients;

e know the etiquette of welcoming and seeing off clients.

-y
»r‘;’ Training Portfolio

Part I Starting up

Section 1 To discuss ]

Discuss with your partner and collect your thoughts on the following questions.

(1) What preparations do you think should be made before meeting your client?
(2) What preparations do you think should be made before your client’s departure?
(3) What kind of gifts could be sent to your client?



Module 1 Business Reception

Section2 To read J

Read the tips for welcoming and seeing off clients in business reception, and then discuss
what impresses you most.
Tips for welcoming clients

e On formal occasions, you should address someone as “Mr. ” (for man) or “Ms” ( for
woman) with the person’s last name or surname unless the person asks you to call
him/her by his/her first name.

® Professional dressing is appropriate in the Western business culture. Many companies
require that their employees dress in a professional manner.

e In the Western culture, people are used to maintaining a relatively large physical
distance between each other during conversations or social meetings.

® Men always shake hands firmly when meeting each other for the first time, while some
women prefer verbal greeting only.

e English speakers often ask “How are you?” or “How are you doing?” when you meet
them. These are usually more greetings than real questions, and they do not always
expect an honest answer. If you are well acquainted with this person, you might say
how you are truly feeling. If not, the accepted response is usually “Fine, thank you.
How are you?” even if you are not feeling very well.

Tips for seeing off clients

e If your client wants to leave during the farewell dinner, never be the first one to rise
and say goodbye to him/her, or you will be considered impatient and insincere.

e A gift is used as the lubricant to make communication easier and also helpful to
conclude business with your client.

® You’d better present a gift to your client’s taste. The gift whose package is attractive
and exquisite should be neither too expensive nor too cheap.

e Help your client make flight reservations and book an air ticket if it is necessary.

e Consequently sending regards or email to him/her can be helpful to strengthen the

friendship between you and your client.
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Part I Listening in

_l Task 1 Listen to the conversation and try to fill in the blanks.

At the airport, Mr. Brown sees a board with his name on it held by a young woman , so

he walks towards her.

Wang Jia.
Mr. Brown:

Wang .

Brown .
Wang .
Brown .
Wang .

Brown

Wang .

Brown .

Wang .

Brown ;

Hello! Are you Mr. Brown?

Yes. And you are?

How do you do, Mr. Brown? I'm Wang Jia, (1) of Shanghai
Sunrise Trading Corporation. Nice to meet you.

How do you do, Wang Jia? Nice to meet you, too.

Let me help you with the (2)

Thanks a lot.

My pleasure. (3) ?

A pleasant one. Good food and good service. But I'm catching a little
jet lag.

Oh, you need a good rest to (4) . We’ve booked a room at

the Shangri-La. Shall we go?
Great. You are so nice.
This way, please. Our car is outside.

Thanks.

Mpr. Brown and Wang Jia are on the way to the hotel. They are talking in a friendly way.

Wang .

Brown .

Wang .

Brown .

Wang .

So it’s the first time for you to visit Shanghai, isn’t it?

Yes. I felt quite excited when I had a splendid bird’s-eye view of Shanghai
on the plane. It has a clear skyline dominated by (5)

Yes, it is. Shanghai is a very beautiful modern city. I can assure you that
you would enjoy staying here.

Oh, I bet I will. Could you make some (6) for me?

No problem, I’ll do it. By the way, you’ll be staying at Shangri-La, one
of the best hotels in our city. The hotel has nice restaurants, bars, a
boutique, 24-hour room service, laundry service, and facilities such as

fax, copying and typing, etc. We’ve booked a room with a



Brown
Wang .
Brown

Wang .

Module 1 Business Reception

(7)

Sounds great. But is it conveniently located?

of the Bund and Huangpu River.

Sure. Oh, here we are.
Wow! It looks very grand. That’s very kind of you.

You’re welcome.

They arrive at the Shangri-La Hotel. At the front desk Wang Jia helps Mr. Brown to

check in.

Wang .

Receptionist ;

Wang .

Receptionist ;

Brown .

Receptionist ;

Brown .

