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Chapter

Unit 1 Secretary etiquette

Teaching Objective

To enable students to know: what is secretary etiquette;
how to wear make-up, wear a tie, walk properly and
gracefully;

how to create an image of a professional secretary;

how to shake hands, make greetings and introductions
politely;

how to write invitation letters and corresponding
replies.

Ideological and political goals: Cloths and manners
cannot make a man,but cloths and manners will greatly
improve his appearance. Therefore ,we should pay
attention to our appearance.

Teaching Focus

Some useful expressions

Exercises in the book, especially the translation and
writing

Business Letter writing

Teaching Difficulty

Some useful expressions

Exercises in the book, especially the translation and
writing

Business Letter writing

Teaching Duration

8 periods

Teaching Method Teaching and practicing, discussion
Ask students to recite some useful expressions and
patterns of this unit.
Assignment Finish the exercises on P22

Ask students to preview Unit2.

Teaching Procedures:

Part one:Lead-in

Task 1:An introduction to the teaching plan, curriculum content and assessment

criteria of this course.

Task 2: Introduction of secretary etiquette

Questions
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1) What do you know about secretary etiquette?

2) Finish the excise of task 1
Words and Expressions about cosmetics
lipstick 141 pressed powder ¥ eyebrow pencil IRZE%E  mascara FEEE
loose powder Bk} eye shadow HR 5 cake eyeliner ARZEE blush 4T

Task3: Asking students to listen to the text and fill in the blanks of task2.

Script:

“The word ‘etiquette’ means ‘the forms of conduct prescribed in polite society’. Essentially, etiquette
means ‘good manners’. When you are in the business world, you should know the fundamentals of
business etiquette. The importance of etiquette cannot be overstated because how you present
yourself will have a huge impact on the level of success you will achieve. Working as a secretary,
you are representing the image and ‘face’ of your company. And companies tend to promote those
who can represent a positive image to their various stakeholders, as well the media. Therefore, you
should know some fundamental rules of secretary etiquette, which mainly includes rules about how
to create a professional image. To do so, you have to know how to choose adequate dress, apply
appropriate make-up and act in a professional and graceful manner.”

Check the answers.

Asking some students to retell what they have listened.

Asking students to remember the useful expressions and patterns.

Asking some students to translate the passage.

Task 4: Part two: Profession zoom in

Reading : How to Apply Natural Make-up
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Task 5: [AEVCEEHRE]

1. enhance [in'ha:ns] vt. &5, MR

f§141): Those clothes do nothing to enhance her appearance. it Zf S L84 At FF 40 015 BB 5%
2. liein 7T

fil#1): All their hopes lie in him. AT A A HAR T FEAEM & |

3. achieve [o'tfi:v] v. SERE, &F|, SEB

f5i)f]: Tt takes hard work to achieve success. INFEES S TAE.

4. determine [di'to:min] v. {R5E, BHE,



f14): We determined to go to the railway station at once. FA1H & 37 % 2 K G4k o

5. Keep your legs close together, pointing toes forward and placing the foot straight, trying to
create a straight line when walking.

BN EATENRFEOUR G4, RRMMERT, S ERL.

Zh)E— 1N E5H), keep your legs close together 4 & £, pointing toes forward and placing
the foot straight 1 trying to create a straight line when walking JHIL7E 53 17 FE B HCIRE, &1 E4].
6. obstacle ['abstakl; 'abstokal] n. f&AS, ZEMA
#514): They tried to put obstacles in the way of our marriage. 11575 B IEFRATTHI 45 4
7. pace [peis] n. HE, H1R
f514): She works so fast that I can't keep pace with her. Uh T/EFFR L, FRERAS b th fr)si i .

8. sway [swei] v. 123, B#E,

f§14): The branches of the trees were swaying in the wind. #4575 X H1 3% 5 .

9. rhythm ['ridom] n. T,

4] : Stress and rhythm are important in speaking English. {3 iER;, =% A2 2R EE T,

Useful expressions :

I’d like to talk to you about...

Do you know something about...?

It’s a custom for businessmen to shake hands when meeting.

Keep your hand open. Your thumb and palm ought to be tightly interlocked with the others.

Personal habits can reveal much about a person to others.

The way you look — cleanliness, neatness, style of dress, hairstyle and so on, makes an immediate
impression on others.

There are rules for proper behaviors in business just as there are rules of etiquette at home or at

social events.

Task 6: Finish the excises on page 6-8.

Part three: Career zoom in
Reading: Business Attire
In the business world, first impressions count almost as much as experience and ability. What you
wear conveys important information even before you say anything.

Experts say that being appropriately dressed D is essential for making good impressions, so
attach great importance to your attire while you are in the office. The following are some guidelines.

Women’s Attire

Keep what you wear conservative and professional rather than fashionable. You want people to
notice your work instead of your figure. The best choice is a well-tailored pants suit or skirt suit in a
high-quality navy, dark gray, or black fabric. Be sure your business clothes are pressed and as
wrinkle-free as possible. The hem of the pants should cover your ankles but not drape to the floor.
Avoid wearing pants that are too tight. The skirt should end 3cm above the knees. When choosing a
blouse, cotton or silk in a neutral color with a simple collar is the best. Avoid a sleeveless blouse in
case you have to take off your jacket. Your blouse should fit well and not gap. The last point is that

your underwear shouldn’t show through your clothing.
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Women’s Shoes and Accessories

Close-toed leather shoes with low heels or flats rather than high heels are preferred. The shoe
color should complement your suit and handbag — black, brown, or navy. Remember to wear shoes
that fit well, so you can walk comfortably. Moreover, be sure to have your shoes polished. The most
appropriate color for stockings is flesh-colored rather than dark or light. Wear minimal jewelry such
as one subtle ring on each hand at most, and one stud or small earring per ear, in gold, silver, or pearl.
Do not wear more than one watch or bracelet.

Women’s Hair and Make-up

Keep your hair well-styled and, if needed, controlled with simple hair accessories. Avoid heavy
perfume. Your make-up should be simple and natural. Remember to regularly trim your fingernails
short so you can type with your fingers rather than your nails. If you prefer, you can color your
fingernails with clear polish.

Bags

You might use a stylish, feminine-looking briefcase or handbag that is big enough to hold all
your business tools but light enough to carry conveniently. Do not overfill it.
Men’s Attire

A professional look starts with a suit using good-quality materials with a conservative and
classic cut. The pinstripe pattern is generally considered to be conservative and distinguished. The
recognized business colors are black and gray (dark or light), or blue. The jacket sleeve must end at
your wrist bone. The sleeves and collar of the shirt should be 1 cm to 1.5 cm longer than your suit
sleeve and wider than the suit collar. White, off-white, and pale blue shirts are preferred. You can’t
go wrong with a quality cotton shirt.

Ties

To play it safe, choose a traditional silk tie with no loud colors and patterns. What is important
is that your tie should coordinate with your attire. Avoid ties with loud images and designer logos.

Men’s Shoes and Accessories

Wear lace-up leather shoes in black or dark brown with dark, calf-length socks. Be sure your
shoes are well-polished. Your belt should match your shoes and have a small, conservative buckle.
Keep jewelry with only a minimum and a wedding or engagement ring.

Men’s Grooming

Your hair must be short and styled conservatively. If you must wear facial hair, keep it well-

trimmed and groomed. Otherwise, always shave. Avoid wearing a lot of cologne. Less is better.
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Task 7:  [AEVCEERE]

1. convey [kan'vei] vt. KiX, f5iX
f514): He tried to convey how he felt. it i B R IAAH IR SZ .
2. essential: SE[K], EEM
#%): Food is essential to life. XA a2 U AT /DR,
1. Experts say that being appropriately dressed is essential in making good impressions, so
attach great importance to your attire while you are in the office.
TN BRI, BEEMAE T MR, @ FELIFFEER L, Ehasi—
TE AR BRI 2 A .
ZhE—/NE G H],  experts say that being appropriately dressed is essential in making good
impressions A F ], so 5| T JRERIE MW A].
FA)r that 51 S FEENG), 5 say I
1] being appropriately dressed 3% i M A) ) iE .

essential in making good impressions A iF .
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attach importance to : 4}
f4): We must attach importance to the safety of the school children. FAI1A 200 # AW 2= AT %2 42
2. incase i—
514]: Take your coat in case it rains. T3 M AKIE, PABF (Ji—) TW.
3. gap [g=p] n. RO, [&E, =P, FH
v. (ff) ¥
f514): How can we bridge the gap between rich and poor? [EFEA BELE /N & 2 (B Z#E?
4. trim [trim] v. {8BY
%14): Il have my hair trimmed tomorrow. BRI EAZET LK .
7. rather than T7] ... WA, MAZ
f141) : It is better to express your anger, rather than bottle it up. A=< 7= 7] A& it HH R AN EL el FE AL N
8. To play it safe, choose a traditional silk tie with no loud colors or patterns.
Bl FAZiE W, LLEFESI LT, SO EEAERER.
to play it safe Jy“fa2Z & 0, (1) .
EREIXHE loud 5 color 8 pattern FJFEALTT X, BENERPBEME X,
9. What is important is that your tie should coordinate with your attire.
TN REENZ, IR ES IR A3 A i
A% What 513 — M EENG], is A THIIET, that 513 —DEEMNG].
coordinate [kou'o:doneit] v. (f#) BpiF, (ff) —%
f514): She’s an excellent dancer: all her movements are perfectly coordinated. U2 {37 H €4 ) 55
XK, WA B EAIR UhR .

