Keys for reference

Unit 1  
1.  Listening One: Work of Secretary
(Listening Script)

1

As the new generation of Managers are doing more and more of their own typing, a secretary’s 
role can expect to be more of an organizer, supervisor and trainer rather than the bulk of the duties 
being typing. But of course this can and does differ from company to company. 
2 
Tasks for secretary can include many varied duties——research, typing, producing flyers, filing, telephone calls, appointments, liaising with clients and other staff members(sometimes this includes handling difficult situations), attending meetings, minutes taking, composing letters, making travel bookings, supervising, training staff, ordering flowers and gifts, and of course there will be menial tasks included too. 
3

Work relations will also include those between the boss and yourself: management-employee relations are not always straightforward, particularly as the management’s assessment of your performance can be crucial to your future career.
4
In small business the boss will probably work alongside his workers. Anything which needs to be sorted out will be done face-to-face as soon as a problem arises. There may be no formal meetings or procedures. 
5
If you can see your boss is stressing, try calming him/her with a cup of tea (herbal is a good choice).  It is the little things that count and it works every time. Sometimes he/she just may need some time free from interruptions to pick up the pieces.
（keys）

1-5  BCBCA  

2.  Listening Two: Being a Competent Secretary
(Listening Script)

To be a competent secretary, you will need to learn how your boss works, what his/her role and objectives are within the company, what correspondence, telephone and personal inquiries he/she would like you to refer to him/her, or whether he/she prefers to take his/her calls at certain times of the day.  Knowing these sorts of things will make your job easier too.  The idea is to save your manager time with the daily routine matters and be as helpful as you possibly can.  Books are available on this exact subject---forming a working relationship with your boss. 

As you learn more about the way your company operates and the role of other company personnel, you will find you will be answering more and more of the routine inquiries and confidently referring inquiries to the correct officer without having to bother anyone else, particularly your boss. 

Familiarize yourself with company policies so that you know how to deal with certain issues should the occasion arise in your role as Secretary.  For instance should personnel complaints be put in writing, or will your boss deal with them verbally? You need to know these things so you don't waste the time of your boss by putting unnecessary calls through to him/her.  You'll be able to deal with them expediently yourself because the policy will give you guidelines on how the company wishes you to handle them. 

Also many companies have procedural books and/or staff handbooks.  Ask if there is one and read it and re-read it.  If one doesn't exist, develop one as you learn the job.  Take the initiative.  You will find it so handy when you need to train other staff you supervise. 

Now you know some of the types of duties you'll be expected to carry out in your role, see how you rate in the desired qualities a secretary should have.
(Keys)

1. competent     2. correspondence     3. routine      4. relationship  
5. confidently    6. Familiarize         7. verbally     8. guidelines
9. If one doesn't exist, develop one as you learn the job.
10. Now you know some of the types of duties you'll be expected to carry out in your role,
3.  Speaking One: Ethics of Secretary 
Answer for reference:

The ethics of a secretary are moral principles relating to the job that you will be bound by. When we talk about ethics of secretary, confidentiality, honesty and loyalty are all important, and in our opinion, confidentiality is the most important. Our reasons go to:
The secretary has more chances of access to confidential information. So he or she must always keep information private and confidential about the firm you work for and its clients. Never repeat sensitive information even if you are in a discussion where everyone is wondering what is happening and you know. Always be trusted.  
And what’s more, honesty, loyalty and no bribery are also important. So Incorporate the mentioned ethics in the secretary’s role and you will find both your boss and your work colleagues will respect you as a person and your position as a secretary. 
4.  Speaking Two: (omitted)
5.  Reading One: Duties and Responsibilities of A Secretary 
Task One  BCDA CBDD
Task Two   FTTFF
Task Three

1. 尽管秘书的角色根据公司的不同而不同，但是秘书的基本职能在每个公司大体上来说是一样的。
2. 第四，秘书应该能够建立或保持与上司、同事、下属、顾客和供应商的和谐工作关系。
3. 另外，期望秘书能够将收到的邮件和文件进行分类，阅读和作注解，然后附上合适的文件使一些必要的工作变得便利。
4. 秘书的另一个职责是为总经理做好工作安排，协调各类工作会议。
5. 有效的商业写作技能对工作日全天都要使用电子邮件的秘书来说是有必要的。
6.  Reading Two: Secretarial Skills and Tips

1-8 BCCA  ABDC
7.  Writing: Note
Dear Mr. Black,
This afternoon, a Mr. Simpson from New York called during your absence. It seemed that he wanted to talk with you about something really urgent. He asked you to call him back this evening from 6 to 8 at 64321234.

Unit 2  
1.  Listening One: Ways of Work

(Listening Script)
1 
Wouldn’t it be nice if the work week is finished not on Friday but on Wednesday? With a job-share it can. Here’s the essential guide to making it work, and most important is to find the perfect partner.
2 
Further to our previous meeting, we are pleased to be able to confirm that the new flexitime system will come into operation as from August 1st. The system applies to all administrative and office staff.
3
I wish I had my own space. I have to carry everything around in my bag and sometimes there’s nowhere to sit. At least I need giving a place to store my things.
4
Sometimes I still go into work to meet clients. I’m going in nearly every day this week because we have visitors from another company and I can’t really invite them over to my house. Besides, it’s nice to go in very so often. I like to see people and catch up on the gossip and the news with my colleagues. I miss that side of going into work every day.
5
Thanks to the Internet, we now even carry our offices with us. A Chinese manager, for example, can stay at work until midnight for a conference with the New York branch. However, no matter how long the working hours are, it seems that we are still at where we were.

（Keys）

1-5 CBAAC 

2.  Listening Two:  Office Automation
(Listening Script)

Office automation is for office file integration and event management. Office automation uses computer systems to execute a variety of office operations, such as word processing, spreadsheets, e-mail and presentation to make office routines easier, faster and consistent. Office automation system can improve workflow communication and response time, both internally and externally. By running the program, office staff will be automatically notified of critical events; thus accelerating action on these important issues.

Take the system of letters, faxes and memos for example, using a simple screen interface can provide the entire organization with fast and consistent letters, faxes and memos. This system can be integrated into word processor so it is available at the press of a button. Even different pages or documents can be directed to different printers. But the output will be consistent across the organization.

Office automation can improve both the speed at which office staff can prepare documentation, and more importantly will ensure that it is completed in a consistent manner. In particular, with office automation, it can be decided how the office documents look and is structured and what data should be contained. So not only will the documents look the same way, but also will be completed more quickly. So office automation helps manage workload, saves time, increases accuracy and increases efficiency.

(keys)

1. management      2. computer      3. presentation      4. consistent

5. workflow        6. critical        7. memos           8. integrated

9. Office automation can improve both the speed at which office staff can prepare documentation
10. So office automation helps manage workload, saves time, increases accuracy and increases efficiency.

3.  Speaking One: Coping with Heavy Workload
Answer for reference:

First, time management is an important issue to consider. The overlong work can only result in less efficiency with a waste of labor and source. So facing heavy workload, what’s more important, it is not OT, but how to improve the work efficiency. An efficient secretary can manage even heaviest work very well.