Receptionist ;

Brown

Receptionist ;

Brown ;

Receptionist

Brown :

Receptionist ;

Brown

Receptionist ;

This way, please. Let’s go to the front desk for check-in.

Good morning. Welcome to Shangri-La. Can I help you?

Good morning. This is Mr. Brown from the United States. We’ve booked
one room for him.

Let me see ... Oh, a reservation of a single room for 3 days in the name of

Mike Brown, right? (8) ?

Certainly. Here you are.

Thank you for showing your passport. And how would you like to pay?
Is Visa Card OK here?

Certainly.

Oh, could you tell me where I can find a supermarket?

Well, it is on the second floor. The Health Club and the bar are on the
third floor.

I see.

If there’s anything we can do for you, please let us know. The extension
for the front desk is “6”. And breakfast starts from 6:30 until 10 :00.
OK. Thank you.

Please sign your name here, Mr. Brown. It’s your keycard, and your
room number is 1802. I’ll get a bellboy to take you to your room. Hope
you enjoy your stay here.

Thank you for your help.

You’re welcome.

After Mr. Brown settles down, they begin to talk about the arrangement of his visit.

Wang .
Brown .

Wang .

Here we are.
I like it. Thank you.
By the way, you probably know you can’t drink the (9) ,
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Brown

Wang .

Brown .

Wang .
Brown

Wang .

right? You may drink boiled water, or you can drink bottled water.

Oh, thanks for telling me.

Mr. Brown, may I discuss with you about the two-day visit here now?
We plan to spend one day (10) our factory and the other day
sightseeing. Which do you prefer to do tomorrow, going around the
factory or the city? Or you just want to have a day of good rest?

It’s really kind of you, but I’'m eager to have a look at your factory and
the products we’ve mentioned before.

I see. How about picking you up at 9:00 tomorrow? Is it OK?

Fine. Thank you for everything you’ve done for me.

It’s my pleasure.

_l Task 2 Listen to the conversation and try to fill in the blanks.

About one week ahead, Monica Huang notifies the restaurant of a farewell dinner and

discusses with the chef about the menu. Now the farewell dinner is coming.

Huang .
Wilson :

Huang .
Wilson :

Huang .

Wilson ;

Huang .
Wilson :

Huang .
Wilson :

Huang .
Wilson :

Good evening, Mr. Wilson. I’'m glad you’ve come.

Good evening, Ms. Huang. It’s very kind of you to invite me to dinner
tonight.

Take a seat, please. The dinner will be ready in a few minutes.

Thanks.

It’s a pity that you’re leaving tomorrow. Hope you’ll visit our company
again.

I am sure I will. Ms. Huang, I truly (1) everything you’ve
done for me. It has been a very pleasant and productive trip for me. Your
company has left me a very good impression, and I am deeply moved by
your hospitality.

Thank you very much. I hope you have enjoyed your trip in China.

Oh, yes. This trip is excellent. Besides our business, I visited different
places, which has helped me a lot to know more about China.

Mr. Wilson, here is something I’d like you to give to your wife.

Thank you. TI’ll open it ... Oh, it is an embroidered picture. It’s
really (2)

I'm glad you like it.

I believe my wife will like it too. I don’t know how to thank you for your

kindness.
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Huang: It’s very kind of you to say so. Well, Mr. Wilson, this is the air ticket we
booked for you. The flight number is CA985, and the plane will take off at
10 .55 tomorrow morning. I will arrange a car to pick you up at 8 :30. Please
get everything ready before that.

Wilson: You are so (3) . I’ve given you too much trouble.

Huang: No trouble at all. And I should say thank you for placing an order with us.
You won’t be disappointed. En ... Now the dinner is ready. Please come to

the table. Take this seat here, please.

Wilson: Thanks. How delicious the food is!
Huang: Mr. Wilson, here’s to our friendly cooperation.
Wilson; To your health and our everlasting friendship.

Huang: (4) to whatever you like.

In the morning, Monica Huang comes to the hotel and waits for Mr. Wilson at the
lobby.

