_ New LJteraf:J, Engrr h

HEHRR

HRiaERHAR &-w
;-%%%%
T B 3R

English

b

l.
IIIII

>
3
«
.
P
-
-
—

BEHR: XIER

F 4R YAFS FTiEe R

N ew




R

i & A 51 &

1. 47

AT HETL

TR

TCS

B e “HE” Jﬂ%ﬂ

2. B PR iﬁﬁiﬁﬁﬁﬂj‘ B
BOE, i B, i

FHU=,

R B RS B AT

=11 P SMEE ST 50 HY BEL LR GERE T

5 ¢ @ 7 EHERREA, AR,

1 7B

==

I-o-l IEE4TFF C\Users\Administrator\Desktop
& =) 20\W1-TL-Lmp3

Euvinlatss  SEECAETSTHENES.

B |
Bl

AR R TS (




Learning Objectives:

In this unit, you will

© talk about job positions and responsibilities;

© read about opinions on getting a job well done;

© write a note in English;

© expand your vocabulary of company departments;

© comprehend etiquette in Chinese traditional culture.

Unit 3

Each Performs Its Own Functions
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AR
General Manager

TR

Finance
Department
Production
Department

hinsh

Marketing
Department
Technical
Department

Administration
Department

Equipment
Department




Do you know any other departments in a typical company? Write them
down to expand your vocabulary.

Add More
Sales Department

©
©
<
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Sales Department, Research Department, HR Department, Planning
Department, Purchasing Department, General Affairs Department,
Public Relations Department. ..



. Do you know your job position?

Do you know the corresponding responsibilities of your position? Share your opin-

ions with your classmates. w
TE eIy

As alan ..., T'wm in charge of[ T'wm respovsivle for ...

general manaaer, management of the company
assistant, the company’s work scheduling
marketing director, business vegotiatiov

sales manaoer, developing promotion resources

acconnting, financial operation of the company



s B

As a general manager, I’m responsible for the management of the company.
As a marketing director, I’'m in charge of the business negotiation.

As sales manager, I’'m in charge of developing promotion resources.



T

Visiting customers 1s one of the most important work of a businessperson. Do you
know how to visit customers? Think about the following questions.

B What should I prepare before visiting customers?

B What should I do if the customer is not available while calling for the

reservation?

B What should I say while seeing the customer’s assistant?






. Let’s listen and speak! o

I’m going to start a new job. >
Listen to the conversation and match the questions with the answers. Practice @
the conversation with your partner.

@ Questions Answers

What do you do? il (® ! don’t have a definite schedule. | must be

available to work flexible hours including early

_ mornings, nights and weekends.
What department are you in? @

@ I’'m mainly in charge of the people who sell our
products.

What are you in charge of? &)
G I’'m a Sales Director.

What are your working hours like? () ’'min the Finance Department.



=

(C—Cherry, T—Tony)

C: What do you do, Tony?

T: D’m a Sales Director.

C: Hey, that’s great. So you must be in the Sales Department.

T: Yes, you’re right.

C: What are you in charge of?

T: DI’m mainly in charge of the people who sell our products.

C: So what are your working hours like?

T: Idon’t have a definite schedule. I must be available to work flexible hours including early
mornings, nights and weekends. And what do you do, Cherry?

C: I’m an accountant. It’s a regular nine-to-five job.

T: Great. What are you responsible for?

C: I’'m responsible for the bookkeeping and the payroll.

T: What department are you in?

C: I’m in the Finance Department.



Let’s listen and speak!

I’m going to start a new job.

o)
Listen to the dialogue and then fill in each blank with no more than w @
&8s three words.

Role-play this dialogue with your partner.

Name: Jenny

Job position: (1) secretary

Main duti es:

a. (2) answer phone calls

b.(3) transfer them to the person (4) Wanted
c. ask the caller to (5) leave a message d. (6) arrange meetings
¢. meet (7) customers f. (8) see them off

Q O @

~—
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(J—Jenny, L—Lesley)
J:  Good morning, my name 1s Jenny White. I was hired by the Personnel Department and told
to report here to work as a secretary.

