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Compilation Instructions

The New Silk Road “Chinese + Vocational Skills™ is a series of Chinese textbooks for
specialized and vocational purposes that combine professional and vocational technologies
with Chinese as a second language. Instead of being specialized theoretical textbooks, or
comprehensive or universal Chinese textbooks in a general sense, this series is intended to be
Chinese textbooks for career survival, and three-dimensional skills-based language textbooks. The
textbooks are developed with a view to meeting students’ basic communication needs in general
Chinese environment, and their professional learning needs and workplace demands as well.
They are different from ordinary Chinese textbooks for foreigners in the degree of specialization
of vocabulary, in the purpose, usage occasion, and application scope of Chinese (not in grammar).
At present, Chinese textbooks for specialized and vocational purposes are virtually non-existent
in terms of language classification and research results, so the successful development of this
series has opened up new horizons, new fields and new directions for Chinese learning, and
virtually integrated “Chinese + Vocational Skills + X-Level Certificates”, which enables students

to practically master vocational skills and obtain X-level certificates while learning Chinese.

Applicable Targets

This series 1s targeted at long-term or short-term students who come to China to learn
Chinese and advanced skills with zero language basis and zero skill basis, which can meet the
teaching needs of the elementary, intermediate and advanced specialized courses. This series can
also be used for relevant training courses at home and abroad and for Chinese-funded enterprises

that “go global™ to train local employees.

Structure and Scale

This series adopts a Chinese teaching and textbook compilation model combining special
language skills and vocational skills training. The series includes the textbooks for six popular
majors such as logistics management, automotive service engineering technology, e-commerce,
mechatronics, computer networking technology, and hotel management to cultivate technical
talents in urgent need. The textbooks for each major consist of the textbooks at the elementary,
intermediate and advanced levels. Each textbook is equipped with professional video teaching

resources, and “video scripts”, “reference answers” and other supporting resources as well.
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Compilation Concept
This series classifies the vocabulary into general vocabulary and specialized vocabulary.
Based on the general vocabulary, it focuses on conceptual and behavioral words, not deviating
from workplace situations, so as to control the vocabulary, work scenarios and content and means
of communication, and build the semantic framework. The scientific integration of language

classification and specialty classification 1s the Key to the successful compilation of textbooks.

Textbook Objectives

Language Skill Objectives

For students at the elementary level, they are trained to be familiar with basic general
vocabulary and common specialized vocabulary in the workplace, and be able to use short
sentences for simple communication in life and at work. For those at the intermediate level, they
are trained to understand simple conversations and speeches in the workplace, comprehend the
main ideas, grasp the basic situations, and communicate with others in simple words on important
topics at work. For those at the advanced level, they are trained to be able to understand general
conversations and speeches in the workplace, grasp the main content and key information, use
basic communication strategies to communicate with others and carry out the work, have a
preliminary understanding of cultural factors related to communication activities, master the general
communication-related cultural background knowledge, and overcome cultural barriers encountered
during communication. The progression in level of communicative competence helps them to leap
forward from routine etiquette, basic communication in life and at work at the elementary level, to
simple information exchange of service processes at the intermediate level, and finally to complex
information exchange and handling of special circumstances at the advanced level.

Vocational Skill Objectives

To meet job requirements at the elementary, intermediate and advanced levels, the professional
positions that are most urgently needed overseas are selected. The positions corresponding to
logistics management at the elementary, intermediate and advanced levels are logistics staff, logistics
managers and logistics directors; the positions corresponding to automotive service engineering

technology at the elementary, intermediate and advanced levels are automotive electromechanical
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maintenance staff, automotive service consultants and technical directors; the positions
corresponding to e-commerce at the elementary, intermediate and advanced levels are electronic
operation assistants, e=commerce operators and e-commerce customer service staff; the
positions corresponding to mechatronics at the elementary. intermediate and advanced levels
are mechanical and electrical operators, mechanical and electrical adjusters, and mechanical
and electrical maintenance staff; the positions corresponding to computer networking techology
at the elementary, intermediate and advanced levels are broadband operation and maintenance
engineers, network operation and maintenance specialists, and network administrators; the
positions corresponding to hotel management at the elementary, intermediate and advanced levels
are lobby receptionists, lobby supervisors and lobby managers. Through 30 work scenarios/
tasks set for each major, learners can fully grasp the general situations and basic procedures of the

position after learning, and achieve the dual goals of language learning and professional operation.

Principles of Compilation

1. Language knowledge skills and professional knowledge skills go hand in hand to meet the
demands of current popular and urgently needed job positions;

2. It makes progressive differentiation and comprehensive integration, breaking down,
dividing and conquering difficult points;

3. Language knowledge and professional knowledge recur scientifically and efficiently,
language skills and professional skills spiral upward, and the situational stage, semantic
framework, and ontology input methods cooperate with each other;

4. Professional knowledge and skills are visualized, using a lot of pictures and videos;

5. It strengthens the practical skills in professional positions. This series of textbooks is
equipped with videos of professional technical training, highlighting the practical skills for
professional positions. It addresses the mismatch between the difficulty of language learning and

that of mastering skills by supplementing with practical videos and practical training.

