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1. —Good morning, Sunshine Community Center! May I help you?

A. I’d like to book one air ticket.
,‘ B. I’ m glad to introduce myself to you.
ol
(&5 need a plumber to repair the water pipe in my kitchen.

2. —How’s your mother doing?

Rprs w
B. She is very kmd
She is doing ;l;ol;pmg now.
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6. At the end of the day, you want all attendees your event to remember this

key message that you’ve spent a long time reinforcing.

A. leave B. to leave
C. leaving
7. He s this company.
A. in charge of B. in the charge of

C. under the charge of
8. Hiring a good employ may cost much money and time, , it can win much
more for the company in future.
A. what’s more B. at last
C. however
9. They have disagreement the plan of celebrating the founding of the

community.

A. on B. in
(S /f
10. The quality of questionnaire will how much information we know from our
customers.
A. effect B. affect
C. take
11. The heating system of our apartment broke down so I made a call to the

community service center.

A. discussion B. complaint
C. praise
12. It is only by agreeing with their view point and that you will resolve the

situation and send the customer away happy.
A. suggesting a possible solution B. suggest a possible solution
C. suggested a possible solution
13. The new year is just .
A. in corner B. around the corner
C. outside the corner beisnaails
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14. Look!
"~ A. Here are the bus comes. : B. Here comes the bus.

C. The bus here come.

Al S o o dtrtraRa i)
A. hears : B. listens
C. sounds
16. American young people would rather advice from strangers.
A. get , _ B. getting
C. got

. 17.—Whose textbook is this?

—It John’s, It has his name on it.
A. can’t be 3 B. must be
C. might be

ik iB -;I‘he 'Success of our event is L8 to the sponsor.
A related i B. based

C. mtended

nore 3,9,1'3{1? on you can get, in your field.

B. you will be the more competitive
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successful in any business, then you have to learn how to handle angry customers. Listed
below are a few guidelines to help you develop your own personal strategy for dealing with
angry customers:

Never argue back. You must stay calm and aim to satisfy the customer even in the most
difficult situations. It is only by agreeing with their view point and suggesting a possible
solution that you will resolve the situation and send the customer away happy.

Use your ears more than your mouth, Make sure you listen more than you speak. By

listening carefully, you will be able to understand why the customer is complaining, so that
satisfactory steps can be taken.

Show that you care: Use every opportunity to express your apology and understanding.
You have to show that you will do everything within your power to try and resolve the
situation. This exhibition of your concern will win the customer over, There will be a
significant change in their behaviour.

Control your anger and be patient. Learn to relax and calm yourself. Having patience
with your customers and with yourself will go a long way in winning over hostile customers.

The above guidelines are very useful in every situation in life and you can successfully
tackle hostile circumstances by following them. If you follow the above tips, you are on your
way to succeeding in your career.

21. Angry customers tend to aim their dissatisfaction and complaints at -

A. staff members
B. company managers
C. those who accompany them
22. When a customer shouts rudely at you, you should
A. argue back and protect yourself
B. keep quiet and leave the customer alone
C. keep calm and listen carefully to the customer

23. The underlined sentence in Paragraph 3 means &

A. your mouth is not more important for you than your ears.
B. you should listen more than you speak.

C. you should talk more than you listen.
1729



24. When dealing with an angry customer, which is NOT the right attitude?
A. Be concerned.
B. Be patient.
C. Be amused.
25. Which of the following statements is true according to the passage?
A. When the customers complain, you needn’t listen carefully.
B. You needn’t say sorry to those angry customers.
C. You should relax yourself and try to understand the angry customers.
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PasSage 2
Cross training is training an gmployee to do a different part of the organization’s work.
~ Training worker A to do the task that worker B does and training B to do A’s task is cross
- training. Cross training is good for managers because it provides more flexibility in managing
* the workforce to get the job done, On the other hand, cross training has some benefits for
the employees as well. It lets them learn new skills, makes them more valuable, keeps them
stin‘fiila"t":"a‘”ihcilﬁ reduces ‘;.()rksr borsdom.
o Cross trammg can be used in almost any position in almost any industry. I cross trained
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26. Cross training is training an employee to do a different job in a different company.
27. Cross training is beneficial not only for managers but also for employees.
28. Cross training can apply to almost any position and almost any industry.
29. When you prepare cross training plans, the only consideration is the company
benefits.
30. You can decide which employees to be cross trained according to their age.
M EE (R 20 5, 0T A5
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31. When you start a job,you must stick to it.
A, —HRFFRT — 14 T ARG FFZ LUME.
B. —HRFIRT — 4 TIE, a3 ZREE.
C. 4RI ik — 1 TAE Bt , b A4S A ITH.
32. The old saying “practice makes perfect” applies to interview preparation too.
A EIEHMAE O HE R THRE,
B. 7 “RAfE A TG R T K At R Y
C. 7€ H f 1H BUBE AR B FR AT 7 % B 75 “ P RE A TS 7.
33. We can’t possibly get the work done by October.
A. + A B RTRAIA T B 5 5E X T TAE .
B. + A G aIER AR AT REBOX T TAE .
C. +ABERNAT fEHTXT I,
34. The more familiar interviewing feels to you, the less anxiety you will feel with the

process.
A, FRXTERBRE, EIRIR P AENKERESED.
B. WIRFRAAZ  HRXITEFHREEBED.
C. ABAEBMERAEZ— R IWXFHERARSS— K.
35. In contrast to other countries, the U. S has no national college entrance exﬁm.
A JTHEMERTS, XERAEXE K.
B. 5HMEKML, XEBERKEAEFK,
C. HEBHMER, XREAFZRAEK.
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