L: Nice to meet you. I am Lesley, the assistant to the Managing Director. Welcome to our
company.

It 1s my first day at work. What am I supposed to do?

[ will give you an orientation. Now let me tell you your definite duties here. This is your
desk. Please sit down here.

Thank you. I am looking forward to starting work and getting to know each of you.

Jenny, your main duty is to answer phone calls and transfer them to the person wanted.

[ see, but what shall I do 1f the person wanted 1s not present?

In that case, you are responsible to ask the caller to leave a message.

Is there anything else I should do?

You are still responsible for arranging meetings, meeting visitors and seeing them off.
All right. I feel so happy to work here.

Now, I’ll show you around here and introduce you to our manager and the other colleagues.

=
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B Let’s listen and speak!

Try to summarize the questions related to positions and responsibilities.
Then practice answering these questions with your partner.
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hat are your main duties?

=

hat kind of job do you do?

hat’s your occupation?

hat line of business are you in?
hat does your job involve?
ho’s 1n charge of production?

ho’s responsible for public relations?

£ £ E £ £ €

hat position are you 1n?



s listen and speak! O

Useful Expressions

Describing Jobs
B — Whatdoyoudo?
— ’m a manager 1n the Sales Department.
B — What’s your job?
— ’m a computer programmer. My company allows me to work on my
computer at/from home.
B — What company are you with? / What company do you work for?
— | work as a software engineer for ...
Describing Responsibilities
B — What are you in charge of?
— I’m 1n charge of training employees.



. Let’s listen and speak! O

\z
. B — What exactly are your duties?

— | run the Production Department. Th is includes hiring staff , ensuring that
the production meets deadlines and dealing with customers.

Describing Positions and Departments

B — Which department are you in?
— I’'m in the Human Resources Department.

B — What position do you hold?/ What’s your position?
— I’'m the Marketing Manager. | am skillful with ...
— Who do you report to?

— | report to the Channel Sales Manager.




. Let’s listen and speak!

I’m going to start a new job.

Listen to the passage about a position description and complete the
as following form. Then practice describing your job position with the

useful expressions in the passage.

| == O

Name Adam

specializes in importing (1)  high quality wines from all
over the world

Location |(2) Beijing

Company

Department |the On-trade Sales Department

Job Position |(3) a salesperson




s listen and speak! O

Job
Responsibiliti
es

a. provide great (4) Wine products and service {4 regtaurants and
hotels

b. make many (5) sales calls every day, to present our
(6) brands and products in the best restaurants and hotels

Reasons for
Loving
the Job

a. It’s very (7) _ challenging
b. It gives a lot of opportunities to (&) taste great wines

c. It’s a great pleasure to (9) meet people
and(10) make new friends




=

Hello, I’'m Adam from Beijing. I work for a company which specializes in importing high
quality wines from all over the world. I work 1n the On-trade Sales Department which means
that I’'m responsible for providing great wine products and service to restaurants and hotels. I
make many sales calls every day, to present our brands and products 1n the best restaurants and
hotels 1in Beijing. I love to be a salesperson, because 1t’s very challenging and gives me a lot of
opportunities to taste great wines, and of course, 1t’s always a great pleasure to meet people and

make new friends.



B letsreaar

A thousand-mile journey begins with a single step

@
How to Excel at Work?

1 Most of us want to be good employees, and most of us want to excel at our
jobs. However, 1t 1s not simply a matter of being good at what you do. Here’s
several tips for how to excel at work.

2 Take opportunities to learn new skills. The longer we work at one job, the
more probably we’ll get bored with 1it. One way around this problem 1s taking
opportunities for additional education and training when your boss offers them.

3 Take practical advice. Practical advice helps you improve your skills, per-
formance and relationships. Noticing any areas for improvement provides you
with the opportunity to enhance your overall performance. This practice can
expand your thought and help you excel at work.
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B etsreaar

4 Establish relationships. Having workplace friendships with some positive
people who concentrate on excelling at their work, 1s usually a positive ele-
ment in job happiness, which should result in greater power to perform your
job to the best of your abilities.