When faced with a heavy workload, a secretary should keep in mind the saying “more haste, less speed”. The feedback of the boss is very important. From the feedback, the secretary should know what needs to be improved and what has been done properly.
Besides, there are piles of papers waiting for him or her to cope with, a secretary should be quite clear about which should be done first. Of course, the most important and urgent one should be dealt with first.
4.  Speaking Two: (omitted)
5.  Reading One: Office Control 
Task One  DBBC  ACBB

Task Two   TFFFT
Task Three

1. 为了记录员工出勤情况，在办公室里会使用时间记录系统，包括电子打卡钟，时间记录器与日期和时间考勤表，以便准确地记录员工考勤。
2. 此信息也将被记录在一本书或是电脑的日记中，以便所有人员都可查询。
3. 当发生紧急情况时，秘书应该提醒其他员工采取预防措施和行动，注意防火安全疏散、急救、机器操作和办公室的安全。
4. 如果采取措施，办公室的风险往往是可以避免的，但有些危险不易看见，比如工作压力。
5. 技术压力包括：培训不足；工具设备老化或保养不善；工作量过大；缺乏良好的工具设备；工具设备设计不佳，缺乏安全性。
6.  Reading Two: Interpersonal Relations at Work

1-9 DBCA  CDBB

7.  Writing: Notice or Announcement
Dear All,
The chairman of our corporation is coming to visit our company. He plans to discuss the pricing policy for our newly launched product with our sales staff. He will arrive here at 10:00 am next morning and please attend the welcome reception for him at the meeting room on the 2nd floor ahead of his arrival.
Thanks a lot!
Unit 3  
1.  Listening One: Office Work Patterns

 (Listening Script)
1
Flexible patterns of work cover the following types: flexiplace, flexitime, compressed work weeks, permanent part-time and job sharing.
2

Teleworking or telecommuting, however, may hinder teamwork. Some teleworkers feel isolated and out of touch, leading to decreased motivation and less, not more productivity. By blurring the barriers between work and family, telecommuting often leads to more work hours and more interference with family life.
3

You have to consider which type of job would be suitable for job-sharing. It doesn’t make any sense for highly individual and creative jobs such as computer programming to be shared. However, secretaries, computer systems engineers and technical-training instructors can split their work load with a partner.
4

It can be expected that in the future, all office equipment will be digitalized and work efficiency will be further improved. Or perhaps staff members can make better use of the Internet and work at home, and of course, home offices will be popular.
5

It’s an effective reward especially for those who work to live. Since they don’t live to work, they care a lot about their balanced lifestyle, and flexible schedule which enable them to accommodate their requests conveniently and easily.
(keys)

1-5  BBBAB

2.  Listening Two: Computerized Filling System
(Listening Script)
Computerized filling system

In computerized filling system information is kept by using different types of software packages such as database and spreadsheet. Information can also be stored on other forms of computer-based storage such as floppy disk, network location, CD-ROM, etc., according to different purposes or conditions.

Advantages of computer filling system:

· Speed of retrieval: information stored on network systems can be easily and quickly retrieved and located by staff in different departments.

· Space-effective: disks and CD-ROMs can store large amount of information.

· Easy updating.

· Paperwork-reduction: a considerable amount of paper work can be reduced.

· Greater security by using passwords.

· Files are not removed when access is made to them.

Disadvantages of computer filling system:

· Knowledge-requirement: staff need to have certain knowledge of computer to operate or access this system.
· Expensive equipment is required.
· It takes time to input data and verify it using a keyboard.
· Information loss: information can be corrupted by viruses.
· The danger of an operator accidentally erasing data from the memory of a computer.
· Back-up paper copies are needed which increase the amount of material to be stored.
· Information will not be able to be retrieved when there is a power cut or a system breakdown.
(keys)

1. information  2. software  3. stored  4. computer-based  5. retrieval  6. updating 

7. passwords   8. access
9. Information loss: information can be corrupted by viruses.
10. Back-up paper copies are needed which increase the amount of material to be stored.
3.  Speaking One: Keeping Information Safe
Answer for reference:

Security should be the first concern for anyone who’s connected to the Internet. When you set up a network, consider the security of every possible access point that is left exposed to attacks by hackers. Install firewall software and keep it up to date on every computer on your network. 

Special attention should be paid to keeping back-up duplicate copies of disks, using codes for computer and file access and using write-protect tags on system disks against attacks or alteration and do the multiple backups when necessary daily, weekly, monthly or quarterly. Keep all these in your mind, and you can safeguard computerized data against information loss or leakage by.

4.  Speaking Two: (omitted)
5.  Reading One: Keeping Information Safe 
Task One  CADC BDAB
Task Two   FFFTT
Task Three

1. 当你离开办公室时，绝不要将机密文件随处摆放，不用时务必将它们锁起来。
2. 任何不再需要的机密或保密文件不应该扔进废纸篓，而应该放进碎纸机销毁。
3. 当传真机密信息时，须确保接收设备具有保密设施。
4. 如有任何违背安全原则或引起你注意的事，应当立即向你的经理汇报。
5. 经常扫描病毒，且有必要总是保存工作文件的备份。
6.  Reading Two: Effective Filing

1-10  DACB  CACD

7.  Writing: Office Memo
To:

all staff

From:
Linda Smith
Date:
June 25, 2014
Re:

company’s policy about annual leaves

To help you plan your annual leave, I would like to clarify the company’s policy as follows:

1. You should apply at least two weeks in advance if you intend to take leave longer than 10 days.

2. You should submit a proposal on how your duties can be shared by others.

3. We expect five rush periods next year and we need to set a quota for each:

· Jan. 1 to Jan. 10——maximum leaves, 5 persons

· Feb. 5 to Feb, 20——maximum leaves, 4 persons

· April 10 to April 20——maximum leaves, 6 persons

· July 20 to July 30——maximum leaves, 5 persons

· Dec.15 to Dec. 24——maximum leaves, 2persons

4. Applications for leaves during rush periods will be granted on a first-come, first-served basis until the quota is filled.

If you have any question about this policy, please call Ellen at extension 2311.

Unit 4  
1.  Listening One: Preparing a Conference
 (Listening Script)
1 
	Man:
	So, when is the annual global sales and marketing conference this year?

	Woman:
	It’s scheduled for the first week of July.

	Man:
	Will it run for the entire week or will it just run through the work week?

	Woman:
	Delegates will arrive on Sunday morning. There will be an optional dinner and 

reception Sunday night. The rest of the conference will take place Monday to Friday.


2 
	Man:
	Where will the conference take place?

	Woman:
	We’ve reserved rooms in the Hilton Hotel.

	Man:
	That should be very nice. How much will it cost for each delegate?

	Woman:
	Minus the cost of flights and meals, it will cost about $ 800 per person.


3
	Man:
	We’ll need to make the changes to the agenda and send it out tonight.

	Woman:
	OK. Let me know what they are and I’ll revise the agenda.

	Man:
	The first one, Mr. Smith’s speech on Saturday afternoon has been cancelled. And the 

second, Mr. Green has changed his flight and won’t arrive until 11am, so we have to 

postpone his presentation till the afternoon.

	Woman:
	OK, I’ve noted them down.


4
	Man:
	Why can’t we start the meeting at 8:00 instead of 8:30.

	Woman:
	Well, many of the people coming to the meeting are on the red eye and their planes 

don’t arrive until 7:30. It will take about an hour to get to our offices from the airport.

	Man:
	OK. We’ll keep the 8:30 start then, but we’ll have to shorten the lunch to allow for the 

extra thirty minutes on the agenda.

	Woman:
	That’s not a problem. I’ll change lunch to 12:30-1:15 instead of 12:15-1:30.


5
	Man:
	How many people do you need the room for?

	Woman:
	Let me just do a quick check…Oh, that’s nine people.

	Man:
	Unfortunately, we don’t have any rooms for nine people available at that time. If you 

can change the time to 2:30-3:35, you can have Conference Room 1.

	Woman:
	That will work. Thanks a lot.


(Keys)

1-5 BCACC
2.  Listening Two: Scheduling a Conference
 (Tape-script)
A meeting is an appointment to which you invite people or reserve resources for. Scheduling meetings is one of the most common tasks for secretaries or administrative assistants in the modern workplace. In the past, scheduling a meeting was a time-consuming task that involved hard-copy invitations sent as interoffice memos. The telephone was usually the preferred method of confirming invitations. You’ll also type and distribute the agenda. Today, with computer technology and groupware software, for example, Microsoft Outlook—a desktop information management program—the task of scheduling a meeting requires only a few mouse clicks.