Characteristic Pursuit
Starting from the basic phonetic knowledge learning and job cognition at the elementary

level, this series integrates “Chinese + Vocational Skills” into the working scene dialogues,
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breaking down the job into various tasks, solving lexical students’ problems by means of picture
cognition, solving the problem of the mismatch between students’ mastery of Chinese vocabulary
and professional skills by means of displaying videos, stressing the practicality of skills, and
focusing on “learning by doing”. Each unit has a “Practicing What You Have Learnt” module,
which not only solves the problem of lexical cognition of this unit, but also takes “being able
to comprehend”, “being able to use” and “being able to imitate” as the learning objectives. We
strive to use a large number of pictures and display supporting videos to build the textbooks
into three-dimensional skills-based language teaching materials, so that learners can learn more

independently.

Recommendations for Use

1. Each major of this series consists of three volumes at the elementary, intermediate, and
advanced levels, with 10 units in each volume. For each unit, it is recommended to be completed
in 8-10 class hours at the elementary level, 10-12 class hours at the intermediate level, and 12-14
class hours at the advanced level.

2. The notes and explanations in the textbooks focus on conciseness, practicality, and the
training of listening and speaking skills. The grammar knowledge in the textbooks can be detailed
and supplemented by teachers as the case may be.

3. “Unit Practical Training”™ module can be used as a classroom exercise after the texts and
language points, preferably to be completed in two class hours. Teachers should guide students
to complete the training tasks step by step. Students are not required to read and understand
the training steps. It is important that teachers guide students to achieve the goal of mastering
professional skills.

4. “Unit Summary” module summarizes the keywords and core content of the entire unit.
Through listening and speaking exercises, this part can better help learners understand the core
tasks of this unit.

5. Teachers should make full use of the exercises designed in the textbooks during class, and
guide students to listen more and practice more, combine listening and speaking, and integrate

learning with practice.
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6. Teachers should guide students to proficiently read the texts aloud, asking them to recite

the keywords, sentences and classroom expressions in each unit.

Acknowledgements
We are grateful to the Center for Language Education and Cooperation of the Ministry of

Education for listing the New Silk Road “Chinese + Vocational Skills™ series as a key research
and development project, which adds motivation and a sense of responsibility to our textbook
compilation. The Textbook Compilation Committee 1s responsible for the planning, design,
compilation and coordination of the entire set of textbooks, and has held hundreds of seminars to
conduct a comprehensive evaluation, discussion, examination and approval of text compilation,
style arrangement, notes and explanations, exercise design, picture selection, and video
production of each textbook. We are indebted to the members of the Compilation Committee
and all compilers for their professional dedication, unwavering pursuit of perfection in the
compilation, as well as their enthusiasm, hard work and wisdom. We are thankful to the experts in
international Chinese language education and colleagues from all over the country who have kept

a close eye on this series and contributed their valuable opinions.

Compilation Committee of New Silk Road “Chinese + Vocational Skills™ Series
April 2023



http://www.purpleculture.net

S8
E—#5

FEZES

CN-15)
£ MERS

®AES

F—BTT
£—55

FEH

CONTENTS

INMBZER Unit1 Understanding Customer Service

iR Texts
. A5 Warm-up
. TR Texts
. #ETIR Viewing, Listening and Speaking
. =M %A Practicing What You Have Learnt
« JVEDIR Tips
iXFE Chinese Characters
— . V4018 Knowledge about Chinese Characters
{LEARSS (1) Radicals of Chinese characters (1)
BN O =1 §
—. XFiIMNES EE The Recognition and Writing of Chinese Characters
H%®EFiE Daily Expressions
B3Rl Unit Practical Tralning
AR Z RR ¥ FA 2 1)I| Practical Training on Understanding Customer Service Application
Bt/  Unit Summary

H I3 )il |

BEHEERK Unit2 Quality Requirements

R  Texts

—. #'5 Warm-up

. 1% Texts

. #BTi% Viewing, Listening and Speaking

. = |} 7 B Practicing What You Have Learnt

. /)VAIR Tips

iXZ%E Chinese Characters

— . N F5015 Knowledge about Chinese Characters
{TERYHSS (2) Radicals of Chinese characters (2)
N .

