IR RS

RiFEXHIX=E

KUAJING DIANSHANG

YINGYU KOUYU SHILI DAQUAN §
© L HEE |
© FEHENIIESR d

REIIGEXTER

- cEEH, ExsEeEs

ErgiZni. EPZR. EEKR. BiE=EH. B2BXR5.
ERRIESMUY, TMERl, eHES, FEES
ISR, IRSHESES

HrhfEE %ﬁdi‘hﬁﬁi*ﬂ?ﬁr‘ HIESIE, BF\IB,

I H S OiEREE

=506, AMERNEE

B Eﬂ:[+?ﬁiﬂl§+?&ﬁﬁlﬁ:+*§ﬂl‘i§§” PO AHRER
&, NEEEBEHIE SERNRE. &5, 9Bk
i3, TIPS?I‘?EQ&IE?H%%P LH/T\#%E?L:&




aﬁﬂm;ﬂkﬁ

mltiiﬂiﬁﬁﬂﬁﬁbﬁl

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII



mEE A

ARAB L VT A SIS b A b N DY, A I A B v i R S

RSV D B AS IR B, B AN 2S5 S s k. 2 15IET R, A
FEEANAY: B - R T B2CR U AT b B0 AR Bl E B i

i, WIS TB2BA S 4 LRI FATRPIRIER, B

B A AN AR R T A

SO T

A o SR s RS B X R OR VLR A RN I SR

i o) W IR TS, SR e i, —25PUAE, R A
EAFTAEENREE R TEMAS, HEELABRES, EF A
b 5 [ S AT 2 NG R ROSTIR, AR AS B BN N T

EHERGSE (CIP) #iE

P E B E BB R A/ B S mE. — Ik P E
Bl AR IR 2], 2019. 9

ISBN 978-7-113-26063-7

1. @ 11 @F- 111 O Tl %— i — i — A2

Sk V. OFT13. 36

o [ AR AS B S PECTP R AZ 7 (2019) 53146381 %

$ £ BERHRIEOIEXGIKS

t &F: P ¥

X kUE EEAELBIR: 010-63560056
HITE: N

RIFENH: BAER Hmigit: MXCE

AR IT: o EBIE AL PR Rl (100054, Jbgtili vEskIX 4 2 TP #18 55 )
B Rl JbsigEIE KRR 2 )

kR W 20199 A1 2019469 H 85 1K 6l Il

F A: 700 mmX 1000mm 1/16  EPsk:. 14.75 =¥ 204 T
H  E. ISBN 978-7-113-26063-7

E #r: 55.007C

FUI A R PR S, A BRI R ol i S AL R A T R T

FEALERE  RALGR

TR 2E i iE: (0100 51873659

(010) H1873174



W 227 A BRAL AN ELIER PP AN e i, 5 S50 7 S5 ORI ]
AR R P ER A" ASDINE A SR 5 15 L R
I SR ) R BB TR SRR SR . IRB LT AnlEiE A
EFRHAD NI EIRE T, WA PSR SRR SRR S

FEFRIES BEHL 7 55 5y fllxd fislk CRB2B ) FAfebxd 4 2
# (HDB2C) MRSt SHe4eitshot—FF, MBS,
=N EBREIIM S, B TR T RIT IR . TR TS TR LA
gh, N HA—EMNSGECIERE /), XAEARESANHE AT
i, EFAE Sk .

A2, X SaB TERE ) — MM A G, AN T AR
W aim i, A3 TR SRR AR TG, A CHisE
ZR e AR R BIRAIR SESIBX PY A RR, XA
PSR 2 P — ey Bl BOE R R, 3 AT DA 19 5 sl
PELNE, ST dedne /).



AT =ER AL 7 BN, LURSTYTIRINA W R

O F—ABsr: B~ 470

‘ A Sy B4 B2C X B B L i B B AR, MaS Bt
[ st e SIE M eyl 4 A Em, 5 BURIA ]

‘ B BERT fE 2 IR A B b b, (0 2T lalnt , BdpA
KA.

O B My 5 ~6 00

' /I\%ﬂﬁu‘ TEA BB b, 12k Lagifgs b Ag iAo
X HT B2B &5 S {4 T b i AR, ATEA K 2 LA 3552 i
FbB LAz b £ W A1 E 2, PSR el R 1
Bk, PASAE T4 ik nl 42k

@ﬂgj b1 A ';';;7
“*AMﬁVMEwP&.WWM%%WN 1) —2E 5 ik
TR A& R4, WLAMAT & P RIAS A R 2 4 A
MIRGALFR TS ik, i vl LA 2 - ek

At b 3 ER U R R B R AR

AR, BIE RN, B 7 TIPS (£275) XA, #h3E
BEEGEMAIAL, AWMU T, NEIH, ARy 2.