Despite the advances in technology, scheduling a meeting is not as simple as it looks. A lot of judgment is involved, and there is a real sense of propriety required. In bringing any group of people together, there are so many factors to take into account. It could be that there is a certain pecking order, and some people have to work around more important peoples' schedules. Or, some people can best be contacted by phone, some by e-mail. Decisions about where the meeting is held are important as well, and very political. You must arrange for a meeting place and confirm that it will be ready for use at the time specified. Is the meeting room large enough and supplied with the right equipment? Can it be reserved for the entire meeting? For some meetings, a simple announcement will do. For others, participants will need to be polled for their availability and then confirmed later. 
(Keys)
1. appointment
2. The telephone was usually the preferred method of confirming invitations.
3. desktop 
4. scheduling a meeting is not as simple as it looks
5. propriety
6. order
7. contacted
8. supplied
9. announcement
10. availability
3.  Speaking One: Planning a Conference
Answer for reference:
Creating an agenda is very important when planning a meeting. Doing so helps participants know what they should be talking about and keeps the conversation focused. All items to be discussed at the meeting should be listed on the agenda and the purpose of each item should be clearly indicated. Make sure copies of the agenda are available before the meeting.

The size of a meeting depends on its purpose. A meeting for passing on information to employees can be fairly large, for few questions and comments are expected from the audience. If it’s a meeting where different ideas are contributed and a decision is to be reached, its size should be controlled to save time.

A suitable venue is also important. It should be a place convenient to all participants so that everyone can arrive on time.
4.  Speaking Two: (omitted)
5.  Reading One
Task One  1.C  2. C  3. B  4. C   5.B

Task Two  1. F  2. T  3. F  4. F  5. T

1. Task Three 

2. 考虑周全的行政助手要小心谨慎，避免在周一早上或周五下午较晚的时候安排会议。

3. 无论喜欢与否，会议往往是商务活动中耗时的一部分。

4. 时至今日，随着电脑技术的发展和诸如微软的Outlook和IBW公司的Lotus Notes软件的应用，安排会议只需要点击鼠标。

5. 往往参加会议者的配偶会一同出席会议，考虑周全的会务组织者会对诸如旅游购物，酒店就餐之外地方聚会，观看体育比赛的门票，参观博物馆及其他旅游景点。

6. 会议期间的每一天结束后，拿走会议室与会议相关的多余材料。告知会场工作人员清理会场剩余的茶饮点心。

6.   Reading Two
1. A  2. B  3. B  4. C  5. D

7.  Writing: Meeting Minutes
Minutes of the Director’s Meeting

Date : July 14th, 2014
Place: The meeting room of the company
Present: John Smith, William Black, David Parkins, Lucy Green, Susan Morris
Apologies for absence: Ms. Lily Smith, Mr. J. Chiles

1) Establishment of the Branches

Miss Morris proposed that two branches be established, one in Hong Kong and the other in New territory. The motion was seconded by Ms. Lucy Green and carried unanimously.

2) Decision on Investment

The Chairman proposed that an amount of HK $ 600000 be invested in Hoi On Shipping

Co., Ltd, which will make up 60% of the capital. This motion was opposed by Mr. David Parkins.

The meeting closed at 5:00pm.

Minutes submitted by Secretary, Bata Smith

Unit 5  
1.  Listening One:  Visit and Travel
 (Listening Script)
1 
Business travel is arranged for many different reasons, which may include: sales or technical meetings, visiting clients, visiting suppliers, meeting with partner companies, holding exhibitions, etc.
2 
When traveling on business by privately owned cars, the company should pay a travel allowance covering the cost incurred. Travel allowance of company lease cars may be lower than that of private vehicles because the company has already contributed the costs by monthly lease.
3
If the employees make lots of business trips by car, the company often supplies them with a company car and pays for the total cost of the car. For road travel, especially to a new destination, appropriate road maps and route plans should be available.
4
Business journeys by air are very quick and a frequently used method for longer journeys between countries and for international journeys. Flights usually have classes named economy, business and club. Companies usually have policies on appropriate class for different types of journeys. 
5

When making travel arrangements for business travelers, it is wise to make arrangements directly with travel agencies. Travel agencies are a good source of information such as flights, accommodations, currency, visas, etc. It is highly recommended to develop a professional contact with a good local travel agent that can cater for business traveling if the executives regularly make travel arrangements.
 (keys)

1-5 CCBBB 

2.  Listening Two:  Hotel Accommodations
(Listening Script)
It is an important responsibility of the secretary to select and book suitable hotel accommodations for their executives. The hotel selected should satisfy the following criteria:

· It complies with the company’s procedures and policy for travel and accommodation;

· It is suitably located to allow the executives to make optimum use of their time;

· Cost is effective and within the price range for the needs of the executives;

· Terms for payment are acceptable and in accordance with organizational procedures;

· It caters for the individual needs of the executives, eg., dietary needs, facilities for meeting clients, etc.

· It satisfies the personal preference or regard to previous experience of using a particular hotel.

At the initial inquiry stage, the secretary can contact by phone or email to inquire about costs and vacancies. When the accommodations are agreed upon by the administrator, it is necessary to make and confirm bookings. Hotel reservations made by telephone should be confirmed in writing by letter or fax, and should supply the following details:

· name(s) of executive(s) requiring the accommodation;

· dates─specifying clearly the nights for which the room is required and approximate time of arrival and departure;

· type of room required, i.e., single, double or twin;

· facilities required;

· any special dietary needs;

· arrangements for payment and confirmation of the rates quoted.

(keys)

1. executives    2. procedures    3. optimum    4. range    5. payment

6. dietary    7. preference    8. vacancies

9. Hotel reservations made by telephone should be confirmed in writing by letter or fax 

10. arrangements for payment and confirmation of the rates quoted

3.  Speaking One: Business Trip Transport
Answer for reference:

In choosing transport for a business trip, comfort is a very important factor to consider. Comfort means being physical relaxed and contented, free from worries and unhappiness. With comfortable transport, you can stretch out, lie back and even get some sleep during the trip so that you can arrive at the destination well rested and ready for your work. This is vital for the success of your business.

Cost-effectiveness is also important. You have to consider the cost that may occur when you choose transport for your business trip. It is advisable not to choose a transport whose cost is beyond your budget, since expensive transport can inevitably increase the costs even before you do your business, which can even stop you from meeting your targets. You should never allow this kind of cost to ruin your whole business.

Convenience is another factor to consider. Convenience transport can help to make your trip easy, efficient and free from fatigue.

4.  Speaking Two: (omitted)
5.  Reading One: Travel Arrangement
Task One  DBAB CCBD
Task Two   FTTFT
Task Three

1. 了解老板的喜好能够让你清楚地知道他的工作特点和工作程序。
2. 了解员工离开和返回的确切日期是很重要的。任何错误都会给公司带来沉重的代价。
3. 给你的老板安排好往返于机场、酒店、会议地点，或任何他需要去的地方的交通。
4. 确保将行程明细打印好，这样就能方便你的老板查阅，出行时随身携带。
5. 必要时，秘书也应当为老板安排好健康保险和行李保险，帮忙收齐旅行支票。
6.  Reading Two: 6 Tips for Effective Business Travel 

1-11 CBBD  ACAB
7.  Writing: Letters of Invitation
Date: 16th August, 2014
Dear Mr. and Mrs. Tim Smith,
Our company has planned to hold a fancy ball to mark its twelfth anniversary, and is inviting our clients to it. Therefore, Mr. Howard Binks would like to invite you both, as his clients, to our costume dance with the following details: 
Venue:
Dance Hall

2nd floor, Holiday Inn

Time:
7:00 p.m.