Wilson; Good morning, Ms. Huang.

Huang: Good morning, Mr. Wilson. Have you checked out?

Wilson:  Yes.

Huang: OK. We should be at the airport two and a half hours earlier as you need time
for customs formalities and (5)

Wilson:  Sure.

Huang: [D’ve arranged a car to the airport. I'll call the porter to take your suitcase to
our car.

Wilson: Thank you.

Mr. Wilson and Monica Huang get into the car and head for the airport. 30 minutes
later, they get to the airport.

Huang: My driver will help you unload the luggage. This way, please.

Wilson; Thank you.

Wilson is at the check-in desk now.
Clerk . May I have your passport, please?
Wilson; Here you are.

Clerk : Thank you, Sir. The flight number is CA985 to San Francisco. How many
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Wilson :
Clerk :
Wilson :
Clerk .

Wilson :

(6) do you wish to check?

Two.

Put your baggage on the conveyor, please.

By the way, can I have an (7) ?

Let me see. Yes, you may take one. All settled down. Here are your

passport, boarding pass and the receipt to (8) . You may

proceed to Boarding Gate Number 12.
Thank you.

Myr. Wilson finishes check-in, and the departure time is coming.

Huang ;

Wilson :
Huang .
Wilson :

I’ve checked the departure time. We still have 40 minutes. Let’s wait at the
departure lounge.

Thank you so much, Ms. Huang. I’'m so grateful to you.

It’s my pleasure. I hope we can keep in touch.

I hope so, and I believe we will.

The airport broadcast announces the boarding for the flight CA985 to San Francisco.

Wilson :

Huang .

Wilson :
Huang .
Wilson :
Huang .

Now, time for boarding. I’'m afraid I have to say good-bye now. Ms. Huang,
my dear friend. Thank you for all your help. I believe Mr. Jin is very lucky
to (9)

Thank you. It’s very kind of you to say so. I wish you a very pleasant

journey.

Please (10) your boss and other colleagues.

Sure. Keep in touch!
See you!

Take care, and have a nice flight.

Part I Language focus

B Meeting at the airport

1. Excuse me, but are you ... from ...7

Sl

Did you have a good trip? / How was your flight? / Was it comfortable?
The journey was pleasant and the service on board was excellent.

I’'m catching/feeling a little jet lag.
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5. How many pieces of luggage do you have?
6. Let me help you with your luggage.

7.
8
9

It’s very nice of you to come and meet me.

. We have already reserved you a standard/single room/suite at ... Hotel.

. Anyhow, it’s a long way to China, isn’t it?

10. If all is ready, we’d better start for the hotel.

11. Our car is in Parking Lot 3.

W Breaking the ice

1.

e A o

I didn’t expect the airport to be so efficient.

Well, I'm so glad to be able to come to ...

We’re glad to have you here ...

We have a shuttle bus for ... visitors over there.

It’s also very convenient to travel from the airport to the downtown area.
Have you ever been to ...?

I hope you could tell me the most convenient way to ...

You can take a shuttle bus as well as the subway.

It is a 10-minute drive to get there.

10. I certainly will take this opportunity to visit the city this time.

11. The hotel is conveniently located.

12. It is a bright and clean room facing the garden on the sunny side.

B At the farewell dinner

1.

e A

Good evening ... It’s very kind of you to invite me to dinner tonight.
I’'m glad you have enjoyed your stay here.

I really appreciate all of your help/hospitality.

Here is something for you and your ... I hope you will like it.

I"d like to give you something ( to take home).

Please accept this gift. It’s a token of our friendship.

How nice of you! I'll open/unroll it right now ... Oh, it’s lovely!
How skillfully it’s done. It’s hand-made, isn’t it?

To your health and our friendship / friendly cooperation / brilliant future.

B Farewell at the airport

1.

Sl

It’s very kind of you to come all the way to see me off.
Please send your family my best regards.
I wish you a very pleasant journey.

Take care. And don’t forget to keep in touch.
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5. Farewell and all the best.