Task 8: Discussion:

Through article learning, let students discuss the importance of the clothing workplace
and draw conclusions.

Cloths and manners cannot make a man,but cloths and manners will greatly improve his
appearance. Therefore ,we should pay attention to our appearance.

Finish the excises on page 9-15

Task 9: Part four : Practical Writing

Invitation Letters and Replies

Ask students to read the passage on P16 and finish the exercises
Check the answers
Explain the layout of invitation letters.

Secretaries must master the skills of writing business letters for their bosses, especially
invitation letters and replies.
An invitation letter is a type of business marketing letter typically used to invite customers to
special events. When drafting a letter of invitation, be sure it includes:
Reason for inviting.

Name of the person sponsoring the event. Mention your name if you are the host, or the host’s name



if you are writing on behalf of someone else.
Who is invited.
What type of social event is going to be held.
The address, date, and time of the event.
Directions or a simple map if the location might be difficult to find.
The phone number and the deadline to reply; precede these facts with “RSVP” (French abbreviation
for “please reply”).
Your gratitude for the receiver of the letter, anticipating their acceptance.
Tips & Warnings:
Send the letter of invitation well in advance, at least a week prior to the event so they can plan
accordingly.
Keep it brief, because people are busy; even if they already know you, they would prefer a short
invitation and they could answer the following questions in a few seconds: What? When? Where?
Proofread your invitation letters for factual, spelling or grammatical mistakes. Even a small
error can cause great harm. Use some professional grammar software that automatically
proofreads your writing.
The letter should use fonts that are professional and easy to read.
If your superior decides to accept an invitation, you must:
Acknowledge the invitation promptly by writing an acceptance letter to show your interest.
At the end of the letter, tell the sender how your superior is looking forward to the event and
meeting him/her.
If your superior has decided to decline an invitation, you should:
Thank the inviter for the invitation on behalf of your superior.
State clearly that your superior is unable to accept.
Briefly state the reason why your superior is unable to accept.

In closing, restate your superior’s appreciation for the inviter’s consideration.

Task10: Write an invitation letter and make a reply.
Dear Mr. Smith:

I’'m writing on behalf of Sam Thompson, General Manager. We request the honor of your
presence at the annual sales conference which will be held at Guangzhou Conference Center on
Tuesday, May 10%, at 3 o’clock p.m.

We would appreciate it if you could confirm your participation at your earliest convenience!
Please contact me at 020-36671457.

We are looking forward to seeing you at the meeting and listening to your valuable opinion.

Yours sincerely,
Jane Lin

Secretary

The reply
Dear Ms. Lin:

Thank you for your letter inviting me to attend the annual sales conference which will be held at
Guangzhou Conference Center on Tuesday, May 10", at 3 o’clock p.m. Unfortunately, I’ll travel to

Beijing for business that day. I’ll submit my report via email before the conference and hope the
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conference will be a great success !
Yours sincerely,
Joseph Smith

District Sales Manager

Homework:
Ask students to recite some useful expressions and patterns of this unit.
Finish the exercises on P22

Ask students to preview Unit2.
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Chapter

Unit 2 Business Emails

Teaching Objective

To enable students to know:

the main parts of a business email;

the skills for writing business emails;

how to evaluate a business email;

how to write different business emails for different
situations;

how to write a notice.

Ideological and political goals:Putting yourself in the
other person’s place may be useful during relation or
communication difficulties, in situations of negotiation
or conflict.

Teaching Focus

Some useful expressions

Exercises in the book, especially the translation and
writing

notice

Teaching Difficulty

How to write a notice
The expressions of Business Emails

Teaching Duration

8 periods

Teaching Method Teaching and practicing, discussion
Ask students to recite some useful expressions and
patterns of this unit.
. Finish the exercises on P42
Assignment

Ask students to preview Unit 4.

Teaching Procedures:

Part one:Lead-in

Task 1: Explain the format of email :

E-mail is abbreviation of electronic mail .It includes three parts: e-mail header, message content,

signature.

Email header:

From:

To:

Cc: (carbon copy #Pi%)

3
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Bec: (blind carbon copy H5i%)
Subject (F# )

Attachment (1)

Date:

message content---body of the letter

Signature---sign your name and position

Task 2:Asking students to recite some useful expressions of writing an email.
copy & il paste  Ffi undo FUEH BN resume typing Pk &2 B\ priority fIt5t
form F % attachment [fi#f  spelling $ 5 5i57% accept %I

Task3: Listen to the email and fill in the blanks.

Script:

Dear Peter,

Yesterday we saw your advertisement in the China daily. We would like you to send us the latest
price list for the cotton shirts as soon as possible, with the lowest quotations, and an illustrated
catalogue. As we are about to expand our export operation, it is essential that our suppliers be
competitive in terms of price.

We will be interested in discussing the details with you when the final decision is made. Could you
please inform us of your best terms and conditions?

I look forward to receiving your earliest reply.

Yours sincerely

Jane

Check the answers.

Asking some students to retell what they have listened

Role-play the Sample Dialogues

Asking students to remember the useful expressions and patterns
Asking some students to translate the passage.

Task 4: Part two: Profession zoom in

Reading : How to Write External Business Emails

More and more companies are using emails now. With the touch of a few keys, the message can be
sent to the receivers’ email boxes. Emails are less formal than normal correspondence. When you are
writing an email, you should always remember the importance of “The Three Cs”: Clarity, Courtesy,
and Conciseness. In addition, you should also remember the letter is written for the receiver. You
should put yourself in his position to consider his possible reactions(D and show that his opinions
and requirements are being taken into consideration.
External business emails refer to the emails which are sent to customers or clients. They may
include letters of inquiry, reply to letters of inquiry, collection letters, complaint letters, etc.
In an inquiry letter, the company wants to obtain goods from overseas and must find out which
company can best supply what it wants, how competitive their prices are, what terms they offer, and

12 3 44 W



how soon they can deliver the order. It is always written to include: the source of information about
the company he is writing to, a short introduction of the writer’s company, reasons for inquiry,
requested prices, catalogues, and other services they can provide, and a salutation looking forward to
further business.

When you receive an inquiry email and you find you can agree to the request, you write a reply:
to acknowledge the receipt of the inquiry, negotiate the price, state other benefits able to be provided,
establish goodwill and suggest further contact.

Sending a shipment notification email is a very important step in fulfilling an order. In a letter of
shipment notification, information must be included about the forwarder, packing, labeling,
documentation, and insurance. Remember that the quality of service matters much more than the
language of the email. After all, every customer wants to be up-to-date on the process of the order
rather than reading a sweet email.

When clients do not settle their accounts in good time (D), the company has to write letters

requesting payment. Such letters are called collection letters. In such a letter, you should take a firm
stand. Moreover, you may consider offering a discount to encourage your customer to pay the money
owed, or offering other assistance if he/she is in genuine need, for example, making monthly
payments. If he/she still doesn’t respond, let him/her know exactly how he/she will be punished.
A complaint letter may be about poor product quality, poor service, or unjustified treatment. If
someone feels unsatisfied about something and wishes to let the company know about it, he/she
makes a complaint. In a complaint letter, you should first introduce the problem, and then state the
inconvenience caused and what they should do to settle the matter. When explaining the problem, it
is better to devote one paragraph to each major complaint. It is essential that no matter how angry
you are when making a complaint, the tone of your email should remain friendly and polite.
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Task 5:  [EVCIEEHH#E]

l.courtesy H conciseness #BJE 44 1A, 73 % H courteous Al concise P45 AL 1T
KT

2.in addition : 74k, AT additionally.

3.take sth into consideration: % [EF...... o

51 %]): Your teacher will take your recent illness into consideration when judging your
examination results. & V¥ 73 I 1 € 2275 B VR S A2 08 () 5 L Y

4.obtain [ob'tein]  vt. 1T, 152, LI

#f1): Where can I obtain the book? F7EMF H HE L FIX A 452

5. “a salutation looking forward to further business” means “a hope for further
business”

6.acknowledge [ok'nolidz] vt AN, fitik; FEncEu s

#14): He acknowledged having made a mistake. A& N T o

7.goodwill .['god'wil] n. KUf, 353, BE

%14): There is goodwill between the former enemies. i 2% [ E & 2 [AIBLAES T8
B2 R

8.fulfill [ful'fil] vt. /8, A 56, SZH

#14]): You must fulfill your promise. /RWAZNBITIE S o
9. Sending a shipment notification email is a very important step in fulfilling an order.

“sending”7EiX BRI AES1A], JEHIN L “a shipment notification”, — AL 1 ) ¥
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G
10. moreover [mo:'rouvo] adv. FF#, it4bh, 1 H.

#14): Moreover, riding fast is exciting. A4b, FFHRA M IE S NNETH .
11. Moreover, you may consider offering a discount,...

EIX B, “Consider” JaIHIMNZNIAE) ing B3, M T “consider doing sth”[F£5H4) .
12. owe [ou] vt. K...fit; B4 T

#14]): I owe him nothing. F&A KA 4 o

13. In a complaints letter, people may first introduce the problem, and then state the
inconvenience caused and what they should do to settle the matter.