Date:
5th September (Friday), 2014
Your presence on the occasion would be our greatest honor.

We would appreciate it if you could confirm your acceptance of our invitation by fax before 23rd August, 2014.

We look forward to hearing from you.

Regards,

Doris Perkins
(Signature)
Howard Binks
Unit 6  
1.  Listening One: HR Matters
 (Listening Script)
1 
It’s important to realize that different countries have different conventions when it comes to CVs (known as resume in the USA), application letters and supplementary information sheets. It’s important to observe these conventions, as not just the information, but also the style of each may be important: which has to be hand-written or typed, which can be dot matrix printed, etc.?
2 
Internal promotion has some motivational value. It is a kind of reward for employees for their past performance and will encourage them to continue their efforts and also give other employees anticipation of promotion for similar efforts. This can improve morale within one organization.
3
When choosing a training program, it’s important to consider the training content. As we know, the purpose of training is to improve your knowledge, skills and abilities needed for high quality performance in the current job. So whether the contents are above your level is crucial. Otherwise it would be a waste of time and money.
4
Following my previous email, I am sorry to inform you of a change in date to the health and safety training event. Due to the unavailability of the trainer on the 3rd September, the event will now take place on the 23rd. All other details remain the same.

5

Interviews may take many forms in business today: from the traditional one-to-one interviews to panel interviews and deep-end interviews. In panel interviews, several candidates are interviewed by a panel of interviewers and in deep-end interviews, applicants have to demonstrate how they can cope in actual business situations.

（keys）

1-5  AABAA 

2.  Listening Two: Staff Appraisal

(Listening Script)
Job assessment or performance rating is a part of any job as knowing what to expect can affect the way you do your job. Staff appraisal schemes are now conducted by many organizations to monitor the performance of staff. When attending an appraisal interview various aspects of your work career prospects and further training will be discussed. The staff appraisal interview will aim to:

· assess the performance of employees;

· help staff achieve their potential;

· discuss problems and weaknesses and ways of overcoming them;

· identify training needs;

· set targets/objectives for staff to achieve;

· prepare staff for promotion.

Those who work hard, learn everything they could, and have a strong desire to advance have more opportunities for advancement in their career. Here are some tips for personal development:

· establish, agree and maintain an action plan for your career;

· succeed in achieving qualified diploma or certificate;

· use initiative and a logical approach to solving day-to-day problems;

· adopt a positive approach to motivation and the motivation of others;

· create and maintain a high standard of professional relations with colleagues and business contacts;

· relate well with people at all levels;

· plan, anticipate needs and think ahead unprompted;

· be ambitious to succeed in your career.

(Keys)

1. performance

2. appraisal

3. prospects

4. potential

5. promotion

6. advancement

7. development

8. certificate
9. create and maintain a high standard of professional relations with colleagues and business contacts

10. plan, anticipate needs and think ahead unprompted
3.  Speaking One: Job Application 
Answer for reference:

When making a job application, it’s important to know about the company. Knowledge about the company can help you to identify whether you will adapt to the company culture, whether it will do good to your future career development, and whether it will be a promising prospect for you and so on.

Besides, it’s also important to prepare for questions. A better prepared applicant won’t be thrown by nerves on the day of interview. Instead good preparation will bring you confidence. It makes sense to know interviewers’ priorities and let them hear the things about you they want to hear. Routine questions can be rehearsed. Questions concerning future plan can also be prepared.

Furthermore, it’s important to iron your application form. Keeping the application form from being folded and battered will give an initial impression which may get your application to the top of the pile.

4.  Speaking Two: (omitted)
5.  Reading Two
Task One 1. C  2. B  3.C  4. A  5. B

Task Two 1.T  2. F   3. T  4. T  5. T

1. Task Three 

2. 我发现每一个人都是有个性，聪明而乐于奉献的。然而，当了解到他们中大部分人曾被行政部门淘汰而安排在人力资源部，单独招聘工作，我很是担忧。

3. 回答 “招聘工作是什么？”这一问题又引出另一个问题 “我们的招聘流程应该是什么样的？”

4. 招聘面试者对企业的第一印象以及具体的工作岗位机会会极大地受到招聘者的影响。

5. 因为不能在自己公司记录中找到相关信息，相比委托第三方招聘所花费用，充足的数据储备和检索功能所花费更少。

6. 同公司信息技术部分合作找到方法以简化信息采集过程。而且，应尽一切努力简化你所进入信息的类型和数量。

6.  Reading Two 

1. B  2. C  3. B  4. B  5. C  6. A  7. D

7.  Writing: Application Letters and Resumes
Dear Sir or Madam,
I saw your advert for the post of HR Assistant to Overseas Sales Manager in yesterday’s newspaper and I would like to apply for the position.

As you can see from my attached CV, I have been working for a travel agency for the last six months, which I have really enjoyed. Before that I worked as a receptionist and secretary for two years.

I have a good knowledge of English as I completed a course at college and I am fluent in Italian having lived in Rome for the summer in 2013.

Please note that my current manager has agreed to write a reference and can be contacted at 001 36729564.

I look forward to hearing from you.

Yours faithfully,

(Signature)

Unit 7  
1.  Listening One: 
 (Listening Script)
1 
Work relations with other people at the place of work include relations with fellow employees, workers or colleagues. A major part of work or job satisfaction comes from getting on with others at work.
2
The most popular communication methods include: face-to-face communication, E-mail, telephone, notice-boards, etc. Nowadays, the Intranet is a very effective method of communication. Good communication practice should be integrated into everyday interaction with and between employees.

3
Managers should be more open in sharing information with their subordinates. They should let employees know in advance any proposed changes before they actually occur. This will enhance mutual understanding and trust.

4
Feedback on performance is important. On the managerial part, performance reviews help managers to keep track of possible problems in their own work. On the part of employees, they get encouraged for their hard work and are given chances to correct mistakes made on the job.
5 
Failure to show appreciation can cause stress that endangers productivity throughout the company. It’s important for managers to demonstrate appreciation, such as s sincere comment about how much the person means to you and the company.
(Keys)
CCACA
2.  Listening Two: Team Spirit

(Listening Script)
A team can be defined as a group of people who are all focused on achieving a common objective. Each member may know his or her place within the team and they may be quite content to work towards the individual objective they have been given. When added together, all the smaller individual objectives then become the greater common objective.

However, while this may provide for an efficient team that can work well together with great efficiency, it does not necessarily provide for a team where each individual member has the essential team spirit necessary for the team to become a real team in every possible way.

It is often common within a team for individual members to be fully committed to their personal objective. It is what they have been told to work towards, and they might think that the greater common objective of the team as a whole is achievable if only they concentrate on "their bit" and leave the rest to those who are paid a salary commensurate with such responsibilities.

Such thinking is understandable, but not in the best interests of an efficient team. Of course each individual member should concentrate mainly on their personal objective, but they should also have instilled in them the need for a spirit of understanding that the greater common objective of the team is also their responsibility to some degree.

This is how a team spirit can be built into the team building process. Team members can be taught to appreciate how the pooling of individual talents and the sharing of skills and resources can strengthen the team, allowing it to achieve greater and better results.
Keys

1. A team can be defined as a group of people who are all focused on achieving a common objective. 
2. necessarily 
3. spirit 
4. committed 
5. achievable
6. responsibilities 
7. interests 
8. concentrate
9. instilled 
10. This is how a team spirit can be built into the team building process. 
3.  Speaking One: Evaluating Teamwork
Answer for reference:

Mutual trust is the first secret to successful teamwork. When members share a trusting relationship, they will feel free to express their views, understand each other’s capabilities and limitations, and communicate with each other timely. This helps to bring out the potentials, experience and creativity of the individual and create good work environment.