1R B AR R 4 TR B HL 1 22 T 5, FRAR A b S5 TR 9N IR ATt
HE.
mefe, RN ?5ﬁ%MAi¢ﬁﬁ.%ﬂE§%ﬁ%mm
BERE. T RERIAM, M P ARBNEATERI AR
@ﬁ%m%EJ

2019 1 6 J]



E-Com

merce

Spoken

Hax

CHAPTER 01

%1 22 ifii Pre-sale Communication

EEHAERA, HHZBBE

B2C K oL BB R T RS AT £ A9 5F K
TR, EEXTITEW T EFER X HOME. RI-irolis E K#
(THil, ATl — g aleh ik HEFERMNTH

PART 1-1 W7k The E-shop /2
UNIT 01 [ f# %l The Information of Store /2
UNIT 02 JEZKAT 2% Not Online /6
UNIT 03 #fi)[1]/™ 5 Asking about Products /9
UNIT 04 @B A54FR I Limits on Purchases /13

UNIT 05 P50 F 22 The Goods has been taken down /17

PART 1-2 #47i{fr Negotiating about the Price /20
UNIT 01 §{frid At Bargain over the products /20

UNIT 02 #5447 410 Discount for this Commodity /23



BB S LRSI

UNIT 03 {4115 2 Sales Promotion /26

UNIT 04 EEMAEE Retail and Wholesale /30

CHAPTER 02
f1p 22 il On-sale Communication

FREMNBELUWEE S, —HELFSIFPR, ABFETITH
ﬂiﬁw%%fﬁﬂ %m%xmﬁmmfﬁ AFAFRABE 5,
RAERGFRAE LR EM— i, L/ 7 B 7 0 F 72

PART 2-1 PFil# Placing Order /34
UNIT 01 JEHN A In—store Selection /34
UNIT 02 JEf7R0 Inventory Situation /37
UNIT 03 $55855K Specific Needs /42

UNIT 04 {25170 Online Ordering /45

PART 2-2 =ZfF&# Payment Management /49
UNIT 01 4% iff % Adjust the Price /49
UNIT 02 MM 3KFEF Introducing the Payment Procedure /52
UNIT 03 T4hR A Introducing Refund Conditions /55
UNIT 04 48 FK T Introducing the Refund Procedure /58

UNIT 05 JEWHY 3K Scheduled Payment /61

PART 2-3 %P Delivery Order Management /64
UNIT 01 755 Packing of Products /64

UNIT 02 2% kT Reminding the Buyer of the Ship Date /67

PART 2-4 ®ifii#f The Logistics Selection /70

{l.



i

UNIT 01 MBEH Post Logistics /70
UNIT 02 ks Commercial Express Delivery /73
UNIT 03 L £ Special Line Logistics /76

UNIT 04 FREZASATIRE Following the Delivery Situations /79

CHAPTER 03
)5 22 i After-sale Communication

EEHERE, FTREGXSFEART2HEARET. REFLER
AR, FHEX2EM - SEGRS., UNBRFEAHYEZEIE, Mig
Bl - wRER, i ERE G, MHITREERABEFEERSEAMMF
5 i3

AR

‘]J

PART 3-1 #5k3S After-sale Service /84
UNIT 01 #EfZAR 3% Maintenance Service /84

UNIT 02 &1 Returning Goods Unconditionally /87

PART 3-2 %571 Special Situation /90
UNIT 01 ZEH % 1% Delaying the Delivery /90
UNIT 02 A~8]47 /) The Force Majeure /93
UNIT 03 & FPEKMHbHE Customers Requests of changing Address /95
UNIT 04 HUH1TH Canceling the Order /98

UNIT 05 44815 70 Refusing to a Refund /101

Al



PO RS 5K

CHAPTER 04
piali Y Y Net- Shop Marketing

PART 4-1 #¥4558) Marketing Activities /106
UNIT 01 4fi] Jilli Promotion Strategy /106
UNIT 02 1% (5] Merchants' Launched Promotons /109
UNIT 03 9 IS Holid: iy promotion /111

UNIT 04 5SS Brand M, wketing /114

PART 4-2 M35 Product Management /117
UNIT 01 "5 4 4 Product Releasing /117
UNIT 02 &5 5 Product Selecton /119