—. JXFiMESHEE The Recognition and Writing of Chinese Characters

H 3 I )i

13
13
14
14
14

18
18
20
22
24
25
26
26

27



http://www.purpleculture.net

E=345s HERIE Daily Expressions
¥ Bkl Unit Practical Tralning

= g Z [ B EL1l| Practical Training on Customer Service Quality Application

EFRa B2/ Unit Summary

g—5r T{EHIT Unit3 Job Skills

F—E RX  Texts

[ i)

. A5 Warm-up
. BRI Texts
. PEFi% Viewing, Listening and Speaking
. 22 E1F Practicing What You Have Learnt
INVETLR Tips
iXF Chinese Characters
— . N EE4ME Knowledge about Chinese Characters
iLF31{maE (3 ) Radicals of Chinese characters (3)
i K & & ¥
— . JNFIMESFHTE The Recognition and Writing of Chinese Characters

12

EZHH El'ﬁ‘ﬁlI Daily Expressions
¥ MEp4sr BRI  Unit Practical Tralning

Z RR T {E45 15 & FH =Ll Practical Training on Customer Service Job Skills Application

ER R B/ Unit Summary

BBt ZER9SHT Unit4 Customer Analysis
F—8n

EoHas

®X Texts
— . 5 Warm- -up

. RS Texts
. #ofiE Viewing, Listening and Speaking
. ZPIELE Practicing What You Have Learnt
/AR Tips
iXF Chinese Characters
— . V4015 Knowledge about Chinese Characters
ITEBYMEE (4) Radicals of Chinese characters (4)
Bigy — XL A & X
— . SXEIMNES EE The Recognition and Writing of Chinese Characters

FiElrl

28
28
28

28

32
32
34
36
37
38
40
40

41
4]
41
41
42

46
46
48
50
51
52
53
53

54


http://www.purpleculture.net

E=#4s HEMAIFE Daily Expressions 55

#FE U4 TRl Unit Practical Tralning 55
= 4 #7 R FBEL1)l| Practical Training on Customer Analysis Application 55
ERE4S Biw/hg Unit Summary 56

EBHRET 14Ei8ija] Unit5 Price Inquiry

F—E5 WX Texts 60
—. A5 Warm-up 60
Z. BRX Texts 62
=. PR Viewing, Listening and Speaking 64
M. 2 [JER Practicing What You Have Learnt 66
B, /NHIR Tips 68
E_#4 NF Chinese Characters 69
— . N EE40IE Knowledge about Chinese Characters 69

ILFER®SE (5) Radicals of Chinese characters (5)
Bk ¥ oA

Z. JNFINESHTE The Recognition and Writing of Chinese Characters 70
E=%4s HERIE Daily Expressions 70
¥4y BTLI  Unit Practical Tralning 70
[FRZE 1 47 R 3T 1F A 50l Practical Training on Verbal Skills for Customers” Bargaining 70
EFRES B/hg Unit Summary 71

Bt FFRMEBE Unit6 Product Performance

F—HBSr RX  Texts 74
—. 5 Warm-up 74
=, BRI Texts 76
=. #Pi% Viewing, Listening and Speaking T8
I . 2 |MEF Practicing What You Have Learnt R0
A, /hFIR Tips 82
F_-#4 XF Chinese Characters 84
— . V4015 Knowledge about Chinese Characters 84
ITEBYMEE (6) Radicals of Chinese characters (6)
O N &

— . JNFIMES FE The Recognition and Writing of Chinese Characters 83



http://www.purpleculture.net

E=E4s HEMIFE Daily Expressions 85

#FEUE4 8TRill Unit Practical Tralning 85
= 8B 12832 1)l| Practical Training on Product Performance Introduction 35

ERES Bt/  Unit Summary 86
EtEx YNim@ Unit7 Logistics Issues 89
F—E5 WX Texts 90
—. A5 Warm-up 90

Z. BRX Texts 92

=. #UFiR Viewing, Listening and Speaking 04

M. 2 [JER Practicing What You Have Learnt 96

B, /NHIR Tips 98

E_#4 NF Chinese Characters 99
— . N EE4ME Knowledge about Chinese Characters 94

iLFRImSE (7)) Radicals of Chinese characters (7)
- R A AR

Z. JNFINESHTE The Recognition and Writing of Chinese Characters 100
E=%4s HERIE Daily Expressions 100
¥ M4 BTLI  Unit Practical Tralning 100
837 2] & [2) ¥ Responding to Logistics Issues 100
EFES Bw/hg  Unit Summary 101

&)\85T IGIFRPIE Unit8 Complaint Handling

FE—#bsy RX Texts 104
—. #'5 Warm-up 104
= . 1R Texts 106
=. #AF1% Viewing, Listening and Speaking 108
[ . =2 M E A Practicing What You Have Learnt 109
F. /NEDIR Tips 111
Z¥#84 iXF Chinese Characters 113
— . X F4018 Knowledge about Chinese Characters 113
ILFANmsE (8 ) Radicals of Chinese characters (8)
B I S|
Z . 3NFIMES EE The Recognition and Writing of Chinese Characters 113


http://www.purpleculture.net

EZE5H
® MRSy

ERERS

SENEw
E—#5

E_#a

F=&n
FmERs

E£n#H

ETET
E—#5

L piis, )