Part IV Speaking out

Section 1 Sample dialogues I

e meeting the clients at the airport
breaking the ice on the way to the hotel
Welcoming
clients <
helping the clients to check in
S confirming the schedule

_l Dialogue 1

Howard Yang is the director of Purchasing Department ( PD) of Active Sports, Beijing,
and Tom Chambers from the U. S. has been the largest client for Active Sports in the past few
years. Today Howard picks up Tom in person at the airport, and they will discuss the likely
further cooperation.

Tom Howard! Great to see you again!

Howard: Good to see you too, Tom. How was your flight?

Tom Good. No holdups at the airport, and the flight was comfortable. I was able

to take a nap on the way over.

Howard: Good. Do you have any jet lag?

Tom; No, not now. I adjusted to the time difference while I was in Korea, so I'll

be all right.

Howard: That’s good. I always get bad jet lag when I travel.

Tom So, how is your wife doing, Howard?

Howard: She’s doing fine, thank you. How is your family?

Tom Fine, thanks. My wife wanted me to say thank you for your gift last time.

She liked the jewelry box very much.

Howard: Oh, it was nothing. I'm glad she liked it.
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Tom I heard you had a haze recently.

Howard: Yes, but it wasn’t too serious. The weather forecast for the next few days
looks very good, so we don’t need to worry about it.

Tom Wonderful. I was hoping to get some exercise and go sightseeing. Will we
have enough time?

Howard: Sure. Your schedule is very flexible. The only firm appointments are to spend
a day at the factory tomorrow, and a half day at the office on Wednesday.

Tom There must be a lot of places of interest in Beijing. Last time I only visited the
Forbidden City, but it was really unforgettable.

Howard: This time we can go to the Summer Palace, and the Temple of Heaven.

Tom Sounds very exciting.

Howard: And we can take you shopping before you leave.

Tom Great. It’s good to be here, Howard. And it’s really good to see you again.

Howard: It’s good to have you, Tom.

—| Dialogue 2

Tom All my bags are checked in. I guess I'm all set to go.

Howard: I know you must be excited to go home after such a long business trip.

Tom I’'m sure. So we’ll be expecting the first shipment in less than a month?

Howard: Yes, that’s right. They’ll be there in no time.

Tom Good. Tell Mr. Cao at the factory to keep up the good work. I think all the
products are going to sell very well.

Howard: We hope so! It’s always good to work with you, Tom. I want to thank you
for placing such a big order with us. You won’t be disappointed.

Tom I’'m sure I won’t. I really appreciate all of your hospitality.

Howard; It was my pleasure. And I’d like to give you something to take home. Let me
unroll it.

Tom This is beautiful | Chinese calligraphy. What do these characters mean?

Howard: They mean longevity. I remembered you like the calligraphy at the Palace
Museum, so I thought you might like it.

Tom That’s very nice of you. Where did you get it? It’s not a print.

Howard: No, it’s an original. My father’s friend is a calligrapher, and I had him make
it for you. His name and the date are at the bottom.

Tom I'll hang it in my office. But I feel bad, and I didn’t get you anything.

Howard: Don’t worry about it. It’s a token of my appreciation for your business and

11
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friendship.

Tom If you have time around Christmas, please come to visit my family. I’ll show
you around our city.

Howard: Thanks for your invitation. And please give my regards to your wife.

Tom You do the same. Well, I'd better go. Thanks again for everything.

Howard: Take care, and have a nice flight.

Section2 Creating your own J

1 Task 1  Pair work: Make a conversation according to the given information.

Tips for you (A)
You are waiting at the airport for a new client who is going to visit your company.
The tips are for you to prepare a conversation.
® You are
from China
the sales representative of a food company in Hangzhou, China
®* You
meet your client at the airport
talk about his/her journey
want to help him/her with his/her luggage

Tips for you (B)
The supplier is waiting for you at the airport. The tips are for you to prepare a
conversation.
® You are
from Mexico
the head of a food corporation in Mexico
® You
express your thanks to him/her
express your feeling about your journey

refuse his/her help and carry the luggage yourself