£ iX B, “caused” J5 4 W& T “by the problem”, J& Fl7E 4 16 1 & i, 1&1fi

“inconvenience”

Task 6: Discussion:

Through article learning, let students discuss the importance of the clothing workplace
and draw conclusions.

Putting yourself in the other person’s place may be useful during relation or
communication difficulties, in situations of negotiation or conflict.

Finish the excises on page 29-31 and check the answers.

Speaking - Useful expressions :

Have you received my email about ...?

How often do you check your email?

I just wanted to make sure you are fine with ...

I’ll send you ... by email.

My email address has been changed.

Sorry, I got it wrong.

Can you forward this email to ...?

I’ll forward it to ...

What’s wrong with my e-mail?

Always cc me when you send an email to ...

You should find a way to avoid receiving spam emails.
Please make sure that you send the email to ... by tomorrow.

Check your inbox right away.

Task 7: Part three: career 7oom in
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Reading: How to Write Internal Emails

LULEICTAE RS

PN P B A2 4 53 2 e B[R] — > B PR A [T 1) 22 () A& R R o e AR AR T AE R 1], B
EHIT, HE A F A S M R H A T e RIS, AR RS
Z PRI 202 B AE N AT AAMBUE R AR R A L, R e Ay B A IR A A AR 5 A
APRIE o (HAZ, X5 N EEERYL, bR — S INZE 2 1
B, AR R R AT R S, RO AR R KR IR o 455 — iR T
H—ANER, KR, AR RS e RNE A TR 7 E AL R SR R AR R . 1 NAZTE A
AL AR B JA A%, T S i il B E A

W1 T AR RERD A%, AATHH A AL RIS BRI . ST, IR A F2 R, Al AiTmT
REANEI PN E BRI g FTeL, B ATIBAT SLZ I R R AN EE AR ANEAT AR,
HRERER EIE . RN, ST — N RERER, SUMBAIRIES fit, Biks
B AAT, FEE VR TE PR R
FEAR PSP AR B A 3L 1R, SR IR REAT 7338, B, SRLS [ RAHEIE, g 2R T
MRS5S, SXFFRAREPRIEFR B EAT 1o e WIMMBR I I BB, CRAEVR AP A AL 6 1 25 1R)
BT .
ANBELEMEAF EELS R ) ) 2 AT A B PP ORI [R5 o A SRR AR N 21 T B8, I B
VRS IR, RATRE =2 B, Xl RefEUR 4 B gl 2 23RS . F34h, AERITFE
R . N A AR S IR, 2R TAR.
MPRTR B B AR EE AR, ARROZAEER IO R R, BOSIRI RS LR B A EIR
s KA, T AZIRKIAE S SR, RA SRS IR0 15 S0 S8 5 2 AR A %
A TRE. S, AATUUG W] RERL 20 R 5K i B AR T

CRVCIEERH# ]
1. Usually, an internal email is less formal than those sent to external clients or customers.
TEIX B, “sent to external clients or customers” & it 25 73018 fE € 1, 1E1fi“those ”.
2. tothe point HH JEE
#14]): Please keep to the point. A & FF A8l
3. instant ['instont] adj.SLBPHT; BIECHI, SRR PR
instant coffee T4 5 WNME
instant noodles 7 i [
4. promptly ['prompthi] adv. SR BT H
%14]: Sunflowers grow promptly. [] H %4 KIRGH
5. a brief message telling them you’re a bit busy but will get back to them with more details
later.
EIXH, “telling " Z2ILAE 7 AAEE T, B “message”.
6. referto EF; 5%
refer to a dictionary 7 —Ax 7 Hi
7. If the person you comment on sees the mail and finds out it is you who did it, it may result
in
disciplinary action against you, which may damage both your reputation and career.
FEIX B, “it is you who did it”F&— 3R ).
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8. reputation [,repju'teifon] n.2=, ZFE, £&

attain international reputation i £ [E f5 75 25

good reputation #f 44 i

bad reputation ¥4 =

9. ignore [ig'md:] Vvt ANEL, AE, 2

%14]): Don't ignore him; help him. FANE,  Z ¥ Bhfih .

Finish the excises on page 29-31.

Task 8: Part four : Practical Writing--How to Write a Notice

Ask students to read the passage on P39 and finish the exercises
Check the answers
Explain the layout of notice.

Task9: Suppose you are Jane of Emily Clothing Co. Ltd. Write a notice according to the
following situation.
NOTICE
November 9th

It's that time of year again. As you all know, Christmas is our busiest season of the year. Every year
it is a struggle for management and supervisors to find the time and energy to organize a staff
Christmas party. This year, we have decided to postpone the Christmas party until after our busy

s€ason.

Yours sincerely,

Jane

Homework:

Ask students to recite some useful expressions and patterns of this unit.
Finish the exercises on P42
Ask students to preview Unit 4.

3
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Chapter Unit4 Reception
To enable students to know: What are the basic
procedures of receiving customers;
How to receive customers with or without an
appointment;
Teaching Objective How to deliver a well-mannered business reception;

How to organize and write an effective agenda.
Ideological and political goals:It is very important that
the secretary greets people politely and friendly, makes
them feel comfortable and deals with them
professionally.

Teaching Focus

Some useful expressions

Exercises in the book, especially the translation and
writing

Agendas

Teaching Difficulty

Some useful expressions

Exercises in the book, especially the translation and
writing

Agendas

Teaching Duration

6 periods

Teaching Method Teaching and practicing, discussion
Ask students to recite some useful expressions and
patterns of this unit.
Assignment Finish the exercises on P84-85

Ask students to preview Unit 5.

Part one: Lead-in

Task 1:Ask students to remember the following expressions about receiving foreign visitors.

a. reception area i [X

B

b. host customers KfF% A

c. avoid misunderstanding % 1% 2

d. promote mutual understanding 3433t #H 5. 1 fif

e. keep appointments %]

f. meet guests at the airport A137i0 4% =&

g. make an agenda il & HFE%R
h. arrange accommodations ZHE{F 15

3
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i. build good relations #37. B 1 ¢ &
j. be friendly and welcoming #1# & 4F

Task2: Asking students to listen to the text and fill in the blanks of task2.

When preparing for a reception, making a good impression and building strong interpersonal
relations with customers are essential for personal and corporate success. Firstly, it is a great help to
practice basic social etiquette when you first meet a guest. Secondly, it is best to dress in black or
blue on a formal occasion. Thirdly, you should show awareness of and respect for all guests and
their customs.. Finally, you should show some basic diplomacy when hosting a foreign delegation. In
short, do everything you can to show your hospitality as a host and you will find it rewarding .

Part two: Profession zoom in

Task 3: Reading : How to Receive Your Customers

To be a successful secretary, you must always bear in mind that you serve as a liaison between your
boss and other colleagues, as well as between your own company, the business community, and
society. Usually, a secretary also serves as a receptionist. As a receptionist, you can greatly influence
your customers’ first impressions of the company, which is of paramount importance in creating a
professional image. Therefore, it is necessary for every secretary to learn how to become a
successful receptionist. To ensure a successful reception and make a favorable first impression, you
should learn to break the ice and employ the following tips to help promote a successful relationship.
1. Always wear a smile.(D

A favorable first impression always burgeons with a heartfelt smile. As a secretary, you should
always wear a warm smile when talking to people. It can relax people and draw them to your
professionalism.

2. Extend your hand first (depending upon the person and the culture) and give a firm
handshake.

A good handshake is firm but not overpowering. You can use a little strength, but do not grip
too tightly. A firm handshake shows your self-confidence, but too much strength makes the other
person feel uncomfortable.

3. Greet all customers warmly and clearly.

The receptionist’s voice is particularly important; it should be pleasant and clear. Saying “Good
morning” or “Good afternoon” in a steady, audible tone imparts an air of capability, which is sure to
be appreciated by all visitors.

4. Project professionalism.

Remember that you are one of the company’s most important assets. As a receptionist, you are
charged with giving customers their first taste of the office culture. By projecting a professional
image, you imply that customers’ experience with the business as a whole will follow suit.

5. Remember to make eye contact during the conversation.

Avoiding eye contact can show your customer a lack of confidence. When standing behind the
customer, do not look over his shoulders because it may be felt as an invasion of privacy.

6. Speak in a tender and polite way.(D

Don’t be too humble or pushy, but you are required to show respect for the visitors’ culture. You
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should always use “please” and “thank you” to be appropriate in conversations. When you show the
customer the way to your boss’s office, say something like, “Mr. John is expecting you. Please come
with me.” Avoid abrupt commands such as “Follow me” or “Walk this way”.

7. Develop your conversational strategy.

You can start the conversation with some casual topics which might also interest your customer.
This requires you to have a good grasp of your customer in advance. There are certain areas of
conversation that a secretary should avoid. It is usually considered offensive to call a young lady
“Madam”, or to ask a female about her age, salary, and other private matters. Do not ask personal or
private questions such as “How old are you?” “Are you married?” or “How much do you earn every
month?” You can show your concern to the customer by asking whether he is having a nice trip or by
saying, “Welcome to our company — please make yourself at home.”