H#MAi& Daily Expressions

B5tsLil  Unit Practical Training

3217408 7 FH L 1I| Practical Training on Complaint Handling Application
B/E  Unit Summary

SS5IRS Unit9 After-Sales Service

iR Texts
—. #5 Warm-up
. E Texts
. #HHF % Viewing, Listening and Speaking
. =2 M%7 F Practicing What You Have Learnt
. INEDIR Tips
iX¥ Chinese Characters
— . X F4012 Knowledge about Chinese Characters
{LFry{msF (9 ) Radicals of Chinese characters (9)
= X MF 4
Z. XFEIMNESEE The Recognition and Writing of Chinese Characters
HERAi& Dally Expresslons
2Ll Unit Practical Training
= /5 88 &5 52 B 551)l| Practical Training on After-Sales Service Application

RL/hgE  Unit Summary

H B il |

Ej‘-"‘ﬁ#‘ Unit 10 Customer Maintenance

R Texts

—. 5 Warm-up

. 1% 3 Texts

. FETI% Viewing, Listening and Speaking

. =M E A Practicing What You Have Learnt

. JIVEIR Tips

iX=E Chinese Characters

— . JNEFE01E Knowledge about Chinese Characters
{LFERMHESS (10) Radicals of Chinese characters (10)
w B\ A F

. X FEIN1%ES5 FE The Recognition and Writing of Chinese Characters

H B |

114
114
114
115

118
118
120
122
123
125

126
126

127
127
127
127
128

132
132
134
136
138
140
141
14]

142



http://www.purpleculture.net

E=#o HEHRIF Daily Expressions 142

FEMERs Tstil Unit Practical Training 142
= R #EtR 7 FA 3Ll Practical Training on Customer Maintenance Application 142
EERE5S B/ Unit Summary 143

M5 Appendixes

iAiC&3% Vocabulary 145
EFESERERRSIE 100 7

100 Common Service Expressions for E-=Commerce Customer Service 156
WSMAIA  Video Scripts 159
Z2EZEZX Reference Answers 164


http://www.purpleculture.net

Renshi  kefu
INRER
Understanding Customer Service
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Telephone Customer Service
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. P+ 2 FES (HA)
%2 Introduction

1. FIRE: EFHFEROBUMIERYE, MEMNNBRBETERE,
Learning content: The posts and job responsibilities of e-commerce customer
service, and the corresponding typical work expressions

2. AMRABR; EESEFHSEFREXNDXBENEE, THREIFNHEE ‘007" (7
“B", FHHERRXF.
Knowledge objectives: To master the keywords and phrases related to e-commerce
customer service, understand the radicals of Chinese characters such as “o”,“",
“r {7, "B", and learn to write the related Chinese characters

3. KEER#R: FEARNETHSERAERNRETIEAE.
Skill objective: To learn the typical work expressions used by different types of
e-commerce customer service

-
-~
.
—
™
il
m
L'l'!.']
~
~
=
E
™
q
~
™
.?..
~
—
-~
P,
-
)
™
&

E—E4H Part 1

—. B réshén Warm-up
1. {51AEIRIENTRIEYE /. Choose the corresponding picture for each word.

—
T ~

B
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INREIR

Understanding Customer Service

ddogou kéfl ditinhué kéfd
@ 1) F Rk 0O v T EIR
shopping guide customer service telephone customer service
dabao kefd tdusu  kefd
O T ER O KIFEIR
packaging customer service complaint customer service

2. /A, THEEEFRSERNERLS , AFIEF T RETEREBETEREE—I0LS. Watch

the video to understand the main business of e-commerce customer service staff, and determine

which business the following typical work expressions falls under.

kéhi zix(n jigda dingdan yéwi shouli
A. B P &R RE B. 3T #5252
answering customers’ inquiries accepting and handling orders
chanpin tuiguang jigfén ji tousu chali
C. =& 4T D. ] & B % 1 & 32
product promotion handling disputes and complaints
cuchéng dingdan dignpu tutgudng
E. 1% & 3T # F.E4H )
helping to bring about orders store promotion
wancheng xiGoshou shouhou flwi
G. T HE H. 5 R4
completing sales after-sales service

Qin, nin kéyi kan yixiar dingddn zhdng shéngchéng de kudidi xinx?,  glng nin naixin déngdai.
@, BTAE—TILTHE £ A& HHRERFE, iF E6e FH,

Dear, you can check the courier information generated in the order. Please wait patiently.