Full co-operation among team members has a direct impact on the success or failure of the team. When members develop a strong awareness of cooperation, they would make collective efforts to achieve the common objectives and ensure a higher level of quality and workmanship.

On top of that, timely communication and decision making will also help to improve work efficiency.

4.  Speaking Two: (omitted)
5.  Reading One: Teambuilding
Task One  CBAB ABDA

Task Two   TFTFT
Task Three

1. 那些团结、多产、高效的团队——它们的成员喜欢工作而且喜欢协同工作——能够出现绝非偶然。

2. 要持续不断地确认团队外部或团队内部的顾客或客户的需求。

3. 例如，由具有相似经历和资历的成员组成的团队，相较于一个具有较多差异性的团队，解决问题时也许更不拘一格。

4. 由经理或主管管理一个团队会降低一个团队实现真正协同工作的可能性。

5. 每个成员都有自己的强项，并在团队中起到独一无二的作用，一定要就这些内容给予他们具体的反馈，而不是仅仅集中在问题或绩效差距上。

6.  Reading Two: Inspire Motivation
1-12 ABDB CBAC

7.  Writing: Business Reports
Proposed Incentive Scheme

Terms of Reference:

Mr. Green, Office Manager, has asked me to write this report on a proposed incentive scheme offering rewards, possibly financial, to members of staff for money-saving ideas or ways to improve work practices.

Proceedings:

A sample of workers was individually asked for their opinions.

Findings:

· Most thought the incentive schemes was a good idea.

· Most preferred financial rewards.

· Some suggested time off instead.

· A few thought this was a management area.

Conclusions:

In general most workers were in favor of an incentive scheme offering financial rewards.

Recommendations:

I recommend that the scheme be introduced.
Cathy Lee

June 19, 2014
Unit 8

1.  Listening One: Customer Service

(Listening Script)

Task 1 
	M:
	You should do more than is expected. The phrase “under promise, over deliver” is the 

perfect maxim for customer service. Don’t promise delivery schedules you can’t meet. 

Set a comfortable date and surprise by delivering early. Respond to messages promptly, 

remembering that any response is better than a long delay. Above all, communicate 

constantly─never leave a customer wondering what’s happening. Communicate every 

step of the way.


Task 2 
	F:
	There’s nothing better than the good old fashioned personal touch─answer your phone 

within 3 rings. Do not let your customer wait for too long, or it will be impolite. You 

should give your name and be “present” to the caller. You should also avoid sounding 

rushed or too busy. Every customer wants to feel special, and really being listened to can 

foster this sense. If you using a voicemail, be sure to make the message clear and well 

spoken and to use a friend’s voice if necessary.


Task 3 
	M:
	Occasionally what we have to offer is simply not what a customer is looking for, or our 

services do not encompass all that is required. In these instances, it pays to be 

knowledgeable and to refer customers to others. Businesses that truly serve their 

customers don’t rest until each customer is satisfied. Be generous with your referrals. It 

will pay dividends.


Task 4 
	F:
	Service doesn’t stop when the sale is concluded; this is when it’s reinforced and 

expanded. Follow-up customers to ensure their needs have been met. Ask for feedbacks 

on the key areas of your business dealings and show your sincerity by making changes 

whenever relevant. Success stories are a great example of how customer behaviors, 

habits and patterns can be immediately applied to great advantage.


Task 5 
	M:
	If you employ contractors, freelancers or temps within your business, your customers 

will always judge them as if they are your employees. Anyone representing your business 

adds to or detracts from your image. Control your image by establishing policies and 

procedures. Customer service should be seen as a business-building virus that permeates 

everywhere. Keep your virus healthy!


（keys）
Task 1-5  BAFGE
2.  Listening Two: Obtaining Customer Feedback
(Listening Script)

As a first step in boosting customer satisfaction, a company must compile feedback regarding its present performance. By understanding the differences between satisfied and dissatisfied customers, a company can learn how to retain customers, how to get more business from existing customers, and how to attract new customers. This is often a challenging task, as it can be difficult to determine the best way to obtain and measure clients’ feedback.

Most firms use reactive methods such as toll-free customer service telephone lines to monitor customer feedback. Far fewer companies use proactive approaches─visiting clients, calling them, or sending out written surveys─to find out how satisfied their customers really are.

A few companies may even go to the length of hiring mystery shoppers, professional who visit or call business posing as routine customers and evaluate services rendered. These appraisals are carried out to monitor employees, diagnose problems areas in customer service, and measure the impact of employee training.

Any method that makes it easier for customers to complain benefits a firm. Customer complaints offer organizations the opportunities to overcome problems and prove commitments to service. Customers often have stronger commitments to a company after a conflict has been resolved than they would have if they had never complained at all. Businesses benefit from treating complaints as welcome resource and opportunities to gain innovative ideas for improvement. After all, studies show that, while 95% of customers don’t complain to the company, each dissatisfied customer ends up telling 11 friends and/or business acquaintances about the negative experience.

（keys）
1. satisfaction    2. feedback    3. retain       4. challenging

5. reactive       6. proactive   7. professional   8. impact
9. Customer complaints offer organizations the opportunities to overcome problems and prove commitments to service

10. Businesses benefit from treating complaints as welcome resource and opportunities to gain innovative ideas for improvement

3.  Speaking One: Handling Complaints
Answer for reference:

When handling complaints, being nice is very important. A polite and sincere attitude helps the client to calm down so that both sides can reach a satisfactory result easily. Response to the complaint is important, too. The receptionist should find out whether the company is responsible for the damage or loss and give the feedback to the client in time. Finally, if it is the company’s fault, offering a proper compensation is the best way to settle the complaint.

4.  Speaking Two: Customer Services
Answer for reference:

A: It’s very important for a company to monitor the quality of service. If customers are not satisfied with the company’s service, then the company will lose customers. I think one way of monitoring the quality of service is to obtain feedback from customers to see how the business has met customer expectations.

B: You are right. We should know why our company has fallen short in providing value for customers. We can visit our customers, call them, send out written questionnaires and set up a hot line for customers to air their opinions about our service.

A: Good ideas. In addition to getting feedback from customers, we can also check sales figures regularly. Sales figures can indicate the degree of customer satisfaction. If sales figures go down, then there may be some problems with our service, because we are losing customers.

B: What can we do if we want to improve the quality of our service? I think one effective way is to train our staff. We must invite some experts to train our staff to improve staff friendliness, the speed of service and learn to deal with customer complaints.

A: We can also hire experts to pose as routine customers to evaluate the quality of service. Another way to improve the quality of service is to offer timely service. We must provide the product precisely when it is promised and in the minimum amount of time.

B: We must also make sure that customers get the product in the place where they want.

A: Right. And the product we provide must be right product our customers want, in other words, the design, size, or the model of the product must meet customers’ needs and expectations, therefore, customers will be happy.

B: Customers will remain loyal and our company will keep high sales figures.

5.  Reading One: Connecting Customers
Task One  CADC BDCA
Task Two  TFFFT
Task Three

1. 获得客户需要根本技术，包括发现潜在客户，甄别潜在客户以及转化潜在客户。
2. 今天的客户要求更高。他们精明，计较，目标更高，不易满足。他们周围有着来自更多竞争厂商所提供的等同或更好质量的产品。
3. 那些向厂商抱怨，并且得到满意回复的顾客们平均下来会告诉他们的五个伙伴他们得到了多好的待遇。
4. 开发新客户的成本是保持，满足现有客户成本的五倍之高。
5. 当涉及到高资金成本，了解成本，原有忠实客户折扣的失去，客户们不太愿意转而购买另一个供货商的产品。
6.  Reading Two: Effective Communication
1-13 CAAB  DBCD
7.  Writing: Establishing Business Relations
Dear Sirs,

We have obtained your address from John Morris Co., Ltd in Sydney and are now writing to establish business relations with you.