8. Pay attention to your appearance.

It is customary to dress in smart, neat, and pressed clothing, which is appropriate to the
environment. Clean shoes are a must. On a formal occasion, it is best to dress in black or blue. You
should also be lightly made-up so as to project a professional image.

All in all, a successful receptionist should be well aware of the importance of breaking the ice
through social barriers. It can not only help customers become acquainted with the company, but
also contribute more effectively towards a successful business relationship.

1 RAP R A RIS SRR o ARTERAT % I, A RARBE BRI 2 2 7 B R — A
FE L ALMEN S, A, ARLSTEAE % P R R SR ARSI R R . AR 4G,
RO T — MRIFIINL S RIESL 2 7] 2 [ I EAS S Rl R R

2 R TR TR % F A AR . MEARR, (REJeM BRI BB — R
FITAT 20 DL 22 4R, X I AR R AL W H 22 R 820 I H B — P A 858 il AR AR IR 1 I EE(E 5,
HE IRV ARELRE AR B B 7 IF 5 S T HA S LR AL SRR DL .

3R ANRYT, HAREALSM S N BRI . WA, 8 R TR
K& BRI/ A 4 5, IR — M AR, bR A A R E AW . 15 % A
P IRIE B, SRJEIE AN B )% AR I o2 HEMhAT DT

4 WARFOR 2 NBA L, V3R EALIO £y, PO/ A /RSO AR & . B
56, VA TR FE IR FR At A L A0 N B FL A T AT N o ARTT RES R B — K S A Z AN
PEAL SKRIETRNA R4 R QR NSO s 40 Fr s UREEGACHF 2 NIIIEAS < ok H ) S 1a]
BTNIRER 27 CEARD Al BN LAR Y L N 8P RIRERE TR R
NA5I B R R R SRR M. iR WEIER, RENE NGt — ik vt
AR AR BRI ANRES WA, AL R B AR BN N E 5 — D W A

5 BEAR T AR B2 PSR B 53— NI, ARIEIZ TR R D DAAE A5 A b 22 HEIZ IR
iAo i, /i S XK B A/ AT AT /i RS L S i X L i) AT B
Tt R ENIERR . A, IR DGR AR LN AR IR T R

®  EHLIEER R

o HlEAIEMER. WAL ERERT HER,

® HFIFHEERE . MR WO LA R IR R B

® IRNITUEINNE, s AT Ty A BL A At 4 5 S

6 VREARYE R P I SRR AT A IS, U AR I AT & % 7 I s R, B =
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AT SN

7R R IAR BE NS A 1 SR SR s AR AE 7R ML BB R P R AR A B
Task 4: [ERICEEHE]
1. represent [repri'zent] v. R, TI
#514]: Flowers represent love, happiness, joy and all the positive affections .
WERALE R, E, WORALA R 15 R
2. image ['imid3] n. R, EH
#14]: As a scourge of the modern world , obesity has an image problem .
PERIUAE S I — R, BERER — MER
3. notify ['noutifai] vt. EH
#514]: I shall notify you of the arrival of the goods .
TR T B HIRIA T 28 AR

4. As a secretary, you should be notified by the boss of all the appointments that have been
made each day.

BN AR, IRZe N BRI BARE — R T 24 W2 .

5. hesitancy ['hezitonsi] n. B%E, BE

#14]: He talked willingly now , with a kind of satisfaction and no trace of hesitancy or shame .
ezt HIE RIS, &6 S AS. A LZRNERZEM.

6. inefficiency [ in1'fifonsi] n. R

f14): The manager was discharged for inefficiency. 2P X TG G 1 44 fif Jie o

7~ If you have this information, you can receive and talk to customers without any hesitancy
when they arrive, and there will be no appearance of inefficiency.

TN RARERE TR EEE, MR RN, R R 2 AR R I SR AR,
HA S IR AL BRI L .

8. figureout TR, Y&

%14]: 1 didn't figure out how to do it. FAFIE Z/E A4 Tk

9. allergic [o'lod31k] adj. &K

3
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%l4]: Alice is allergic to the fur of cats. x4 1 Bz Bk # .

10 confirm [kon'fa:m] vt. FiE, il

4] : Other data , he says , confirm that linkages between Asia and the US strengthened .
R, HEEARUESS, YIS T 37 i OCHR EEAT Fir In it

11. miscellaneous [,misa'leinizos] adj. JBZH], ZHH)
#4): The report was buried under miscellaneous papers. A4 15 B 25 Fb 25 B 1 S 8 765

Task 5: Discussion:

Through article learning, let students discuss the importance of the clothing workplace
and draw conclusions.

It is very important that the secretary greets people politely and friendly, makes them
feel comfortable and deals with them professionally.

Finish the excises on page 71-73 and check the answers.

Speaking - Useful expressions :

May I help you?

May I have your name, please?

Do you have an appointment?

Can I ask what you wish to see him about?
I’ll tell ... that you’re here.

Would you give me your business card?
Let me see if he is available.

I’m sorry, but ... is occupied at the moment.
Would you please have a seat and wait for a moment?
... 1s expecting you now.

Would you come this way, please?

Would you please leave your card?

Part three: Career zoom in

Task 6: Reading: How to Become a Successful Receptionist

AR B — A R KT
BRSO RS, AR e AR AT AR A T8 2476 VR Kb A HL At ] 52 TB) B BBR 25
M HFEHERO AR B Z R AN 8, — DA S5 A A,
TR — 85 01, IR AEIR KRR L _ERE M U X AR 2 =) R 55— BN R, IR R ST le —Fh &l
RN NEE . I, 2 0] iy — A R A GO R APk UL AR AR 22 . Oy
TR BRI T B R — A RAF SR — NG, AR RO A AT 8 = ) Hadidia - LR Y
G aup Qg EN SN A
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1. ZHMTRE

— N S 2 RE R A T — AN R — B R AR, ES AR
(1 B 5 92 1% A T T AR RIS 2%, 3K BB A (5 06F 5 TR I LA AR A 1 AR SR BT 51
2. ERMBART ORI RIS » A0 — ARl iET.

BRI IREF R R EG EAS L. KT A, EAERERE. BEM
BEFREW BRI AME, (HIEFH S RIS .
3 FRR T 7 AT . 1 0% 53 57 1)K 1) 5T 25

B SR e EE . T NOZ R D) HIEMI . AR TR R e R A B A
DUET, WaPRxtJ5 Res W I 18, X RERS LA I A (Vo Sk —FhBE 1% B 15 I3 20 A AT 111
iR,
4. EROAL

WREACER R A Rl BB T 22— 1EN—hiHefe i, R LI 2 =] SCA6
T RIFME DRI THT. B E B R, 0k 2 LE B SR K A R E B R A
— RPN
5+ 5 AR CAS EAT IR A RS U0

AR BRI % A AR ) e 2 L L R AR Z B S . MRS TE VA S TR, A2
MABI B B 5 B ik 25, RO 2 b S AR 200 T A i B Rh o
6+ SRV ALIR 7 S

PSR ANBALHS B8 S, ERRUIREE R E . RIBZAE RS R 4% 1
FH i R it > 6 BB LA UR AT S R A bR 2R 51400 N 2R B (175 A S0, ) UK 4 3,
“LVR AR TE A . TE PRI X L. B o PR BR ORI <RI X AR I B SR
& .
7. R ERIAC R KN

ARAT LA — S AT B A AR P 25 N TR BRI H 3 35 AP AR A R o I i B SR AR 78 3 i 4 5
AMRIFE T AR o A5 — L85 TS A5 70 IR TR I N 1238 G 1) o AR5 10 L BRI R e N Bl i il
L AR RS B RN LA B R 1) 2 L NS5 — B A o AN ] — A N[ sl B R 1) )
FLUn“fRAHE LS T2 > AREEUS T2 P <R H IHi K& 202 o JRa] LU 2 2 75 iR
PRt R Bl am e IG FRAT AT, TE A XIS R IR K0
8 TERIRIIANE

S, B SIREIMN RN B BRI TR TR, EIE
g, BIFRT BOHEORRN. REAZEE LA N —FE TR R .

BTS2, — NI AR RNZ T8 50 B0 B 28 g bRl i 47 i (8 ) i) B M . IX Y
REMS (% P T ap b TR A ], T L REAEAR AT T A 8 o BT Th I R M oG R 77

Task 7:  [DRENCEEHE]

1. bear in mind cfE

#i%): He'll bear the beautiful girl in mind forever. 4 7Kk 1245 A7 35 WH (R Ib 4%

2. paramount ['pzera,maovnt] adj S ANEER

#14]: Loyalty is a duty paramount to all others. i EU I 1) X 45 # EE 2L,

3. As a receptionist, you can greatly influence your customers’ first impressions of the
company, which is of paramount importance in creating a professional image.

BN AP — 2405 0, ARSAEIR KRR B aE B 0 AR A F AR —EIR, XX R Sk —
TV GOy B

#
b
=
bz
S
=il



4. heartfelt ['ha:tfelt] adj.Z ORI OEERK

f54): Heartfelt smile is the powerful weapon that breaks the ice . E i I 2T R = i A 71
TR N

5. break the ice ITHED

f14]: His remark not only broke the ice, but aroused everyone's interest.
bR E AT T ¥ 3, T HL51E TR 8

6. overpowering [ ouva'pavorin] adj. IRIE KK, TR

515): Mrs Winter was large and somewhat overpowering. 45K ABLIRA, MEWRRTRE

7. Saying “Good morning” or “Good afternoon” in a steady, audible tone imparts an air of
capability sure to be appreciated by all customers.