Qin, gé&lnin zdochéngle bl ylikudi de tiyan,  wdmen ganddo hén baogian.
O i, A8 RT RimPeag e, K47 22 R e,

Dear, we are sorry for causing you an unpleasant experience.

1
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P+ FHS (HR)

Qin, rd yin chanpin zhiliang wénti yingl de tulhuéan hud,  bén didn chéngdan laihui yonfai.

© %, whH & HMETFEMIRGBERN, AE Rz RFIER,
Dear, in case of returns or exchanges due to product quality issues, our store is responsible for the
round-trip freight.
Qtn, haojid bujian!  Didnpl huédong duddud, xidngging ké zixun kéfl!

O %, HARNL! B4 F5 2%, #iF TEAEMR!
Dear, long time no see! There are many promotional activities in the store. Please contact customer
service for more details.

—. B’X keweén Texts

|"'..-.'.
A W # 01-01

Dianzi shangwl kéfa shi jiyd hulianwang de yi zhdng keht  fowld  gdngzud, chéngddnzhe

wTf B ZMAKXTIEN 69— P RFG T4E, Rizk
keht zixan ( jiogé. wuolid ) jiédd. dingddnyéwua shouli, chanpin tuigudng. jiGfén
P EW (B, i) E. TRELGFE, AR RS 2
ji tousu chdli déng yewu. Kefl gbongzud rényudn shi tdnggud gézhdng goutdng gbdngju yu
BAFREF V5. BRI/ AR 2 @id &F Al LA S

bu tong gudjia kéhu zhijié lianxi de yixian yewl shoull renyudn.

TR EREP KA —ZLFTHEAR.

1Z3Z yiwén Text in English

- E-commerce customer service is a kind of customer service work based on the Internet, bearing the business
- of answering customers’ inquiries (on price, logistics), accepting and handling orders, promoting products,
* handling disputes and complaints, etc. Customer service staff are front-line business personnel who directly '
contact customers from different countries through various communication tools.

-----------------------------------------------------------------------------------------------------------
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NRZER .l

Understanding Customer Service

T&EFiE putong iyl General Vocabulary Cloroz

1. AT Jiyt prep. based on
2. I gdngzud n. work
3. & chéngdan v, bear, undertake
B ji conj. used to join two or more nouns or noun phrases
5. &FF gezhong pron. all kinds of
6. HE gudjid n. country

Cdor-03
1. R jieda V. answer
2. 1% yewl n. business
3. g shouli v, accept and handle
4. i tdust V. complain
5. A chali V. handle
6. Al renyuan n. personnel
7. )il gbutong V. communicate
8. ITH gongju . tool
9. —#§ yIxidn n. front line

Dianzi shangwu kéfd rényudn shi giyé de xinxi chudndizhé, qgizhe chéngshang-gixia de

T HFERAN AL LeyFaiFEE, FERLEBT #
zuoyong. Tamen jiGnfuzhe jidng kehu dui chanpin tichd de jianyi.,  duiwangzhan pingtai yinying
YER . AR A E P 3 @B e, s M3k F& &8

cdozuo de yulﬁn déng fankui gél gdngsi neibu qitd xidnggudn bumeén de zhongrén.  Dlanzi shangwu

BAEG ZT I F BRAntbna] A3R 4 4B X 3R89 4, ©F B4

kefi duihdlignwang de  yilai jido dd,  zhiydo fuzé keha dayi.  clchéng dingdan. didgnpu

TR X BB M) AR BAR K, 1—%53%5?53%% PR TR JE 4

tuTgudng. wanchéng xidoshou . shouhou fiwlu déng yewu.

Wy T WE. BE G FAs



http://www.purpleculture.net

P+ FHS (HR)

1= yiwén Text in English

- E-commerce customer service personnel are the information transmitters of enterprises, playing a bridging role.
. They bear the responsibilities of feeding customers’ suggestions on products, opinions on website platform |
© operations, etc. back to relevant departments of the company. E-commerce customer service heavily relies

- on the Internet and is mainly responsible for answering customers’ questions, helping to bring about orders,

*
.y
~
m
o
m
.|_
['l'f.']
~
=)
E
= :
o . promoting stores, completing sales, after-sales service, etc.
r‘: 1
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IR [ |

o
i S D~ T —

B a. . BN
1T e e f 8 i |

A eE /Rl

=EiIE putong ciyll General Vocabulary e

1. 4k qiye n. enterprise

2. #2 qi V. play (a part/role)

3. AEATF chéngshang-qixid . ;?Eiha:f?;ﬁf:jir; link between the preceding
4. 41EH Zudyong . function, role

5. Al témen pron. they, them

6. Jgii jianfu V. shoulder, take on

7. 3% jiang prep. used to introduce the object before the verb

8. xF dul prep. on, concerning

9. 3t tichl v, put forward

10, 3L jianyi n. suggestion
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1. =N yijian n. opinion