T

5 For most of us, it’s important to make great eff orts to be the best worker
and to excel at our jobs. It’s not just to impress the bosses and obtain a pro-
motion; 1t’s more about having a sense of achievement for a job well done.
Tips above should help you become a needed member of the organization’s
team.

| =
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Words and Expresions @

employee /im'plori:/n. B, gL
excel /ik'sel/ v. fE{, =T

enhance /' ha:ns/v. &5, #oq
overall / auver 2:1/ a. S, SRR

expand Ak’ spend/ v. R, KRE
concentrate on ZEHAE 1T, EMTIEFET
make great efforts %% 7]

impress /im'pres/ v. Z5...... HH NARZIHI I EI R
obtain /ob'temn/ v. 1%, miH

promotion /pro'movfn/ n. $&ft, HH

sense of achievement il /%

T




<8 Let’s read!

A thousand-mile journey begins with a single step.

Comprehension Check

Choose the best answer to fill in the blank in each statement below .

1. There are tips on excelling at work 1n the passage.
A. two B. three
‘four D. five
2. The longer you work at one job, the more likely you will
A. be satisfied with ®) be bored with
C. be worried about D. be interested 1n

it.



By etsveasr

3. is NOT the benefit of taking practical advice.
A. Improving your skills

T

B. Expanding your thought

C. Enhancing your overall performance
@ Influencing your judgement

4, Havmg workplace friendships with people 1s usually necessary.

C. negative
D. unkind



—

5. For most of us, it 1s essential to

A. Impress the employer
B. obtain a promotion

‘make great efforts
D. compare with others



Y letsreadt

A thousand-mile journey begins with a single step.

Vocabulary Focus

Fill in the blanks 1n the following sentences with the words in the box. Change the
form 1f necessary.

i

excel enhance overall expand impress

[ can getan overall  view of my job.

There are no plans to  €XPand  the Jocal airport.

As a child, he excels  at music and art.

We were all impressed by her enthusiasm.

ok » b=

This is an opportunity to €nhance  the reputation of the company.




<8 Let’s read!

A thousand-mile journey begins with a single step.

Grammar Drill

Complete each sentence with the correct form of the word in brackets.

1. Smoking (smoke) is bad for your health.

2. You should practice speaking (speak) English more.

3. Yourtaskis €/€aNIN8  (clean) the windows.

4. A washing (wash) machine will save us a lot of time.

5. Itisnouse learning (learn) theory without practice.




<8 Let’s read!

A thousand-mile journey begins with a single step.

Grammar Notes

51144 1H]
& 5 H SR Z RS AR E AR 2, A KON v-ing;

& itz R IERHPETIE . Bif, RiE. EiE%.




A thousand-mile journey begins with a single step.

Task e Translation Practice

Translate the words 1n brackets to complete the following sentences.

1. They excel in teaching English. ( {H1 )

2. Weneed to concentrate on our core business. ( 245 77T )

3. The company needs to make great efforts  to improve the image of the
original brand cars. ( %% 77 )

4., We obtain knowledge through books. ( 315 )

5. Even a small success gives you a Sense of achievement (g & )

O L e

~
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B letsreaat

A thousand-mile journey begins with a single step.

Text Summary

Summarize the text with the help of the useful expressions.

[

Most of us want to be good employees, and most of us want to excel at our
jobs. However, it 1s not simply a matter of being good at what you do. Here are
several tips for how to excel at work. First, take opportunities to learn new skills.
Second, take practical advice. Third, establish relationships. It’s important to
make great efforts to be the best worker and to excel at our jobs. It’s not necessary
to impress the bosses and obtain a promotion. It’s more about having a sense of

achievement for a job well done.



A thousand-mile journey begins with a single step.

Useful Expressions

Most of us... B Th is practice can...
It 1s not simply... B It'simportantto...
Take opportunities to... B It's more about...

Th e longer... the more...

Practical advice helps...