BN ARV BI G N E R UOE R, BORX T REME I IR, X RES S A 1
KEARIE— R EE I BB BOFE BT B

8. professionalism [pro'fefona,izom] n.JRMEAY, BRMPAEX

#14): Don't allow your personal problems to interfere with your professionalism . ANELE/RFIFAN
Ira] 2 52 ) 81 BV o o

9. follow suit FFE, FREM

f5i51]:  Father bowed his head; she followed suit. 3% &3k, Mt IR ZE A3k,
10. By projecting a professional image, you imply that customers’ experience with the business

as a whole will follow suit.

PN AR E R ITE R, AR SRR 515 2 7 R RAR E i —FE 2 BT
11. look over one’s shoulders M\ 5 E

f4]: 1It's bad manners to look over one 's shoulder while listening .

N R, B A R R AL .

12. abrupt [a'brapt] adj. FRAH, BIEN
%4]: I don't know the cause of his abrupt leave. FANKNIE M FAR 2 2 1R A .
13, eye contact H tHEf; RMTL
#14): You should have eye contact with the person who you talk about.
PRI %5 BRAZ IR B NBEAT IR A A 23

14. have a good grasp of EEEY, B2 THE
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f514): He has a good grasp of these concepts, so he can use them well.
fn AR T IXLERES, I DM REAR 1 ) is FEAT

15. make up fbdx, FT#H
f51#1):  When she goes out to visit friends, she is very much made up.
i VA, SRR IAR AT 4 — %
16. It can not only get customers acquainted but also contribute more effectively towards
a successful business relationship.

XAMXBER AL S 1 RUR A =], i ELREAEAATT AT RO O SR I R SG &R T

Finish the excises on page78-81.

Task 8: Part four : Practical Writing- - Agendas

A secretary has to write agendas on certain occasions. It’s necessary for a secretary to master the
skills of writing agendas.

Having an agenda can save you time and stress. It allows you to plan the specifics of a meeting
or visit ahead of time so that everything important will be included. The agenda tells participants
what to do at what time and allows everyone to prepare beforehand. A good agenda will serve as a
guide to participants, making the meeting or visit more efficient and productive.

What is an agenda?

An agenda is a list of meeting activities in the order in which they are to be taken up, by
beginning with the call to order and ending with adjournment. It usually includes one or more
specific items of business to be discussed. It may, but is not required to, include specific times for

one or more activities.

How to write an agenda?

The following are some tips on how to write an agenda.

1. Subject: Head your agenda with the date, time, title and purpose of the meeting or visit;

2. Sub-points: Sub-points are anything that would go along with a main category, but needs to
stand alone, such as activities, attendance (& A%%), location, communication and so on.

3. Time Management: Be aware of how long each item will take and allocate (73 IiC) the time

properly.
4. Location: State clearly the place and/or contact the departments to be visited.
How to write a meeting agenda?
A meeting agenda is usually headed with the date, time and location of the meeting, followed by a
series of points outlining the order of the meeting.
Points on a typical agenda may include:
¢ Welcome/open meeting
¢ Apologies for absence
¢ Approve minutes of the previous meeting
¢ Matters arising from the previous meeting
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¢ A list of specific points to be discussed — this section is where the bulk of the discussion as
well as decisions in the meeting usually takes place

¢ Any other business (AOB) — allowing a participant to raise another point for discussion

¢ Arrange/announce details of next meeting

¢ Close meeting

Ask students to read the passage on P83 and finish the exercises and check the
answers.

Task2: Suppose you are Jane of Emily Clothing Limited Company. Write a business agenda
according to the following situation.

A Business Agenda
July26, 2018 Guangzhou, China
TIME ACTIVITY LOCATION| ATTENDEES PURPOSE
.. i Giving Jac
Receiving Jack| . executive of the
7:00-7:30a.m Airport ) . Thomson a wa
Thomson foreign corporation
welcome

Dining Hall in PJack Thomson &|Getting acquainteq

8: 00 — 8: 30 a.n|Breakfast Emily leaders of Emilyjwith each other
Company Company
Jack Thomson &|Giving Jac
8:30- 9:30 a.m |Welcome ceremony Garden Hotel |leaders of Emily[Thomson a wa
Company welcome
Jack Thomson & the|Getting Jac
. Show Hall 3 |boss of  Emily|]Thomson to kno
9:30-11:30 a.m [Visiting the show hall .
Company about the history o
Emily
Garden Hotel [Jack Thomson & the|Getting Jac

12:00-2:00 p.m |Lunch and rest )
boss of  Emily]Thomson to kno

Company about the contract

Jack Thomson &|[Make  necessa
Discussing details of the]Meeting Room |leaders of Emilyjchanges to  thg
contract Company details  of  th{

contract

Jack Thomson &l|Introducing thg

Visiting the work line offManufacturer |managers of Emilyjadvanced

Emily Company technology

Emily




Jack Thomson &|Building
Signing a contract Meeting Room [the boss of Emily[business

Company relationship

White  SwanlJack Thomson &|Celebrating
Dinner Party Hotel leaders of  EmilyJpartnership
Company

Homework:

Ask students to recite some useful expressions and patterns of this unit.
Finish the exercises on P84-85
Ask students to preview Unit 5.
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Chapter

Unit5 Telephone Communication

Teaching Objective

To enable students to know: how to answer a telephone
call politely;

how to make an effective telephone call;

what is the telephone etiquette;

how to handle unpleasant or unexpected telephone
calls;

how to take a telephone memo.

Ideological and political goals: A friendly and helpful
tone enhances your personal relationship with other
people, which contributes to a harmony society.

Teaching Focus

Some useful expressions

Exercises in the book, especially the translation and
writing.

Memos.

Teaching Difficulty

Some useful expressions

Exercises in the book, especially the translation and
writing

Memos.

Teaching Duration

6 periods

Teaching Method Teaching and practicing, discussion
Ask students to recite some useful expressions and
. patterns of this unit.
Assignment

Finish the exercises on P104-105
Ask students to preview Unit 7.

Teaching Procedures:

Part one: Lead-in

Task1l: new words

touch-tone pads #%%#  cordless telephone JC4H L 1% earphone M7 f& mobile phone
telephone cord FLIfiZk  foot stand JEHL handset H 1T & LED screen

Task 2  Listen to the passage and fill in the blanks.

Script:

All telephones have a microphone to speak into, an earphone which reproduces the voice of the other

person, a ringer which makes a sound to alert the owner when a call is coming in, and a keypad (or

in older phones a telephone dial) to enter the telephone number of the telephone being called. The

microphone and earphone are usually built into a handset which is held up to the face to talk. The

28 T3 44 W



http://en.wikipedia.org/wiki/Microphone
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keypad may be in the handset or in a separate part. A landline telephone is connected by a wire to the
telephone network, while a mobile phone or cell phone is portable and communicates with the
telephone network by radio. A cordless telephone has a portable handset which communicates by
radio with a base station connected by wire to the telephone network, and can only be used within a
limited range of the base station.

Check the answers.

Asking some students to retell what they have listened

Role-play the Sample Dialogues

Asking students to remember the useful expressions and patterns
Asking some students to translate the passage.

Part two: Profession zoom in

Task 3: Reading : Telephone Communication

A R LT VA T R R S BB B AR ) — TR o A R S AR — 221 B R TR A5 R, X T R
XHURMR 0 2 TR VAR o A — LRI [] 25 5 53 (EREEEAT R (10 P U A0 30 2 Lh g — UK 10 30 9 41 ol
MR 758 AT JIR A RiE B . DL 2 B VR s EhVA I8 IR 55 «

THRIE 1

FERIT AR FT PR U A1 B AW PR Tl 0 o i 0 PR o s e R R IO 8 B e 2 1 o AE A T
R, R IURI B 4 A0 2 7] A8 BRI 5 VR T X GG R o an SRR sl 3 e X 7 T DA
Dt et i A A 35 Bl o o VR X 5 S AT [l 2 1 , 375 B 2 DR VR P 5 A AR T SR (I3 B i

AERVYicly

B JE G PR S DA o P VAT IEE T S S B 1 TR 55 R AR AR B B B, e LR R N B3 XU A
REIRVHSRAGE B A R . DL, R SR H ORI O ANER 2 0 5 B B e, i AT H
TERYH . IO hF EEE BIF IR — 3k DUE LR TR A

e R7INE

FEAE W HLTE AT, BN JGETE 1 H K 22 s IhiE 2 o il e 7 4T B2 A R
R N TICERAE R, i s SRS R . WEORIRIT G208 13RS 2, HI R
AT A5 2 A DR L w5 B o WSRO 5 3T FAE A2 O 1 A R I, [ 50F 7 B e R S 44 1
it T3 & LA A AR B R B R .