12. A8 neibl n. inside, interior

13. FAE zhongrén n. heavy responsibility
14, 4 80 yilal v, rely on

15, # Jlao adv. comparatively

16, F & zhlyao adj. main

17. @9 fuze v, be responsible for

Gﬂli-ﬁlﬁ
1. i chudndizhé n. transmitter
2. M3k wdngzhdn n. website
3. AR blumén n. department
4. AEE dayi V. answer questions
5 AERITH clchéng dingddn ~ phr. help to bring about an order
i 1%, cucheng V. help to bring about
6. THEHE wanchéng xidoshou  phr. complete the sale
7. BEIRE shouhou fawu phr. after-sales service

=. fBF¥R shi-ting-shud Viewing, Listening and Speaking
BUSH , TREBRFESERELENWF RPN AZES , RIFTIIRS RiEE e FESERER

AIFTEREEl. Watch the video to understand the application categories of e-commerce customer service in
daily online shopping products, and determine the product categories of e-commerce customer service sales

based on the following service expressions.
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jiadian fFlzhudng shuma chanpin
A Ko B. MK C. &% /= &
household appliances clothing digital products
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xiezi shéngxidn jigju
C. 37 D. 4 #f E. XA
shoes fresh food furniture

meizhudng giché shipin
G. *+k H. A% [ oo
beauty makeup automobiles food

AT

miying chanpin
J A ~ &
mother and baby products

Qin, women jid yifu mashu pidn da, nin kéyi xudnzé xido yi hao de chicln.
@ =, &M FRIRA B X, ETA®REF b —F 89 R,

Dear, our clothes are a little bit oversized, so you can choose a smaller size.

Qin, women jid de zhe kudn 1.0 pdiliang de giché félchdng shéng yodu, shihé chéngshi jidting.
@ =, £11 Ke9ix K 1.0 #HE 9A%E EF 4 W, E5 WT RE,

Dear, this 1.0 displacement car in our store is very fuel efficient and suitable for urban families.
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Qin, nin hdo! Wémen jid shoumdi de shou|Tjan zhichl 5G xinhao, nin kéyi fangxin gdumadi.
© ¥, BAF 1 &M X BE 0 FMHLFSGHET, ETAHS MK,
Hello, dear! All the mobile phones sold in our store support 5G signal, and you can purchase with

confidence.

QTn, glng fangxin, wdmen jid de huazhudngpin shi quan tignrdn de, chdnpin jinggud linchudang
@ X, i v, &4 Key ks R A KA M, o 21 A

jignyan, shiyong yuguominxing pifd.

e, #HH T d80H Kk,

Dear, please rest assured that our cosmetics is all natural and has undergone clinical testing, suitable for

allergic skin.

Qin, women jid de baobeai félchdng shihé nin zhege jiéduan de mama, waichi shiyong féichang

O I, HA Fohhak AEw EAME XA N 09, st A dEw

fangbidn.
7R,
Dear, our baby blanket is very suitable for a mother like you at this stage, and it is very convenient for
outdoor use.
9 e 3 o Q

=12 Let’s talk
RIREFSSEIRTER XM= FRhrIR 32551, Talk about the application categories of e-commerce

customer service in daily online shopping products.

0. LA xuéyizhiyong Practicing What You Have Learnt
R, TRENMETFESSRERAERR , BRENZRMESETERRIIARE TEMEHT

PLEZ. Watch the video to learn about the job responsibilities of several e-commerce customer service

and match different types of customer service with typical work expressions.
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diogou kefi
O 7 1 Zik

shopping guide customer service

dianhua kafd
0 ¥ Bk

telephone customer service

tousts kefi
© i Bk

complaint customer service

tuTgudang kefd
O i) IR

promotion customer service

Qin, you shénme kéyi bangzhu nin de ma?

a. &, A& T8 4G9

Dear, what can I do for you?

zhudnmeén bangzhi madijid géng hao de tidGoxudn shangpin
HI1 B RR E AFH ik W&
responsible for helping buyers make better product
selections
zhudnmen choli  keho téusd
H11 B E PR
responsible for handling customer complaints
zhudnmeén fuzé wangdian de yingxido yi tuTgudng
AT RME 8 B L RS
responsible for the marketing and promotion of online

stores

tdngguo shejido ruanjian, dianhua, jiedd maijia wenti

Ci8 i AR . B, MEXRREFA

answering buyers’ questions through social software

and telephone

Qin, zhé kudn chdnplnyongydu &1 didn 2idéng duijido xitdng, shi yi kudn juoydu gdo hudzhi gié yi cdozud de

b.F,X &K F& MAB L AFNERK, L —RKRBEAS SR ALHRIEN

weidan xiangjT.

- A,

Dear, this product has an 81-point autofocus system, which is a mirrorless digital camera with high

picture quality and operation ease.