We specialize in the export of Chinese Chemicals and Pharmaceuticals, which have enjoyed great popularity in world market. We enclose a copy of our catalogue for your reference and hope that you would contact us if any item is interesting to you.

We hope you will give us an early reply.

Yours faithfully,

(Signature)

9.  Case Study: Misunderstanding in Communication
Actually, the “Hai” by the Japanese only meant “I heard what you have said” rather than “I agreed to what you have said.” For the final decision, the Japanese had to go to his group instead of making it himself.
Unit 9  
1.  Listening One: Negotiation

(Listening Script)
Task 1 
	M:
	In the early stages of international negotiation it’s important to analyze the possible 

objectives of the other party. Success will depend on being able to satisfy both your goals 

and at least some of the objectives of the other party. Since the negotiation process can 

only take place if there is a possibility of success, an important part of goal setting is a 

feasibility study to determine if the desired business goals are possible.


Task 2 
	F:
	Not every culture wants the same things. The same is true in business negotiations. For 

example, if you are from a culture that demands time efficiency, you may be surprised if 

the other players disregard your company’s promise to deliver on time. If you are from a 

culture that expects monetary and material benefits, you may be surprised when offering 

the lowest price doesn’t work. Understanding benefits that appeal to the needs of those 

with whom you are negotiating is critical to success.


Task 3 
	M:
	Having your own translator is extremely valuable and well worth the extra expense. 

Select a translator who has experience not only with the language, but also with the 

specialized vocabulary of your particular industry. It’s also important to find a translator 

who speaks the local dialect and has a correct accent for maximum credibility. Your 

translator is valuable not only in translating but also in listening to the other team’s 

comments. A good translator will have people skills’ intelligence, and knowledge of your 

particular product or service.


Task 4 
	F:
	As we know, cultures define time itself differently. When negotiating the delivery of 

goods, knowing what the other culture considers “on time” can avoid delays and 

minimize frustration. If you know that a company with whom you have done business in 

the past is usually late with shipments, build extra time into your schedule as you 

negotiate. There’s no sense in complaining to the party from the other culture; you will 

not change an entire culture’s attitudes about time.


Task 5 
	M:
	One of the most important negotiating tactics is patience. If you are from a low context 

culture such as the United States seeking to negotiate with a high context culture such as 

China, you will have a more positive outcome if you don’t expect immediate response. In 

other words, not receiving an answer doesn’t necessarily mean the answer is “No”.


(Keys)

GEACF
2.  Listening Two: Managing Crisis

(Listening Script)
When you get that queasy “We have a problem” feeling in your business, and your concern has to do with media exposure that threatens to damage corporate reputation, take a deep breath, get calm, and then put the following tactics into practice:

Make every effort to gather the pertinent facts, quickly assess the situation, and respond to key audience in an open and honest manner.

Enact the necessary measures to swiftly resolve, the situation without jeopardizing the integrity and safety of your company, your coworkers, and your customers.

Appoint executives to a standing crisis communications team who will be called on in times of crisis to make decisions and determine policy. Members should include the CEO, COO, CFO, PR manager, marketing manager, and customer service manager at the very least. Appoint one member of the team—typically the PR manager—as the primary contact between the team and the public. Appoint a deputy crisis administrator to serve as the backup for the primary administrator.
1. queasy

2. concern
3. exposure
4. reputation
5. tactics
6. pertinent
7. assess
8. open
9. Enact the necessary measures to swiftly resolve
10. Appoint a deputy crisis administrator to serve as the backup for the primary administrator

3.  Speaking One: Boss-taming Strategies
Answer for reference:

A difficult or abusive boss can poison the best of jobs. But you are not powerless; before you even consider quitting, try the boss-taming strategies below.

Change your own way  Few people are randomly violent. They blow up on particular occasions over particular issues. Track your boss’s peeves and patterns, then eliminate the triggers within your control. For example, if he snarls when you arrive just five minutes late to work or make one typo on a memo, avoid these slipups no matter how trivial they seem. If one of your coworkers manages your boss’s moods skillfully, ask him what you could be doing more effectively, then borrow a few of his moves.

Stay cool under fire  Respond to the content of your boss’s tirade, not the curses. Whatever you do, don’t cower, stammer. Some people get off on brutalizing others, and passivity makes you a target. Respond confidently: Say “I’d like to put together a report that will satisfy you. Let’s discuss how I can make that happen.”
Use constructive confrontation  Your boss may be more willing to change his behavior than you think. Some managers don’t realize how much their words or actions upset staffs. Tell him bow his outbursts make you feel. Say for example, when you call me names and criticize my work in meetings I feel demoralized. Please address me respectfully and take me aside to discuss criticisms in private. If he values your work, he may rein in his abusiveness.

4.  Speaking Two: (omitted)
5.  Reading One: 
Task One  DBAD  ACBA 
Task Two   TFFFT
Task Three

1. 公司不论大小，即使是管理最完善的公司，都有可能遭遇到突如其来的公关危机。
2. 公关危机影响到公司时，多数情况下，媒体会联系公司的执行总裁、公司的发言人或公关部门或媒体关系部门（如果有的话）或高级管理层的人员。
3. 这将包括通知那些顾客，也许他们已经买到了要召回的、有缺陷的或受到污染的产品。
4. 执行总裁或技术发言人也要为媒体提供实时的或录制的采访，在该采访中，所有的问题都将得到答复。
5. 即使经历危机的公司发表了公开声明，媒体也许还会就声明中提到的和没有提到的事情进行提问。
6.  Reading Two: Benefits of Networking
1-8 ABDB  ADCA
7.  Writing: Letters of Apology
Dear Sirs & Madams,

I am writing to inform you that we have had to put off our May English training session to June due to some unexpected reason. I regret that we were unable to inform you of this change earlier, and I hope you will be able to attend the June session.

I would appreciate it if you could let me know as soon as possible you will attend the June session. I’m sure that you will find the training course both useful and informative.

Yours faithfully,

(Signature)

Unit 10  
1.  Listening One: 
 (Listening Script)
Task 1 
	M:
	This chain of fashion outlets boasts a household name from home and abroad for more 

than 130 years. But some years ago, its market share kept declining and had to close 

most of its overseas branches. Quality declining, dull and out of touch with modern taste. 

After a period in crisis, the company built a new team of designers and re-launched its 

entire range. The upgrading in quality and style has put the brand back on the fashion 

map.


Task 2 
	F:
	It’s an inspiring success story. The Tran-Sky toy company was set up just three years ago. 

They now supply more toys to the foreign market than any other toy company of their 

size. Originally, Tran-Sky was a small farm with the staff not more than 10; in spite of 

warning that the market was saturated, they focus on the global market, and came up 

with a winner.


Task 3 
	M:
	Business consultancy is one of the most competitive areas in the service sector. Huge 

fees are charged to the customers, but the customers have huge expectations in return. 

This has led to a growing feeling of disillusionment: “What do these people do that we 

couldn’t do for ourselves?” Well, here we have a uniquely creative consultancy company 

producing revolutionary ideas for projecting a corporate image to the outside world. 

Their methods are startling, but they certainly get results.


Task 4 
	F:
	Visiting the supermarket was no fun at all to most of us in the past. You needed 

information, but there was no assistant to turn to. And when you did find one, they knew 

less than you. Well, that time is long past, and sales assistants of supermarkets will be 

faced with unemployment without passing the tests, such as keeping in mind the 

up-to-date information about articles, and how to access product information on the store 

intranet, and so on.