UNIT 03 2L 10150 Disposal of Inferior Products /122

CHAPTER 05
B2B % b] Business-to-Business Trade

B2B 4 K T, e b i3 M AR AR Y R, KRR
RES TS Y L ETLLEL A i — 4
Hit, TN E R RS ; BB % %
215, ETG

PART 5-1 £ I14&¢#i Online Communication /126

UNIT O1 b =54 iscussing the Product Details /126

IV



&

UNIT 02 {{i451:1 The Price Discussion /129

UNIT 03 121 /5 1 Modes of Transport /132

PART 5-2 {22 E-mail Communication /135
UNIT 01 ifjfif The Inquiry /135
UNIT 02 i The Offer /138
UNIT 03 4 #E Counter Offer /141
UNIT 04 1] Ordering Goods /144
UNIT 05 {d2E50K Packing Requirements /148
UNIT 06 {2401k Compensation for Loss /151
UNIT 07 Wifsf /5 % Compensation Proposal /154
UNIT 08 4 U To Cover All Risks /157
UNIT 09 511 1]{# Holiday Greetings /161
UNIT 10 #E{2#1) Recommending New Products /163

UNIT 11 #8858 Congratulations and Thanks /165

S

CHAPTER 06
2% | 2 ifii Offline Communication

&BT%M%F%JU”%T%W&%%M&W.R%[Mf” T
CHEU, AEMRGEE RSB EME RS A, ﬂf- £ty i
MR EE, AN TR ERAL, 2R HiLL qu

ik M- MR, FR SR

PART 6-1 5% ) Reception of Clients /172
UNIT 01 &y 4k Appointment Arrangement /172

UNIT 02 Z0)7" R s 2% Visiting the Product Showroom /175



BBOREG SR LRSS

Vi

PART 6-2 #&
UNIT 01 /ﬁ\(r}?é'f lomt Venture /179
UNIT 02 i AR#E 1 Technology Transfer /182

A
N fb.

2

7%y Compensation Trade /185

UNIT 03 %

PART 6-3 #i55ikH Business Negotiation /188
UNIT 01 FRAf4 Asking for the Commission /188
UNIT 02 % %=1 Customer Meeting /191

UNIT 03 Z51] 714 Sign a Contract /195

CHAPTER 07
% 5O Y48y Customer Feedback and Disputes

7 P 04 A — TR A e O . R T ISR B O
ok B B AR S R T UL I SR T AR b —
HERERFNRSSNE, TERERN KB LR, HURESEP
TR REEAE P 0T

7*1

PART 7-1 %&F'7iF Negative Feedback /200
UNIT 01 #5% 545 Inviting Customer Feedback /200
UNIT 02 #)i1% Logistics is too Slow /203
UNIT 03 [R5 A % Poor Service Attitude /206

UNIT 04 AR 1250 Disposal of Neutral and Negative Comment /209

PART 7-2 7E&4%; Give Rise to a Dispute /212
UNIT 01 Jitg[n] i Quality Problems /212
UNIT 02 S5 059 Misplaced Goods /215
UNIT 03 Uil The Goods is Damaged /218

UNIT 04 1217 Sales' Returning /222



AZ?
,

//// o

IIII

CHARTER O

Spoken

English

=ERi3sin

Pre-sol= Commumicaticom

BREENESEASHL LT  BREERN , o952 B2B #1B2C,
FmB B2C EMNAZFHBRIBEI & LK T B TLEEHATEMITR. X
K MTERRIATREREMN " RIRE. RIMIFNERSESEITAE | Fill—
LR AR R R T .



B NG S 1 VSRR A

PART 1-1 W% i)k The E-shop

JRERT

The Information of Store

e inlil / Vocabulary

product n. )"l 454 craft n. I.2;: &
Co. abbr. 2}1i] ( company ) exporter n. {1{11§

Ltd abbr. (=Limited ) {il{ 2] design n. il BIE

handicraft n. 1.2 T 1.2 Christmas n. S&H#E 15
manufacturer n. i35 R paper fan  4Chj

exquisite adj. K581 4nklng greeting card W |

sky lantern fLUJLT; KT mature adj. BIRIT)

Alibaba n. P'RLELE ( 236l 4) decoration n. B, BENE; PEHiMh

TR / Phrase

[ be online ] {E£k |-
You can chat to other people who are online.

1|'f]:ﬁ“ 1]|H LJflélylljj\ J\ N

[ a wide range of | %R 5 FEM)
A wide range of colours and patterns are available.
SRR SN AIES

[ leave a message | §4 %%

If you have any suggestions or feedback of this game you can leave us a message.

EA] 3L I ek & R s n] DA S48 11



{22 if Pre-sale Communication

If you find any problems or have any suggestions, please leave a message here.
AR A A DRI A AT o L, i R
[ be interested in ] #&f---- W 2 i

You may be interested in only some of the items.
P RE UG SRS A B

BA Y / Sentences

Our lines are mainly textiles and handicrafts.