Qin, féichang baogiéin, women de shilhu g&i nin zdochéngle bubian, women dui ¢i shén bido gianyi.

c. %, AW Fe#, HAH R

. A AR

ERT B, JATIE £ #HE5

Dear, we are very sorry for the inconvenience caused by our negligence.

QTn, hudnying guanglin X X x qijiandian.

Jinri quanchang zui gdo shéng 500 yuan, you shoéuji,  shoujike |

d. #, P Hle xxx#M/E., 58 23 me 4 5004, fFH., Fhug.

zhaoxiangj déng chénpin canjid huddong,

shihui duddud.

BARML S Fou HAm T3, 22 5%,
Dear, welcome to XXX flagship store. You can save up to 500 yuan today. The mobile phones, phone

cases, cameras and other products are all on sale.

> LoXOX>
X L5
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. /NHR  xido zhishi  Tips

"

Jiyd  yiyin jidgohu jishu de zhineng kefu
ETEEXERARWNEEER
Suizhe jingji de xunsu fazhan, renmendui kehu fowla de x0gid yé mdnman zéngda.
(A 2 ey Rag B R, AT 3B PR G09E RAL R K
Youyl chuantdng kefl réngdng chéngbén jido gao . xiangying xidgolu jido di déng yuanyin, yue ldi yue dud
BT B4 BERAL A KRG, mE ERKF RE, ARMA S
de giye he yanfad jigou kaishi jinxing zhinéng kefi  jishu de yanfa,  youqi tixian zai dui
4 b Fe B R AU TF 46 AT AL B IR A AR, LA ARIA T
jTyd  ylyTn jiGohu jishu de zhinéng keflii de yanfa shang. Jiyd ylyin jiGoht jishi de zhinéeng
ETETRLBRARANTRERGHAA L, ATHEFXLZREARN FHE
kefu  jisha shi zhiyi yOyTn wéi zhlUydo jiGohl fangshi.  yi réngdng zhinéng jisha weéi zhlydo
BRBAAIAZT T AELREREL X, AAL Fit JARA &
shixian fangshide kehu fiwla jishi. Shangshu jishu gdijin zhi zdi jigjus yixia zhiydo wenti:
G KM% P RAH A, B HORACHS ML T 2294
ylyin shibie de zhiinguelli,  ylyin shibié de sili. yonghd ybyi fénxi de zhiinquell.
B IRA G RA R EFRAMNGEE R P E AT AR
yingdd suli déng.

RS I

Intelligent Customer Service Based on Voice Interaction Technology

With rapid economic development, people’s demand for customer service 1s gradually increasing.
Due to the high labor costs and low response efficiency of traditional customer service, more and more
enterprises and research and development institutions are starting to develop intelligent customer service
technology, especially in the research and development of intelligent customer service based on voice
interaction technology. Intelligent customer service technology based on voice interaction technology
refers to customer service technology that takes voice as the main interaction mode and artificial
intelligence technology as the main implementation mode. The above technological improvement aims
to address the following issues: accuracy of speech recognition, speed of speech recognition, accuracy of

user semantic analysis, response rate, etc.
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"‘:E: *NFEFUAFE blichdng zhudnyé ciyli Supplementary Specialized Vocabulary Gl
E: 1. FHER dédogou kefu phr. shopping guide customer service
; 2. WIEZEIR dianhua kefd phr. telephone customer service
é 3. ATOLEIR dabdo kef phr. packaging customer service
g 4. HIFEIR tdust kefd phr. complaint customer service
E 5 3 EIR tuigudng kefd phr. promotion customer service
i 6. A lou fa phr. missed delivery
E‘ 7. B shihu V. neglect
E 8 N (A4 shihui duddud phr. a lot of benefits
< 9. AIKMF shéjido rudnjiain phr. social software
10. WO S fE naixin déngdai phr. wait patiently
i o naixin adj, patient

W ENChineselCharacters,

—. IN=FENR  Hanzi zhishi  Knowledge about Chinese Characters

W=RI{mE (1) Radicals of Chinese characters (1)

"= = HBHEE ZHER
Radicals Examples Combinations lllustrations

vl o+ 5
%, 2+ R
"k 2 + A

i T "+ 7
wfaT o =+ [
wi o+ Y

E] E3 O+ = O
A O+% O
22 Dy
e L) %+ b

4
3 4+ &
iy % + AR

; R { + 7R
1, i +4&
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(23R )
B= {51 = EMFEBE ZEHER
Radicals Examples Combinations lllustrations

11 { +nN

. £ i +F
H { ++

e { +#

) B+

i, H+%

H ] H+ A
- 8 ++

| 4 8+ 4

—. INFIANESPHEE  Hanzl rendd yi shiixi@  The Recognition and Writing of Chinese Characters
INETHRE , Fi SR IRAYNSE, Recognize the following words, and try to read and write

the Chinese characters forming these words.