ZRIETE

U T BT AR HAE . X AT RES BAS TIRIEAT, HAAX T — R S5 AR UL, 4 A0E
TR FEL T 00 1 T o — o B A SRR AR AT Y (0 A, PR A A TR Z R AT A OR LB B H
AR SRR X 5 R R PR A U , A R T FEL T 2 BB AN J5 7 7555 A e DRI B B PR ) A
SEAREZL ) o ) )X 7 e AT HoAh 7R AR B Ty, B R A #A S B AR AL IR
U SRR TAR A 2T, 642 i P O T L B 00T (R AR 5 2 A D s B PR R U AR R
I,

LA AT A 20 T VA3 Y SR

SIS [B] 52 FL U 5 A R ] A2 P T O e R 9 5 £ O 2 i 55 R R B R A R — IR T8
ITHAERT, BREIRE T RIEE(E BT TR B N RIEES kS5 Tl BUR R R &
Ji .
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B, AT AN (] R AR AR IRARLER S, IRFFRERS 45 2 60 A
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Task 4 : [EVCESEVHE]

1.requirement [ri'kwaiomont] n. Z3K, W EEPE[Z51F]
%4]: Your requirement that she wait till next week is reasonable.

PRESR A5 21 T A TE LA

2.initiate [i'nifieit] vt. 75, €J4h; K3
fl#1): We are going to initiate a new course of studies

FAPR I — 1 FrRAE

3.terminate [ 'to:mineit] vt. {45 5, fd 57 1k f 26 b
#%]: The conference terminated yesterday.
SUWIERAER T

4.evaluate D.J.[i'veljueit] K.K.[1'vaelju et] vt ¥EAT, flitt, 54
4] : The school has only been open for six months, so it's hard to evaluate its success. 1Z=FRANFF

IFTNA A, BUHERARMERS THE R SOt «

5.establish [is tablif] vt.

BT ST, W RIS, Tk

f#514): We have established diplomatic relations with many countries. 3411 L2 [ K & 57 1 4b
LR R

6.identify [ai'dentifai] vt. IAH; Al %500 3808
%1%]: Would you be able to identify the man who robbed you?
PREENE N AR AR P A 152

7.clarity ['kleriti] n. J&¥#0 &) 5 & (B 5 BT (D
4] : His writing has great clarity of style.
il R S A XRS5 AT 5 1

8.resolution [ rezo lju:fon] n. HE, HRIL(E)

f14): The committee have passed a resolution that conditions (should) be improved.
Rl 1 e R AR

9.hang up JHuEENT, ik (5FEARD HBIEZR

f14): While I was talking with a friend on the phone, he suddenly hung it up.

FAE A — L ACE FEAR IS, )7 RARSE R4 T .

10.recap [ri: keep] vt. & vi. PEE HIRMEHE
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f5l#): Recapped the headlines at the end of the news broadcast.
TEF I et EEABMR— .

11.restate [ 'ri:'steit] vt. B H; B, FHHRE, #— N7 a0k
fl#1): The government took the opportunity to restate its basic policies.

WU H AR

12.ascertain [ @so'tein] vt A, A, Wig
f5i5]: 1 ascertained that she was dead.
KW EMEZIE T .

13.climactic [klai maectik] adj. FHEBIENZ, JEFENNOR; ST
#5%]: We whomped our arch rival in the season’s climactic football game.

PAVE LT IRAG R L BRFE P FTIR T AT X T

14.satisfactory [ satis faktori] adj. 2 NI F(to), R, REFM; fFE&ERM
#4]: 1hope this arrangement will be satisfactory to you.
WAy BIX 2 HE AR

15.reflect [ri'flekt] vi. SR, S&F, WLH
#4]: Does this letter reflect how you really think?
X AEHE SR 0 5 SE AR 2

16.voicemail & R%t; WHEEH
f14]): Do you know how to use voicemail?
PRETE B IE A2

17.foe [fau] n. TN, T
fl#): They steadily pushed their foes before them.
FEATTAM S HIE T EON

18.succinct [sok 'sinkt] adj. fajy&[FH]H
%14]: I need your succinct reply. 375 Z AR ] BA YL ZL 1Y [ 25 .

19.estimate [ 'estimeit] vt. f&il, W&, G, PP, Flbr
#%]: We estimated his character highly.
AT AN AP e

Finish the excises on page 93-95.

Part three: Career zoom in

Task 5: Reading: Tips for Becoming a Proficient Secretary
For a secretary, strong, harmonious relationships are essential for success. Phone communication
plays a vital role in building effective relationships. Most people create a mental picture of the
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person with whom they are talking over the phone. Usually, people judge a person by the mental
picture they have created. To enhance your effectiveness and communication as a secretary, it is
necessary for you to create a professional impression(D) over the phone. The following are some tips
to improve communication skills and relationship building.

Answering Calls

1. Speak clearly. The caller on the other end of the phone can only hear you; they cannot see
your face or body language. Your words and tone of voice are the most important factors in
telephone communication.

2. Speak in a normal voice when answering a call. If you have a tendency to speak loudly or
shout, avoid doing so on the telephone.

3. Do not eat or drink while you are on telephone duty. Only eat or drink during your coffee or lunch
break. Eating and drinking during phone conversations is very impolite (of course you can drink if
necessary to clear your throat).

4. Speak formally, and do not use slang or sloppy language. Pay close attention to the speaker,
and respond clearly to questions or remarks. Never use rude or swear words.

5. Listen carefully with close attention to detail. The ability to listen attentively enhances
communication because it shows respect and diligence. It is a good habit for you to repeat the
information back to the caller when you are taking a message. Verify that you have heard and
transcribed the message accurately.

6. Address the caller by his or her title (i.e., “Good morning, Mr. Green”, or “Good afternoon,
Ms. Huang”). Never address an unfamiliar caller by his or her first name.

7. Be patient and helpful. If a caller is irate or upset, listen to what he/she has to say, try to calm
him/her down and then refer him/her to the appropriate resource. Never act rudely to the caller.

8. Always ask politely if you can put the caller on hold if you have to answer multiple calls at
the same time. The caller may have already waited several minutes before getting connected to you
and putting him/her back on hold could make him/her feel neglected and upset. Never leave the
person on hold for more than a few seconds. If callers have to wait on hold too long, they may
become angry and hang up.

9. Always focus on each phone call and give the caller the utmost respect. Don’t get distracted by
people around you. If someone tries to interrupt you, politely remind them you are on an important
call and will speak to them as soon as possible.

Making Calls

1. When you make calls to clients, whether in person or when leaving a message, always
identify yourself properly, stating clearly your name, company name and contact telephone number.
For example, “Good afternoon, Mr. Huang. This is Ms. Li from Emily Clothing Company. My
telephone number is 020- 8779- 1212.” Always be aware of confidential information() when leaving
messages, and the people around you while talking on the phone. Be discreet! Someone next to you
might overhear confidential information that could negatively affect your business.

2. Avoid leaving long-winded messages. Remember that someone has to listen to it, write it
down and act upon it, and your message is likely just one of many he or she receives. It may help to
write down and prepare your message in advance to keep it brief and to the point.

ARG SRR TS
XTI, 42 A PR O S0 I IARA . RS RAE R LSRR R RIEE R
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AULE) . DU 2 — SR i d S A S S VR R R BT

Ee AR
1. RIETER. RAEFHAE BTN T — i R AT DT BRI &5 A 1B A BUR AR AN B 1438 5
R FR 5 T AT A PR U 74 3 P i
2. EWTEARES, AR o AR R U TR R DY ) ST, ML R g i
FERIEE -
3. RIELERATRE . RAFERE B EI TA AT P . §7 sl fe rp ok siis pophE A
ALBIIAT Y CAIRIIR T ZHR 7R T DB YR .
4. EHPGEES, MEAEESREFERRES . FUV0ENIES, SRR ENFE. V)
A PR 1 S 1
5. AFAEC T, VEEYNNT. WA DUREEAE, BT ILFER AR EANE . 2
WHEHEH, SdEEEX TN E — MR 5.
6~ 3 At/ A ) S AT BRIy (Bl B R4 RS, BCECNREE, SNET) o D12
A BGER B E EIPEA . Bl BDHCR I S 5 B2 HE
7+ AT OMIRTBIN . dnRK &b b el O UEEL, BT A IS, Zikikil
et TR, JFESHIIRAE &R BIEE R . VIZIR &R R
8 WIRVRTG BREAT 2 50, AL R 7 15 T BLAE R . ZEC X 7 ) A e AR EE R (1
R AT 50T 1 4F LBl AT AT REARAS SR AR B IS TF 3545 o T 0 AN EALSE Rl T 1 NS5 AF
AR, AR A A A M 1 .

9. WRAFESANHEIE, HFA TR EEMEE, BEH BN WEA R HK,
AL BERABA TR — A 5 B AL 38 1 B B R 0
RAT HIE

1. ARG RS HAGR, ANERBIEARNZHIEE A TR, KEEEREE S0,
VLB RIRII S . AR BRFBCRELE. B0, “FFe, #id, ReREZRWREA A
MIZE/NH, FRIFHIE S S 2 020-8779-12127. R & M R P EEIRBINLEE BEAREMER . KR
BAE, REBERAT RS BIX LG R, X 2R B 55 7= A A TH RS

2. MEUIBKB R G E. BRER S SEZAHIAIT, 51K, 43I—T, iHRH
B & AU B WP U B R — R . SRR I B S TRE B TR S RS e,

Task 6: [HENCEEHE]

1.vital ['vaitl] adj A3 F )
4] Tt is vital that we should be kept informed of all developments.
HE AR AT AP 1R SR L

2.tendency [ 'tendonsi] n. fin], ¥
#1%]: Prices continue to show an upward tendency.

