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1. —Should I leave earlier tomorrow morning?

A. Yes, it’s better to leave earlier to avoid the morning traffic.
B. Yes, you will.
C. No,you shouldn’t.

2. — How are you feeling now?

A. Much better.
B. It’s OK.
C. Thank you.

3. — What time does the train leave?

A. On Tuesday.
B. In the morning.
C. At half past five.

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

A. 1°d like to book one air ticket.
B. I’m glad to introduce myself to you.
C. 1 need a plumber to repair the water pipe in my kitchen.

5. —Would you mind filling the questionnaire for me?

A. No problem.
B. Sorry, I can’t go there.

C. I really appreciate that.
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6. One day, our dreams will reality.
A. turn out B. turn into
C. turn away
7. I don’t know . Tjust arrived here two minutes ago.
A. what’s going on B. how is going on
C. who is going on
8. Write the telephone number down you forget.
A. on case B. in case
C. under case

9. you prepare cross training plans, you need to consider both the company

benefits and the employee benefits.

A. Although B. Even if
C. As

10. We think that Smith should be told about his condition as soon as possible.
A. physic B. physfc |

C. physical

11. We should keep in mind the feedback is very helpful for planning future

meetings and events.

A. what B. that
C. when

12. I’m writing to a position as a computer engineer in your company.
A. thank for B. wait for

C. apply for
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13.

We it very much that you’ve come to give us a timely ride. Otherwise we

would miss the train.

14.

15.

A. appreciate B. expect

C. promise

We feel with the inconvenience the service center brought us.
A. disappointed | B. worried

C. surprised

product.

16.

17.

Customers refuse to filling the questionnaire are not permitted to buy the
A. what B. which

C. Who '

The music like the singing of a bird.

A. hears _ B. sounds

C. listens

Qur workers have been checking the heating system since you called us. I

you it will perform well soon.

18.

19.

20.

A. argue B. affect
C. assure
the fog, we should have reached the annual meeting site on time.
A. Because of B. In spite of
C. But for
His action is always with his words.
A. constant B. consistent

C. continuous

We have to our annual work report to the manager next week.
A. hand in B. hand out
C. hands up
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Passage 1

Angry customers tend to aim their dissatisfaction and complaints at staff members. If
this happens to you, you should remember that they are actually expressing their
dissatisfaction about the company and not about you as an individual. But if you wish to be
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 guideliﬁes 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. At whom do angry customers tend to aim their dissatisfaction and complaints?

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
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23. The underlined sentence “Use your ears more than your mouth” 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
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.
26-30 F: IEMBEXANBANSHANBEARETER, EMNE T, BRNE"F ,IRBERS
EEEELE,
Passage 2

If you take the following steps, you can make a satisfactory annual report. And your
boss and other supporters will be impressed.

Defining your accomplishments. What difference did you make? What has changed in
your community or field because of your work over the past year? Take all of your activities
over the last 12 months and divide them into three to five major accomplishments.

Less is more: Be selective. If you include everything, the annual report becomes
cluttered with information. You should think about what you want to focus on, and then
select statistics to represent that and highlight key achievements with photos, or case
studies, etc, ‘

Adding visuals and charts: Visuals and charts can reduce the need for texts and details.
And they will make the report more attractive. It’ s great if you produce a full color
publication with lots of nice photography. Of course, it will depend on your resources.

A strong call to action: A strong call to action at the end of your report will impress the
readers deeply. Make it clear what you’d like your readers to do once they’ve read it, such
as donate, purchase services, etc.

26. Before writing the report, you should gather all the work you have done over the
past year.

27. The contents of the report should be selective.

28. The idiom “a picture is worth a thousand words” is appropriate here.

29. The application of visuals and charts can make the report more boring.

30. Ending the report with a strong call to action will offend he readers.
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31. The more familiar interviewing feels to you, the less anxiety you will feel with the

process.