B EisgDally,

© R = F A A S ? WO hai yao zai quérén ma? Do I have to make a reconfirmation?
O £ L% % X7 Wb yao déng dudjiti ne? How long will I have to wait?
© F HMeg AT HE S ?  You qitd de hangbdan ma? Do you have any other flights?
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SEMERSy Part4
B E)l|IRUnitjPracticaliTraining;

TNREARRIFHSEYI  rénshi kefu yingyong shixun
Practical Training on Understanding Customer Service Application

s£i/ll B &Y Training purpose
AEETHFERNIGE, THRETHSEFREEHEFTHILA.
To be familiar with the functions of e-commerce customer service and understand the application of

g-commerce customer service in daily life

(P2OUDAPY) 2242WUULI0I=T] + ISIULY )

ELiJl[ZB£R Training organization
BHDA, 2TEE.
Four students work in each group, cooperating with a due division of labor.

L[ 5§ Training steps
BHIES—TEREFY, FILLTRFBTHS TS APP, A EMEE.
Each group prepares a smartphone, which is equipped with an e-commerce platform APP and has the
access to the Internet.
@ ITHETEFFS APP, EF—FFH, #AFREFRTME.
Open the e-commerce platform APP, select a product, and enter the product customer service
interface.
O 5 FRRATE W, MRARAIF ., i . WimERm.
Ask customer service staff questions, such as the style, price, logistics of clothes.
© TREMRRIR.
Get to know the customer service feedback.
© IS & 4 A9 3K IR SLHEAT S0P

The teacher comments on the performance of each group.

- ®iBAIE General Vocabulary

L AT jiyd prep. based on

G'I?{ﬂ 2. IA4E gbngzuod n. work

= 3. RaE chengdan V. bear, undertake

Vocabulary
: s : used to join two or more nOuns or NOun
4. A ji conj.
: phrases
5. &FF gezhoéng pron. all kinds of
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6. HE gudjid n. country
7. Ak qiye n. enterprise
8. AL qi V. play (a part/role)
0. ALBT T et ollowing
10. 4FH 2udyong . function, role
11. 4] témen pron. they, them
12. /& jignfu V. shoulder, take on
13. 3% jigng prep. used to introduce the object before the verb
14, & dui prep. on, Concerning
15. #&ib tichd V. put forward
16, L jianyi . suggestion
17. =1L yijicin . opinion
18. 1SR neibu n. inside, interior
19. F4£ zhongren . heavy responsibility
20, &0 yTléi V. rely on
2R = jito adyv. comparatively
2. £ % zhlyao adj. main
23. i fuzé v. be responsible for
EUi7i® Specialized Vocabulary
1 i 2 jiedd v. answer
2. A5 yawL n. business
3. S shouli V. accept and handle
4. FUF téusu . complain
5. 43 chuli V. handle
6. Al renyuan . personnel
7. H)id gdutdng V. communicate
8. ITAi gbngju . tool
9. —% yixian n. front line
10. fFi% chuandizhe . transmitter
1. Mk wangzhan . website
12. 2R bumén . department
13, %% dayi V. answer questions
14, A& R 3T H E?ncgfgr? phr. help to bring about an order
12 %, cuchéng V. help to bring about
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o % g WANCheng
15, TaL4 12 iA0ShaU phr. complete the sale
16. &GS  shouhou fawl phr after-sales service

AFEELEE Supplementary Specialized Vocabulary

1. FWZE  dbdogou kefd phr. shopping guide customer service
2. ®FEEIR didnhud kefd phr. telephone customer service
‘Gf}:m 3. 4T Jﬁ*ﬂﬁ dabdo kefd phr. packaging customer service
ik —— . |
4, FIFEIR tousu kefu phr. complaint customer service
Vocabulary
5. 47 ZBR  tuTgudang kefu phr. promotion customer service
6. A lbu phr. missed delivery
7. B shihu V. neglect
8. %R %% shihui duddud phr. a lot of benefits
9. A EHM shéjido rudnjian phr. social software
10. &4 ndixin déngdai phr. wait patiently
TN naixTn adj. patient
LB THSERAATIRAG—HEF RS T, REEEPF EH (H
A& dhiA) A, TR LF2R, Rt AR F kS, :
| 2. BT M S BT ZRR G RMIEK, ER0TEP SR RITE B
juzi ;

a7 | B RRHE. BEREFLE.

3 F, A ATAR B

4F, EFERE, AMORLLEERT RME, FANAREAEE, |
i%,ﬂﬂﬁﬁxxxﬁ%E¢ N 27k 500 L, AFAL, Fas,
: Eﬂﬂ%ﬁ%@ﬁ%ﬁ gg |

Sentences
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