" 'Further Thinking -- o AR “
Most of us want to be good employees and excel at our jobs, but it is not an easy thiﬁéf""“-‘--ﬂﬁ’ i
Being a successful employee involves many aspects. Think about other aspects you need

to learn to help you shine in your job. Share your opinions with your classmates. P

i '




Y letsreaat

A thousand-mile journey begins with a single step.

@

Customer Management

1 Customer management 1s defined as the inclusion of different processes
and systems to manage relationships among a small business or big
organization, 1ts employees, and target customers to optimize and automate the
sales-marketing procedures.

2 The customer relationship management process is how businesses carry
out their customer-related activities. These customers act as marketers for the
business and help get new clients, which helps the business grow. The
following 1s the breakdown of the customer management process.
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B etsreaar

3 Identifying and selecting customers. The first step 1in the customer

management process 1s improving brand awareness. This means that the
business must first identify its target audience and compile them into various
groups.

4 Acquiring leads. Companies devote a lot of resources towards lead
generation. Any person who shows interest in a brand’s product or service is a
lead. Lead generation 1s the process of attracting such leads and converting
them 1nto buyers.

| =
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B etsreaar

5 Lead conversion. Once a business has made contact with a lead, 1t devotes

all 1ts eft orts to convert its leads into clients.

6 Providing proper customer service. Once you have successfully converted
a lead 1nto a client, your focus should be on how to keep this customer.
Customer service 1s one of the deciding factors of brand loyalty. Instead,
improper after-sales service and customer support can lead to customer loss.

| =
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Words and Expresions @

be defined as #% € XA

inclusion /m'klu:zn/ n. AFE, A5
optimize /' pptimaiz/ v. Fmtttt; FHFH
automate /'o:tomert/ v. ff 5z,

client /'klatont/ n. %)

identify /a1'dentifar/ v. #£2 , &I

brand awareness i A

compile /kom'pail/ v. w5, YRk

acquiring leads #ijZRTEE 2

T




i - EXT . ©

devote /dr'voot/ v. f&...... ]+

lead generation JE1EZR

convert /kon'v3:t/ v. ¥4%, L

lead conversion 1t % ik
make contact with 5...... e £

brand loyalty &R




A thousand-mile journey begins with a single step.

Comprehension Check

Choose the best answer to fill in the blank in each statement below.

1. These customers function as and help get newclients for the

company.
A. clients
C. consumers

2. Improving

‘marketers

D. buyers

1s the first step in the customer management

process.
A. brand loyalty
‘brand awareness

B. brand recognition
D. brand tag
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B etsreaar

3. To improve brand awareness, companies must pick out target audience

and :
divide them 1nto different groups B. convert them 1nto buyers
C. make contact with them D. provide service for them

4. A person showing interest in a brand’sproduct or service is a/an

lead B. customer

C. seller D. agent

5. One of the deciding factors of brand loyalty 1s
A. customer support B. customer attitude
C. customer loss customer service



B Letsrear

A thousand-mile journey begins with a single step.

Text Analysis

Summarize the main idea of each part and fill in the blanks with proper words in the
chart below .

—

Part 1

(Para. (1)_One ) Main ldea: (2)_Definition of Customer Management

Customer

Management
Part 2 Main ldea: Customer Management Process

(Paras. (3)_twWO__ —six) Identifying and Selecting
1.(4) Customers
2. Acquiring Leads
3. (5) Lead Conversion

4. (6) Providing Proper Customer

Service *_
O L e




A thousand-mile journey begins with a single step.

Task 6 Content Questions

Fill in the blanks with proper words to answer the questions.

1. What 1s the purpose of customer management?

Customer management isin order to  Optimize and automate  the sales-
marketing procedures.

2. What are theroles do customers play in the process of customer relationship
management?

act as marketers for the business

These customers and help get

new clients.




B Letsreaar

T

3. What does the step “identifying and selecting customers” imply?
This means that the business must first identify its target audience  and

compile them into var

lous groups

4. What 1s the process of lead generation?

Lead generation is the ;

srocess of  attracting such leads and

converting them into

ouyers

5. What will the business

do after contacting with a lead?