Task 5 
	M:
	Has this happened to you? You’ve just had a kitchen installed. While turning on the 

dishwasher, and the next thing you know, the kitchen’s flooded. Our award-winning 

company has a 24/7 phone service, with a reply guaranteed (not voicemail) within three 

minutes. And if it’s an emergency with one of their appliances, an engineer is out for you 

on the same day. Service like this is rare these days.


(keys)

AGCDF

2.  Listening Two: Cash-flow

(Listening Script)
Cash flow is the movement of money into or out of a business, project, or financial product. It is usually measured during a specified, finite period of time. Measurement of cash flow can be used for calculating other parameters that give information on a company's value and situation. Cash flow can be used for calculating parameters:

· To determine a project’s rate of return or value. The time of cash flows into and out of projects are used as inputs in financial models such as internal rate of return and net present value.

· To determine problems with a business’s liquidity. Being profitable does not necessarily mean being liquid. A company can fail because of a shortage of cash even while profitable.

· As an alternative measure of a business’s profits when it is believed that accrual accounting concepts do not represent economic realities. For example, a company may be notionally profitable but generating little operational cash (as may be the case for a company that barters its products rather than selling for cash). In such a case, the company may be deriving additional operating cash by issuing shares or raising additional debt finance.

· Cash flow can be used to evaluate the “quality” of income generated by accrual accounting. When net income is composed of large non-cash items it is considered low quality.

· To evaluate the risks within a financial product, e.g. matching cash requirements, evaluating default risk, re-investment requirements, etc.

Keys

1. movement
2. financial
3. finite
4. parameters
5. inputs
6. liquidity
7. shortage
8. profitable
9. the company may be deriving additional operating cash by issuing shares or raising additional debt finance
10. To evaluate the risks within a financial product
3.  Speaking One: Budgeting
Answer for reference:

The first step in the budget process is a review of program and management achievements and fiscal performance over the year just ending. This includes, but is not limited to, reviewing objectives achieved, comparing budget to actual figures, and looking at the number of people served in each program.
Then, estimate the costs required to achieve your objectives, including staff, supplies, and other resources. Include both program and financial staff in discussions of programmatic costs to make sure that all resources required by programs are considered. Management staff should be included in discussions for their own departmental budgets and how these relate to programmatic objectives.

Finally, compare revenue and expense projections. At different times organizations will choose to incur a deficit, realize a surplus, or simply break even. No rule says that budgets must balance in each budget period.

4.  Speaking Two: (omitted)
5.  Reading One: 
Task One  CBAD  CDAC 

Task Two   TFFTF
Task Three

1. 然而，虽然权责发生制会计为收入和费用的配合提供了基础，但实际上，这个系统并没有显示出该公司从该系统所列的利润中获取的总额。
2. 公司的现金流可以定义为出现在现金流量表中的数字，这些数字是作为经营活动提供的净现金，或“净经营现金流”，或这种说明文字的某种说法。
3. 稳定而连续不断的产生自由现金流量是一种非常有利的投资特征——所以一定要寻找一家公司，该公司展示出稳定而持续增长的自由现金流量数字。
4. 为保守起见，你可以通过展开包含在自由现金流量数字中的内容来迈进一步。
5. 你用全面的自由现金流量除以净运营现金流量，来得到一个百分比，就可以计算出全面的自由现金流量比率——这个百分比越高越好。
6.  Reading Two: 
1-8 ACDD  BCAC

7.  Writing: Terms of Payment
Dear Sirs,

We have received your letter of January 25th and noted your kind intention at pushing the sale of our mobile phones in your country.

Although we are appreciative of your trial order for 100 dozen Vacuum Flasks, we regret that we are unable to consider your request for payment under D/A terms, the reason being that we generally ask for payment by Letter of Credit.

In consideration of the friendly relations between us, we are, as on exceptional case, prepared to accept payment for your trial order on a D/P basis, but it should not be regarded as a precedent. We will draw on you a documentary draft at sight through our bank on a collection basis.

We hope that the above payment terms will be acceptable to you and look forward to hearing from you soon.

Yours truly,

(Signature)
Unit 11  
1.  Listening One: 
 (Listening Script)
Task 1 
	M:
	Today’s scorching competition demands corporate management. Those who are 

knowledgeable, innovative, responsible, prestigious, able to recognize and seize 

opportunities are essential to the growth and development of an organization. In the 

twenty-first century, change is constant and if you are always being reactive, you are of 

little use. Instead, being proactive and visionary will drive the organization to change and 

develop.


Task 2 
	F:
	Today’s world is developing faster than ever before. New ideas about management are all 

putting pressure on organizations to be alert. Economic and political trends, consumer

demands, management policy or structure are constantly changing.Therefore, it’s obvious

organizations that cling on to static structure will ultimately lose out. 


Task 3 
	M:
	Your people are your greater resource. You can have the best, high technology or 

equipment. However, without the people you have no business. Treat your people with 

the same or greater care as you do with your equipment. When people join your 

organization, they are all ready to do great things, but enthusiasm may wear down as 

time goes by. At this time, do what you can to fan the flames of their enthusiasm and 

you will be amazed at the effect.


Task 4 
	F:
	You can take advantage of the already successful brand, which have values in the eyes of 

the customers you are going to attract. You will obtain marketing assistance to provide 

you with proven tools and strategies for attracting and retaining customers. And you can 

also get necessary and timely help while you’re running your business.


Task 5 
	M:
	The best way to reduce the stress and the uncertainty is to ask yourself questions in 

advance. Take the time to review the standard questions you will most likely be asked. 

Also review sample answers to these typical questions. Then take the time to research the 

company. So, the more you’ll be ready for the company you are applying for, the more 

you will feel at ease.


(Keys)

EAGHB
2.  Listening Two: Branding
Consumers may look on branding as an important value added aspect of products or services, as it often serves to denote a certain attractive quality or characteristic. From the perspective of brand owners, branded products or services also command higher prices. Where two products resemble each other, but one of the products has no associated branding, people may often select the more expensive branded product on the basis of the quality of the brand or the reputation of the brand owner.

Brand awareness refers to customers’ ability to recall and recognize the brand under different conditions and link to the brand name, logo, jingles and so on to certain associations in memory. It helps the customers to understand to which product or service category the particular brand belongs and what products and services are sold under the brand name. It also ensures that customers know which of their needs are satisfied by the brand through its products. Brand awareness is of critical importance since customers will not consider your brand if they are not aware of it. 

A global brand is one which is perceived to reflect the same set of values around the world. Global brands transcend their origins and create strong enduring relationships with consumers across countries and cultures. They are brands sold in international markets. Examples of global brands include Facebook, Apple, Coca-Cola, McDonald's, Mastercard, Gap, Sony and Nike. These brands are used to sell the same product across multiple markets and could be considered successful to the extent that the associated products are easily recognizable by the diverse set of consumers.

(keys)
1. branding
2. characteristic
3. resemble
4. reputation
5. awareness
6. associations
7. category
8. satisfied
9. Brand awareness is of critical importance since customers will not consider your brand if they are not aware of it
10. They are brands sold in international markets
3.  Speaking One: Retaining Staff
Answer for reference:

When aiming to keep good staff, creating a pleasing workplace plays an important role in job satisfaction. A pleasing workplace includes everything from having the right tools available to provide basic comfort, such as proper lighting and noise control, etc. besides, by creating a pleasant work environment that allows for flexibility, growth, and development, you promote loyalty among good employees and build their commitment.

Furthermore, career plans for employees are also important. Employees will remain with their current employer if career opportunities are presented. Career plans for those who want to move upward in the company undoubtedly improve morale and boost engagement. Even McDonald’s, which thrives on high turnover, has career plans for employees who want to stay with the company.