Yt B aks: BT .

3.avoid [o'void] vt. 4
#14]: He avoided answering my questions.

At 38E 1T AN R ] R

3
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3.break [breik] n [HJ&R, AL
f551]: Let's have a break for lunch.
WA TR AR B — 2 ) L2 A ARE

4 slang [slen] n. i
#i%1): We settled down to a quiet discussion of English slang.

A2 T ORI IR FETE AR 1 1) FH
5 HA
fl#]): Say that again, but this time leave out the swear-words.

PR, (HIXRAE LA .

5.swear [swea] n.

6.address [o'dres] vt. FRIF
%14]): How shall we address a prince?

BATATFRIF— A T 72

7.verify ['verifai] vt. UESE
4] :  All those facts verified his innocence.
X — ) S SEHSUE B At T .

8.transcribe [trens kraib] vt. 5, i3k

il E]

we are having a conference and would like to transcribe the proceedings.
AT — AU 1 BB FRE SR TR,

9. irate [ai'reit] adj. KK

f5l#1): We have received some irate phone calls from customers.

FATHE BT R AR — BEARS A FL 1

10.multiple ['maltipl] adj. &A1
BilA]:
The driver of the crashed car received multiple injuries.

HFIRG B AL A2 4 o

11.distract.[dis traekt] vt. fHE(N)70, 2EGER )
f5i51]: Noise outside distracted her mind from her studies.

I TAM PR 2 s b o AN T2, TEVESEHE R 1222
12.confidential [konfi'denfal] adj. F [HL] %H)
f5i51]:  The results of conference are still confidential.
VARV R

13.discreet [dis 'kri:t] adj. F4TMHEK

%4]: He is very discreet in giving his opinions.
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RE WA SHE.

14.to the point #HIC KT, WY
#%]: The article comes straight to the point.
R SCEIFZ ] X

Task 7: Discussion:

Through article learning, let students discuss the importance of the clothing workplace
and draw conclusions.

A friendly and helpful tone enhances your personal relationship with other people,
which contributes to a harmony society.

Finish the excises on page 98-101.

Part four : Practical Writing--How to Write Memos

A memo is the most common form of writing that a secretary uses in daily office work. It is a
short, to the point, often informal communication conveying important thoughts, reactions or
opinions—perhaps calling people to action or broadcasting a bit of timely news. It’s necessary for a
secretary to learn and master the skills of memo writing.

There are three types of memos: a directive memo, responsive memo and reporting memo.

A memo normally consists of two main parts: heading and body.

How to Write Memos

An essential skill that a secretary must develop is the ability to write effective memos. A well-drafted
memo can help you a lot in work.

What are the features that a well-crafted memo must have?

Plan your memo before actually writing it.

Think about what you want to say.

Figure out the purpose of your memo.

Are you conveying some information, asking for a decision or putting up a proposal?

Make a note of the points that you want to cover before you begin writing.

Stick to a framework when you write.

The memo should conclude an introduction, a main body, and a conclusion.
The first part of your memo should clearly state what it is about and why it is important. Be careful
not to ramble or you will lose the reader’s interest at this stage itself.

Now write down the information you want to convey. Try to use bullet points and format
carefully the contents in a consistent manner. If you are presenting any information, clarify where
you have got it from. Provide a link if it is appropriate.

Each point that you write should be complete in itself and lead on to the next in a logical
manner.

In memos in which you are asking for an approval, the conclusion is probably the most
important part. Clearly state what you want. Make your conclusion as unambiguous as possible.

Importance of Editing and Formatting

Don’t underestimate the importance of giving your memo an orderly and business-like look.

The paragraphs should be evenly spaced and aligned.
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Poor formatting or an error in using the correct font size could make the reader doubt the
accuracy of your data or the diligence with which you have done your work. A little time spent in
looking over what you have written and making corrections makes you avoid making an
embarrassing mistake.

Addressing the Memo

Select your audience carefully. Forward the memo only to the people who are concerned with
the issue that you are writing about. Sending copies to all and sundry is not a good idea. Re-check
the final list to ascertain that all the intended recipients are included.

Confidential Information

Does your memo contain any details that should not be disseminated widely? If it does,
mention that to the persons to whom you are sending the communication. But remember that a
written document creates a permanent record and it could be copied or forwarded to others.

Make Time for a Final Review

When you are writing a memo, a good principle to follow is to put yourself in the shoes of the
reader. Try and anticipate the questions that may arise and incorporate the answers in your memo.
Once you finish, read it to see if it comprehensively delivers the message that you are seeking to
convey.

Homework:

Ask students to recite some useful expressions and patterns of this unit.
Finish the exercises on P104-105
Ask students to preview Unit 7.
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Chapter Unit 7 Meeting Organization
To enable students to know: what the meeting etiquette
1s;
what the basic aspects of meeting organization are;
how to plan an effective meeting using action-oriented
. . L. agendas;
Teaching Objective &

how to chair a business meeting;

how to write meeting minutes.

Ideological and political goals:Time is something that
people must cherish. Reasonable arrangement of time is
to save time.

Teaching Focus

Some useful expressions

Exercises in the book, especially the translation and
writing

Write meeting minutes.

Teaching Difficulty

Some useful expressions

Exercises in the book, especially the translation and
writing

Write meeting minutes.

Teaching Duration

6 periods

Teaching Method Teaching and practicing, discussion
Ask students to recite some useful expressions and
. patterns of this unit.
Assignment

Finish the exercises on P140-142

Teaching Procedures:

Part one:Lead-in

Task1:learn the following meanings of the symbols.

l N = # N
Symbol © ~ &
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Equal/is
Is not/ does not equal

About

The result of/due to

1.
2.
3.
4,
5. Leads to/ results in
6.
7.
8.
9.

Therefore
Because of
Drops/falls

Increases/ rises

10. Appears/ sounds good
11. Important

12. And/together with

13. End/stop
14. Meeting
15. But
Task 2: Asking students to listen to the text and fill in the blanks of task2.
Script:

Good morning, ladies and gentlemen. I’'m Jack, the chairperson. I appreciate all of you coming here
for this sales conference. I'm so glad to see all of you here today. Our conference will last for two
days. You might be a little busy, but I think you'll enjoy it. When I finish, we’ll begin with our first
session, which is our Sales Managers giving National Sales Reports for their respective countries.
After you have lunch at noon, you may have a small nap till 2 o’clock. Then we will come back and
discuss in groups about our targets for next year and how to reach them. From 4 o’clock to 5: 30
p.m., we will welcome our guest speaker Eric Zhang to give his wonderful presentation. Dinner is at
seven o'clock. We’re going to discuss ways to market the new product at 9 o'clock tomorrow
morning. A tea break will be prepared before a feedback session in which we will share our ideas.
After that, we will go to friendship hall for a farewell lunch. Ok, that is all for me. Now, let’s
welcome Anne Liu to give her sales report!

Check the answers.

Asking some students to retell what they have listened.

Asking students to remember the useful expressions and patterns.

Asking some students to translate the passage.

Part two: Profession zoom in

Task 3 : Reading : How to Hold a Successful Meeting

A T 2R TR i
7 95 N AL 9 K& A TR AE 2 b, e AR W A 2 33 X RN IR U AR S AN AE I 2
W EZAT AR IE RS U RIS WA 3 RIS B0 R EE, RRIh2E 72
VOB — 1 TER AN 2B A B ? 1X BA — LSR5 T A AN R F IURE W 1 5 /R 34T
WAL TAE,

3
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e SUCBAHBEE, AR VIFamIT 4. SWHE IR N VAR S EER(E B
LR RIELEREE I P FE2 WP, SRR MG R s 7T BAHE R F ik i — B
JLs AT CASR W AMCRER R A . DRIE, S UCRENE ™ A B R AR B T RS AT B R €« AT
HARH 2 W R IR R ST ).

B, SWAHLEA - BEE N TR EHEAEMASIES WL LRI B REE .t
ENE: S P WEs priii Paa MU R TR IR LY i 301 -3 GRIAR: JIDE R SR I

B=, ERARNIMERE, it G R 2yUsbrest. R ARIRINGERmEE A4
By, RO A i BRSO o WA B R ARG AU RG22 1k R R,
XA RELL WA A, SR AR AL T AR R B b i, R iead T8, B fi i 32
T A ) A ZRETWAT R $8 S AT RIBG8 A 28 E IR b AR . AR, S2EE
WAE I 75 ZAHLUATIEAT IS, R A CAEEAS 5HEER.