Once a business has made contact with a lead, 1t devotes all 1ts efforts to
convert its leads into clients




A thousand-mile journey begins with a single step.

Task e Translation Practice

Translate the following sentences into Chinese.

1. The customer management process 1s how businesses carry out their
customer-related activities.

2 VR R 2 TR el i T e 5 & 7 A RIS B .

2. The business must first identify its target audience and compile them into
various groups.

MV A 20 B S

HERS AR, FRARATI 0 2AS [ B ZH A
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B Letsreaar

3. Companies devote a lot of resources towards lead generation.

AN K E BRI RIEER

4. Customer service 1s one of the deciding factors of brand loyalty.

2 R S5 A2 i S U R E R IR 2

5. Improper after-sales service andcustomer support can lead to customer lose.

AZE G o5 A2 7 SR AT RE = B T IR
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Vocabulary Expansion

Pictures below are
related with different
manners of greetings
in different countries.

shake
hands

hug
Match them with their
English expressions. .
ow
kiss on

the cheek

\ Namaste

e

{



B Levsreaat
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A thousand-mile journey begins with a single step.

Do you know other etiquette while communicating with customers?
Exchange ideas with your classmates!

w speak with a smile, make eye contact, appropriate speaking speed,
keep a proper physical distance, don’t interrupt customers,
maintain a good standing or sitting posture...

(&
(¥
©
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Culture Notes
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B Letswier

Please leave a message.
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B Letswier

Salutation FRIE
A& S s A BREE, FRIER] LIRS (U0: Dear Mr. White) |, 4] DLEL %S

SEME (f: Dear Peter) .

Body 1EXC

IEXEHEESHAZR, B EME, ML, BT S, THFH
AR,

Signature & %4

SR REIE FRFZANNGEY, BERESRA M.
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When Where Who What

B Letswriet

Please leave a message.

Task 0 Listen to a dialogue and record the key information of a message
note including when, where, who and what. Then write them

down 1n the following table.




Jane: This 1s Jane speaking. May I ask who 1s calling?
Frank: This 1s Frank. I would like to speak with Mr. Wang, please.
Jane: 1’ m sorry, but he’ s not here at the moment. If you” d like, you can

leave him a message.

Frank: Yes, thank you. When he gets back, please tell him that I would like to
meet him on Saturday, 9 a.m. at the university gate. If 1t 1s not convenient
for him, he 1s expected to call me at any time.

Jane: Does he have your number?

Frank: Yes, he does. But I’ 11 give it to you again, 1-2-3-4-5-6-7.

Jane: That was 1-2-3-4-5-6-7, right?

Frank: Yes. Thank you very much.

Jane: You’ re welcome.




(B Letswite!  NW

Task G Organize the information you listed above into a complete text of the message note.
Here 1s an example for you.

Salutation Date

Dear Mr. Zhang, Mar. 21

Mr. Kennedy just called to say he felt so regretful that he couldn’ t
attend the evening party tonight because of something urgent. He’ |l see
you at your office tomorrow morning.

Body Xiao Wang

Signature



B Letswier

C

T

T

Useful Expressions

Ask-for-a-leave Note

B | begto apply for a week’s leave from ... to...

B Please excuse my absence from...

B | hope myrequest will be given due consideration.
B | will resume my study/work if | feel better.

Thank-you Note

B | can never thank you enough.
B | value your hard work.

B | really appreciate that...




Apology Note
B | promise that won’t happen again.
B | am awfully sorry that | cannot...

B Please accept my heartfelt apology for my behavior yesterday.
Request Note

B \Would you do me a favor by...
B Let’ sgo..
B Please give me...
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. Let’s do a project!

Visit Your Customers.

Many work flows involve visiting customers, such as market
research, new product promotion, customer maintenance and
etc.. Also, customer visit 1s an important link 1in customer
management. Now, role-play with your partner in the
following situation according to the steps.




Let’s do a project!