Besides, paying employees for training cannot be neglected, since training can keep their skills current and up-dated, thus getting employable and being competitive throughout their lives. It’s critical that adequate time and resources are dedicated to providing proper training and improving the skills of new staff members.

4.  Speaking Two: (omitted)
5.  Reading One: 
Task One  ACBD  DCAC 
Task Two   TTFTF
Task Three

1. 日程安排表为团队或机构中的每个成员提供了一种合同形式，确认每名成员在下个星期、下个月或是下个年度要交付的任务。
2. 日程安排表的第二个目的就是鼓励为项目做出贡献的个人，将她的努力看作整体的一部分，并投入到与其他人的团结协作中。
3. 如果将某件事贴在门廊的白板上，那么，就很难将它忘记或是忽略，并提醒你或团队需要做什么。
4. 当你有将几个人组成一个小团队，大家认识到彼此工作中问题的概率就会相当高。
5. 日程安排表不能修正糟糕的设计或工程实践，它也不能保护一项工程免受领导不力、目标不明和交流不畅的影响。
6.  Reading Two: Project Phases
1-8 CBAD  BDCA
7.  Writing: Orders and Contracts
Dear Sirs,

We thank you very much for your quotation of 15th February and the samples of sweaters.

We find both quality and prices satisfactory and are pleased to place an order with you for the following:

10 doz.  woolen sweaters,  small,      US$ 120.00 per doz.


20 doz.  woolen sweaters,  medium,   US$ 150.00 per doz.

15 doz.  woolen sweaters,  large,      US$ 180.00 per doz.

Packing: Each sweater to be packed in a polybag, per dozen in a carton, with 10 dozen cartons in a wooden case.

Other terms as per your quotation.

We expect to find a good market for the above and hope to place further and larger orders with you in the near future.

Yours faithfully,

(Signature)

Unit 12  
1.  Listening One: 
 (Listening Script)
Task 1 
	M:
	Well, our PR meetings usually run very long and are boring. Our director, Mr. Moris 

would begin by briefing the items on his agenda: things like some research project, the 

launch of some website and the timeline for press releases. And then we’ll just go 

through them one by one. It’ll take probably three hours and I’ll just sit there and listen, 

dreaming about other things I could be doing with the time I spend at these meetings.


Task 2 
	F:
	As the manager, I’m sometimes not able to spend the money for certain employee 

welfare. Yet there is employee morale that I’m always concerned about. In those cases, 

I’d provide some unusual perks for my staff─ones that don’t cost me an arm, a leg, or a 

bank loan. For example: laundry service, car washes at the workplace, health club 

memberships and office meal delivery.


Task 3 
	M:
	Our company allows us to work in comfortable business casual clothes in the office. Yet, 

we’re still expected to project a professional image for our customers and visitors, so not 

all casual clothing is suitable for our office, for example, clothing for the beach, yard 

work, dance clubs, and exercise sessions is inappropriate at work. And it is required that 

clothing should be pressed and never wrinkled.


Task 4 
	F:
	Our commercials are designed to sell our message, company, and products. We always 

try to appeal to their emotions in some way, because failing to do this might be the same 

as throwing money out the window. Our ads may or may not be creative, but we’d 

package some good creation in with a message that appeals to a strong need within our 

target audience. That certainly helps. Our ads resonate with our potential customers.


Task 5 
	M:
	I believe that as organization leaders, we’re responsible for creating a work environment 

making people work happily. But sometimes, disagreements and differences of opinion 

are just unavoidable and they can escalate into interpersonal conflict. I used to avoid 

such conflict between my employees, hoping it’d go away. And I know what is the 

crucial time to deal with such conflicts. So not intervening is not an option.


(Keys)

HCFDA
2.  Listening Two: Corporate Image

(Listening Script)
A company image is an intangible item, but it’s as important, if not more so, than the raw materials you fashion into a tangible product, machinery you use to make products or your product inventory.

To get started on creating your company image, you should analyze how your company and its products are the same and different from your competition. You might conduct a survey to learn what image your target audience currently holds of you and your business. (It’s important to view your company from the perspective of your customers and prospects, not yours.) If possible, find out what your competitors and your competitors’ customers think of you, too. Based on the feedback you’ve gathered, develop a plan to change or to continue to support your company image through all your communication efforts.

Consider these items when establishing or changing your company image: marketing communications, pricing strategy, sales strategy, customer service, publicity and promotions.
(Keys)

1. intangible
2. machinery
3. analyze
4. competition
5. survey
6. target
7. perspective
8. customers
9. develop a plan to change or to continue to support your company image through all your communication efforts
10. marketing communications, pricing strategy, sales strategy, customer service, publicity and promotions

3.  Speaking One: (omitted)
4.  Speaking Two: 
Answer for reference:

A: Our company has decided to shoot a promotional video, and that’s an integral part of our marketing and promotional campaigns.

B: Yes. So, I think the video should include all the aspects that would enhance our company image. In my opinion, we should first of all, present an overview of our company, I mean the general information including the history and development of our company, so that people will understand us better.

A: That’s a good idea. But I think the most important thing is that our video should demonstrate our products and services, you see, it’s much easier to explain everything visually. Video can show our products in action, something brochures can’t do. It can bring our products’ features and benefits to life!

B: You get a very important point there. The film should also show the clean and orderly environment of our company to enhance sense of trust in the audience. You see, the environment is actually a reflection of good management. Nobody can trust a company whose workshops look slovenly.

A: Certainly, these are all important aspects. We should also include our company logo, it’s highly demonstrative of our principles and values. On the other hand, it would also be a very effective way to create a lasting impact on our audience.

B: Good, let’s also put it on our list. But which members of staff do you think should appear in the video?

A: In my opinion, our company succeeds primarily on the strength of team-work, so our video should show the close working relationship we’re so proud of, particularly our management. And we should also…
B: It’s a good idea to give our management the profile but I think it’s more advantageous to focus on our workshops, I mean, the average workers. You see, it communicates our values to the public, our respect for the staff and our appreciation of their efforts.

A: Right! At the same time, it is also a great incentive to our workers. They’ll be happy to see themselves in the video and will be very much motivated. We should also highlight those staff members who have been working in our company for over twenty years, you see, just to show our gratitude for their loyalty and commitment.

B: Good. It also reflects our company cohesion. And we should give close-ups to some of our leading staff members like excellent performers.

5.  Reading One
Task One  1. B  2. D  3.A  4. B  5. B

Task Two  1. T  2. F  3. T  4. F  5. T

1. Task Three

2. 企业形象在市场环境下或政治背景下向往传递了其企业的使命，领导的专业化，员工的能力以及指责。

3. 企业形象一经恰当设计和管理，将以各种形式准确反映企业对品质，卓越和外界关系的追求。
4. 因此，企业管理成为全面，包含一切的过程，这一过程内化了为管理该企业内各层次间关系而确定的新的技能。

5. 企业形象管理专注于其组织内核和灵魂，甚至专注到衡量该企业为何存在，决定企业重要目标的程度。

From both a marketing and management perspective, corporate image management needs to be integrated into the organization’s development at all levels, starting from the top.
6. 从营销和管理的角度而言，企业形象管理从顶层开始，融合企业内部各层次的发展。

6.  Reading Two
1. C   2. C  3. D  4. D 
7.  Writing: Letters of Congratulations
Dear Mr. Brown,

We have learned with great delight that you have entered into partnership with the world famous multinational L&Q Corporation. We’d like to add our voice to the chorus of congratulations from all sides.

Under the auspices of the highly respectable and influential L&Q Corporation, I’m sure you will have rapid increase in the volume of your trade with EU. Once again, let me offer you our warmest congratulations on the happy occasion. And I wish you success of your company and look forward to close co-operations with you in the development of business.

Yours truly,

(Signature)
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