FAI A 35 AT T 20

The exquisite handicrafts were welcomed by customers from many countries.
IXVERERMT TGS 5 TR 2[5 & Ak

We've a large stock of handicraft articles here.

FA X A KR T 25 by

This 1s a respectable business.

FEA VBRI A AT AR 1

I'm sure you'll find our wide assortment of articles very interesting.
FAVETRFIEMR T, w22 B

There are two types of jade in our shop, modern and antique.
FAVEABME, —Mudg s, —Mud ek

We have been in this line for many years.

I EX—1TRBE T,

We handle the imported and exported business of chemical products.
FA LA Lt 55

We turn over 2000 dollars a week.

A v RO ENEELA 2000 JEoL.

Our company was founded in 2000, and we have accumulated rich experience
spanning many years.

FeAl 1 w2000 &, B 200 Faéhus
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The company was founded in 2003 and has been in a large scale.

AT T 2003 4E, BEALIENK TRk

We are one of the leading arts and crafts manufacturers.

AL T Rz —

We're one of the main producers of China rare in the south of China.

A BEPEEH FENE S —

Now, we have grown to be a world-class manufacturer of arts and crafts.

HAT, B At R T 254

Eﬁﬂ?%/ﬂﬂmmk
R AL Fl A L

g A RFHRERTEREF LTI GHE . TR

HREE A, % 7 FIERIN E5 725,

—EEEE . EDEEEEEE

A: Hi, I'm interested in your products,
Are you there?

B: Welcome to Xi'an Nana Crafts Co.,
Ltd. What can I do for you?

A: I am very interested in Chinese
handicrafts. The sky lanterns in your
shop look very exquisite. Do you have
any other handicrafts besides this?

B: There is, of course. We are
professional manufacturer and exporter
that is concerned with the

Wl 2k s THSIERE

Fhlke B 1) B A A4 1 T

A: PREF, FoHR MR
LR, RIEZRI?

P8 2 R T
bl |||1‘r§ R2Aa). lﬁl‘ﬂﬁ“ﬁ\
BT AR Y

A: R, FAEREFAPET
F T2, PRERALALT
LA oKk, BRTEN
R e A HAL T T2 507
AR T, JRA DAL
HA." PRI T RN 2 e it
TEARCROAE = i

B: “ }Jli|m

RTRIE NG n



design, development and production

of paper crafts, Chinese lanterns

and Christmas decorations. All of

our products suit international Eco—
friendly and quality standards. Besides
the Sky Lanterns, you can choose other
goods as many as you like.

A: Really? What kinds of paper crafts
are there in the shop?

B: We have paper fan, sky lantern,
wedding deco, paper lanterns, greeting
cards and so on.

A: Wow, your products are quite
abundant.

B: Exactly, dear customer. Although
we set up online stores on Alibaba

last year, we have very mature
manufacturing and sales mode. And
the annual sales figure that exceeds 200
thousand dollars. This is the link to the
home page of our store (https:// x x .
en.alibaba.com/), you can get more
detailed information.

A: OK, great!

[ TIPS |
Besides {1 & A Z45h (1)

Wi A2 i Pre—sale Communication

SR R . BT TR
PFE EPRERGRANBT R RAE
bz TALWTLASS, s n Lk
TV e ) T Ath P 7 5

A: 27 JEHERARHL
BT LZamle?

B: AVEERALAE. KIT,
UL L ARAT SR B R

A: H, RIT™5E
(=0

B: 21, FA, BARKA]
:iﬁAWWWEEWﬁ
o, AR R AR Bl
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PART 1-1 P& r§)% The E—-shop

WA (4

Not Online

=g ST / Vocabulary

off-line adj. ki1 browse v. X%

update vt. Wi Fl screenshot  n. Jif f {1
link n. % size n. Kb ROF
choose vi. JEff: Hhik convenient adj. Jj{#ift)
height n. 591 %0y weight n. Ji ik

feet n. )L I inch n. .

pound n. ¥E; select vt Pki%

owner n. Fi{ifi: ¥ . webpage n. Wi

item n. )"l | upload vt. I-{%

image n. 8% Y copy v. 5

Vg {7174 / Phrase

[ in front of ] {r----- Hif Ifn
[ stood for a few moments in front of the nearest shop window.,
FEAE Sl H— 5 R I O A il 1 —23 )L

[ take a fancy to ] it} f |-
1 took a fancy to a bag, which costs about 300 yuan.

FER T {0, B 300 ik

[ I recommend that... ] F&dtil