A. R ERBRE, EARIBRERNBERSBL,
B. BEPRAZ . AXIBFHREBBLEL.
C. fiRZFERLZ— K, HEXFPHEARESLS— K.
32. Will you be involved in opening the new office?
A. REMAFHAZG?
B. RS 5FRHDAZNTIEG?
C. REBBAIFHAZN T/EFG?
33. When you start a job, you must stick to it.
A —BHRFHBRT —4IT/E . FRBFZLUE.
B. —HARFABRT —HITE.MLREBEREE.
C. SRFFth—4 TR &R, B8 A A
34. By the following week, when he’s on his own, he feels he has a pretty good idea of
what he needs to do, and how to go about it.
A HIBREARNEYR — N ANERR,BRBBIX T 8 C B R4 AR T F 45
BEAER W
B. AN EH, b— AR, BB F B CHBEMM 2 UZMTHEHME T
—MREFHER.
C. B4 EBH, Bt s THERRH R, i BBIX T B C M E M A 4 LRI 7 36 4%
ERHE.

35. Having patience with your customers and with yourself will go a long way in

winning over hostile customers.

A. XEEMT E A WOHERKOBEA BREESHBE R TG R,
B. X B3I 6 A W OHERSESHBENR TN TEAR HE.
C. XXt B & A w0 RERBESHBREX R TEHIR.

1682



RENRES 3938 Eae 1]
ERXRABRKE2020FF % WP R G — % ik

BEERIE2 RAIAEIR

202047 A
B 5 -~ = = g B &2
5 W
B 4| iFBA

— XRAIE (it 109, 8/ME25)

1—5 B AR ERHNEARRTEMNE HEERFEEEEEL L.
1. 2. 3. 4, 5.

B/ o | HEBA

ZURICE &M (#3045, 8/0E 2 5)

6—20 & : R T EMAF, A AB.C =MEI P — M EERAZ B4 M ERIER, FHHE
RFSEEEEKL.

6. T 8. 9. 10.

11 12, 13. 14. 15.

16. 17, 18. 18. 20.

B/ 4| FBA
S REER (K05, 85NEL5)

21—25 . P FFE A ABB.CEMETPEH T ERER FHERFSEEEE
®E.

Passage 1
21, 22, 23, 24, 25.
1683



26—30 . RBPEXAFHFHAHNBENRTER, ERNE“T" . HENEF" . HFHER
EEEBEL.

Passage 2

26. 217. 28. 29, 30.

/| WA

M.BiE(kit 20,8084 5)

31—35 E:WMEUT AB.C =MEM Pt MAEM R B ERFEEALELRE.
il 52 B3, 34. 35;;

1684

TR



WnENKS 3938
ERABKE20205EFTEHBPRE—E R
EEPE 2 REARRITIMTE
(& #£)
2020 ﬂi 78 Fj’

— ERAE (#1095, SME2S)

155 . R ERNEARA TR, HF I ERFSEEEEK L,

1. A 2.A 3.C 4.C 5. A

ZVRCE5&M(Hit 300, HhE 2 4)
6-20 i : M ETHEMNOF MABCENETAEH - ERASTALHERZER,HFER

FSEE®EK L.
6.8 7.A 8.B 9.C 10.C
11.B 12.C C13.A 14. A 15.C
16.B 7.0 18.C 19.B 20. A

= BIRIEM (3 40 5, BAE 4 S)
21-25 {8 : FE T 43, M ABB.CENETRHPEH— M ERER, FRERFSTEXER L,
Passage 1 '
21. A 22.C 23.B 24.C 25.C
26-30 i ERBEXABHHLHNEQNRETER, ERNE T, BROFF", HRERS
EAEE L, |
Passage 2
26. T 27.T 28.T 29.F 30.F
M B (S 205, N 4 57
31-35:MELF AB.CEMNEMAPEHBRERF  ARERFSETETIEK L,
31.A 32.B 33.A 34.C 35.B

1685