SV, ERFRE AT TAER ? fl () JEH UL — D FANGRITIE W, 5
[ 5 2FE ISR R Z LW H . )5, il k) 25135 2F BB EXSBHE 55
I B o

BN ARG 2 BBCRE 5 — DU BSOS R AR B2, BN E &% iy

R ok RIS . BoJm, R ANDI VAT B85 Ml (i) RAZMARZ A R A P AT
g5, JFRHAATIN %
S0, R R = UCRR AR H B E 1) — A3, 2 — A mEWE S 5 2 AT IHE G 5.
XFF IR S BOR U, SRR WHT D K4 5 =& . WRER H FEUEN 7RI 1R i 2t
R, WA RCR AHAGEEAT . BORZ — PP A A BRI TR, e R R IXRES AT H .
A BRI AT M0 WO R BCE N D FEMT . 2 A . BURAMUBGR BUE K 2 HE, 1 H 25
BN UOE )R 5 B AN A 70T A 20 2 BOIR T B 43 2 i 1R

B, WHEILR, FrolaUGeR 2R mE N, HEHEIdx 72y H . wE .
W, g, B SRR A . 2BO0FRE M, SUGER L JUE
T2 VALK VEN S Tk . VUL MAZAAZWN, 1 H 2R M AT st 1T S 30e % .

FERSUVCGEERRNE? DR IE S WV R A E R L, WIHERL5S 8l 2 L
T LR AR, B SO TP A2 . @, JFIES b B R, (HA SRR
-SRI L.

TR AT ARSI U BRATHS 5 B e & AR RE PP 3E 4T IXRE, BATA REIL S VUEA fir
fE SEANE. BN, AT IR 2R A

Task 4:  [iAiCiEEHE]

1. productive [pro daktiv] adj. & =[], EH BEH; B

#5%]: 1spent a very productive hour in the library. FRAE B 578 B X —/NWRIR K.
1. available adj.n] F HIERRT 2 2

f5F]: Is there water available around here? Fffifr 7715 217K 19

The principal is available now. ILER AT LLEE WLAK.

3.on track P ABLIE, REE

#1%]): keeping the meeting on track. fR 72 A B @l

4.digress from 7 FFi5 &

%4]): His essay digresses from the main subject. ] 3¢ & 3 /8,

I'll tell you a funny story, if I may digress from my subject for a moment.

IR AVFRE R — 2 )L, B RA TV A R At
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s

VE: digress [dai'gres] v. &, 1
5. take a vote 3

f5l#): Shall we take a vote on this? K&K & SE K LT,
6.allotment [2'lotmont] n.ZAC

#14]):  The allotment was made on Sunday. £ HEZE0H T .
7.minutes n./v.2PEEREHFER)

fl#]): 1 want my disagreement to be minuted.

HESRILF A F AT R T K,

Finish the excises on page 71-73 and check the answers.

Part three: Career zoom in

Task 5: Reading: The Role of Secretary in a Meeting

The secretary is crucial to a successful meeting. After the chairperson, the secretary is the most
important person at a meeting. An effective secretary can assist the chair in planning, conducting,
and concluding a meeting.(D So, there are a lot of requirements for a secretary, although they will
inevitably vary between companies.

As an effective secretary, he or she should carry out the following activities:
Before the Meeting
Consult with the chairperson on the business of the meeting and create an agenda with a clear
purpose.
Help the chair to make a list of members to be invited and send invitations. Make sure there will be
adequate attendance to conduct a productive meeting.
There must be suitable prior notice before the meeting. For guests coming from other places, make
room reservations and confirm with them.
Prepare any materials and information needed from the previous meeting and explain why you
cannot get them ready.
Prepare all meeting handouts, copies of agendas, copies of the minutes of previous meetings, etc. for
circulation to all attendees before a meeting.
Get stationery such as paper and pencils ready and put them on the table in front of each attendee’s
seat.
Keep the attendance register, minutes book, etc. available for the meeting.
At the Meeting
Secretaries should arrive before the meeting starts and prepare everything, including the
minutes, all relevant correspondence, handouts, equipment, etc.
Record the names of all participants and ask them to register. Note any apology for the absence.
Read the minutes of the last meeting and present the actions taken on each item. Everyone present
should agree on the previous meeting’s minutes before moving on to newer items. Approving the
minutes needs the signature of the chairperson.
If the meeting does not have a minutes-taker, recording the minutes is the most important
responsibility of the secretary during the meeting. When taking minutes, it is important to identify
and record details of the main points. Of course, not every word can be recorded, and that is not
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necessary. So the secretary should listen carefully and actively, making sure that all important
decisions and proposals are registered, as well as the name of the person or group which is
responsible for implementing them. Make sure that the actions needed to be taken are clear. In
addition, recording the proceedings with a voice recorder can be immensely helpful for long,
detailed, important meetings.

Ensure the provision of refreshments and stationery during the meeting.

Make sure that all items on the agenda are dealt with by the chairperson. If the chairperson overlooks
any item, remind him or her immediately.

After the Meeting

Write a draft of the minutes immediately after the meeting since the information is still fresh in your
mind. Consult the chairperson and the chief officer for approval.

Promptly send all necessary correspondence to persons who’re responsible for carrying out plans
and actions discussed in the meeting. Send them notice as a reminder if necessary.

Collect all stationery and other materials from the conference room, keeping everything clean and
organized.

Help the chair send required thank-you notes to important participants and pay for their expenses
when appropriate.

Thus, the preparatory, administrative, clerical, and follow-up work falls under the jurisdiction of the
secretary. He or she is the facilitator of a successful meeting with a large number of vitally important
responsibilities.
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Task 6: [ERVCEEDE]

1. Carry out 3E£4T

%14]: She had finally carried out her promise to quit smoking. 5z 2 SEHL T U I 5 o
2. consult [kon'salt] v.iEF I, &

f51#]): 1have to consult the manager about the matter.

KT RXAFFRG M EBER— T

3. conduct [kon'dakt] v.5| 5, ¥, BE

He should learn how to conduct a meeting.

filf): AR 28 S]] R

4. Make certain there will be adequate attendance to conduct a productive meeting.
B AR RN 1) S NBOREEAT — & A B 2=

5. circulation [ sa:kju'leifon] nfE3%, 47

f55): The ideas have been in circulation for some time.iX L8487 L& AT T — BRI [A] o
This magazine has a large circulation. ;X A& 4 E K AT IR K.

6. correspondence | koris pandans] n.f5/, R4

letter, note, correspondence, message XYL R HE" 2 H.

letter i & 1A, Z48—VIEARBE, JCRlEE rME.

note 8 WA B 1 IR e %%, ENEEE IR,

correspondence HH 4417, FRATREGE M-

message fE 115 5. HIREE.

7. approve #hk

#14]: Father approved our plan to visit New York.

AR A R T BATTVT M AL TR

8. inaddition 4t

f1#]): In addition, fund managers can lack bargaining power.

il
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A, 4 P = WA B

9. provision [pra'vizon] n./t RN, HE

%14]): He made no provision against the unforeseen expenses. 7% A 1 2 = /M H -

10. refreshment n.2% 55; 0

#14]): The spectators dropped off to get refreshment. 55 M3 4y 4 2 & 17 20 o

11 draft [dra:ft] n. EfR, FEE, EE; vt.

%14]): He drafted his plans for the park.fih 45 2> [l 22 1 ~F [ K

He drafted his speech.fili i & [ i -

12 promptly #HE, it

5141): He promptly forgot all about it. i1y X FHEA—T =15 1,

She promptly seized the opportunity his absence gave her.

1t S7RIATE: 1 A ANE ) 45 th B3 L2

13 Thus, the preparatory, administrative, clerical and follow up work falls under the
jurisdiction of the secretary.

BN I, SUES . ATEES . CER TAEEH 25 MR ER S 5542 A 15 1 BR 51 Ya
14 facilitator n. &%, BE

facilitate [fo'siliteit] vt.

4] Modern inventions facilitate housework AR K22 K IR K 5 R 1,

Task 7: Discussion:

Through article learning, let students discuss the importance of the clothing workplace
and draw conclusions.

Time is something that people must cherish. Reasonable arrangement of time is to save
time.

Finish the excises on pagel35-137.

Part four: Practical Writing--How to Write Meeting Minutes

Task 8: Here are the minutes of the annual meeting of Emily Clothing Limited Company.
Translate the Chinese information into English.

Answer Key:

Present (Attendees)

Discuss the arrangement of the New Year Party on November 30, at the Swan Hotel.

Election of Board Committee and the Consultants of the Board.

Plan for the sales project in new markets.

Design smart styles to meet the needs of customers.

Discussion of a new employee training program, which will be presided over by personnel manager
John.

Next meeting will be on Friday, January 28.

Task3: Suppose you are Jane of Emily Clothing Co. Ltd. Take minutes of a business meeting

according to the following situation.
Meeting Minutes: “Developing the Southwest Market”
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Venue: Room 201
Date: October 20, 2010
Present : Sam Thompson, Jane Lin, Department Managers

Meeting called to order at 9:00 a.m. by Chair, Sam Thompson

Discussion concerns how to develop the southwest market.

Leon said there is a rising demand for products in the southwest market. So we should start by
finding a distributor. Perhaps we should visit cities in the southwest and meet some distributors
first. Get a feel of the place. Leon is willing and happy to go there.

Steven agreed with Leon and his market research.

Andy felt that market research is something best left to market researchers.

David suggested that we need an independent market-research firm to tell us what we can sell
and how to sell it.

Eric thought the idea of visiting the cities to get a feel for them was a good one. He is glad to go

with Leon and gain some design ideas.

Sam Thompson concluded the meeting with a summary of the decisions reached at 4:00 p.m.

Homework:

Ask students to recite some useful expressions and patterns of this unit.
Finish the exercises on P140-142
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