Make an Appointment

Student A plans to visit a customer — general manager of Company A and make a
phone call to Student B for an appointment. The following information 1s what you
need to take into account:

visitor’s name
specific number of visitors
visit time

Visit purpose



Let’s do a project!

Leave a Message

Due to the manager going out for a business, Student B needs to write a message
note to the manager according to the specific appointment information. Student A
checks the message note according to the following main elements:

Date

Salutation
Body

Signature



s do a project! O

Be on a Visit

Student A comes to Company A at the appointment time and Student B receives
Student A. Student A and Student B prepare separately for the reception. Student B
lists several questions to greet Student A; Student A thinks about questions that may
be asked by Student B and prepares answers. Once prepared, you can begin a mock
reception. The following expressions are for your reference.

Good morning/afternoon/evening.

Nice to see you.

May I help you? / What can I do for you?

Is Mr. Smith available now?

Can I have your name, please?

I have a reservation with him this afternoon.



s do a project! O

I am afraid he 1s not available now. / I am sorry. He 1s in conference
now.

Would you like to wait him for about half an hour?

Would you please have a seat and wait for a moment?

[’m sorry to have kept you waiting.

Room... I can show you the way. Please follow me.

Here 1s some English newspapers and magazines. You can have a look.
Mr. L1 1s waiting for you at his office. / Please follow me, and I will

take you to his office.
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<] Reading 1 [iF52&~]

1. employee /im plomn:/ n.

A o, ET

e.g. The firm has over 500 employees.
XF AT 500 £ 548 T




=Y Reading 1 [IBEEA)

2. excel /1k'sel/ v.
A EX, #T
~ (in/at sth)/(~at doing sth)
e.g. As a child he excelled at music and art.

il /NI TR AR AT SR



<l Reading1 [IE5Es]

3. enhance /in ha:ns/ v.
A i, WU
¢.g. This 1s an opportunity to enhance the reputation of the company.

Xt~ m FEA R



"] Reading 1 [iEE25])

4. overall / ouvar'o:l/ a.
A M), SARH)
¢.g. the person with overall responsibility for the project
[ AL ST AT H BN
an overall improvement in standards of living
AT R A T e
There will be winners 1n each of three age groups, and one overall winner.

=R A E AU, A AL




- K] Reading 1 BEEM]

5. expand /1k spaend/ v.
A TR, KE

c.g. We’ve expanded the business by opening two more stores.
PATTIE T 17 P11 )5 DAY ek 55
A TR, wm, e RS, FrsEeiE s
¢.g. Metals expand when they are heated.
ﬁ/ ’M';H‘/‘\H Hjt/i
Student numbers are expanding rapidly.
FAE NEE IR
A child’s vocabulary expands through reading.
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6. 1mpress /1m pres/ v.
A 7o HETRZIBEETR
~ sb (with sth/sb)
c.g. We interviewed a number of candidates but none of them impressed us.

BATTAIE AL HE NEAT TR, (HADRCA 53T MM AEIR.
He impressed her with his sincerity. i i B Y FT 3] 1 4
A TR (EEME™EES

~ sth on/upon sb

¢.g. He impressed on us the need for immediate action.

fi iEFATU AR RISLZIR BT Bl Y 6 22



] Reading 1 [iBSE=]

7. obtain /ab tem/ v.

e.g. to obtain advice/information/permission 53| EE /{52 / ¥ A
I finally managed to obtain a copy of the report.
AT HIEF R T RZ ARG B — PRI

A N M. SIBSE) F1E: AT IR

e.g. These conditions no longer obtain. X555 ANHLIE H .
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8. promotion /pro mau|n/ n.

A Bh BT
~ (to sth)

e.g. ajob with excellent promotion prospects A 7t 73 &5 F Ml 2= B HR S5
Her promotion to Sales Manager took everyone by surprise.
NG E A, M NEREBIZ I

A CAFEZIND B, T

~ (to sth)

e.g. the team’s promotion to the First Division XM Ek A5 T FF 2 A

A (REHIEB: [ EAR

¢.g. Her job 1s mainly concerned with sales and promotion.

o TAE EE B S EAA TR




