《商务英语视听说》课程教学大纲

一、课程基本信息
课程代码：18060302

课程名称：商务英语视听说

英文名称：Business English: Viewing, Listening and Speaking
课程类别：专业选修课   

学    时：32

学　　分：2

适用对象: 全日制本科二年级国际贸易、国际商务专业

考核方式：考查

先修课程：大学英语、基础商务英语

二、课程简介
《商务英语视听说》是为以商务和贸易为专业的本科院校学生开设的一门综合语言技能课。课程内容主要包括日常商务活动和国际贸易进出口两大部分，目的是提高学生运用英语进行商务交际的能力。本课程在教学过程中设计了各种以商务交往、贸易往来为目的的商务环节，并通过模拟训练，让学生能够在体验中学习英语，了解在实际工作中应如何与国际商务人士沟通交流。

This course is designed to meet the needs of business and trade oriented undergraduate students. The purpose is to improve students’ comprehensive business English skills, and thus improve the ability to use English for communications in global business and international trade. The main contents of this course include common business activities and international import and export. During the teaching process the students have to do a lot of simulated training and practice so as to learn business English with full experience and understand how to communicate with foreigners successfully in business environment.
三、课程性质与教学目的
本课程属于专业选修课，是为国际贸易和国际商务本科专业学生开设的一门综合语言技能课。该课程的教学目的是在学生已学习大学英语和基础商务英语的前提下，进一步巩固和提高学生商务英语的综合运用能力。本课程突出自主、互动的学习过程，使学生学以致用；注重国际商务与贸易实践能力的锻炼，使学生不仅熟悉了国际贸易流程，又学习了相关英语的应用。

对外贸易是拉动国民经济发展的“三驾马车”之一，贸易的发展需要大量从事商务与外贸工作的专业人才，涉外工作人员频繁与外国人交流并进行商贸活动，难免受到国外各种世界观和价值观的影响，这就需要从业人员具有更高的思想政治素养。本课程的另一个教学目的就是将商务活动知识点与思政教育知识点相结合，潜移默化地让学生在专业学习的过程中，树立正确的世界观、人生观和价值观，拥有良好的职业道德和职业精神，从而为社会输送更多高素质高技能的对外经贸类商务人才。

四、教学内容及要求
第一单元：工作面试  

（一）目的与要求

了解找工作过程中如何准备面试，以及如何在面试中较好地表现自我，展现自我；
掌握怎么样回答关于个人具体情况的问题，如教育背景、工作经历等。

（二）教学内容

Part I Warm-up

Ask Ss to note down other reasons they can think of.

Divide the class into small groups. Give Ss a few minutes to exchange ideas.

Encourage Ss to use different expressions of agreeing and disagreeing.

Ask a few Ss to report their findings (e.g. the agreed Best job and most common reason(s), the most unique/strange choice or reason, etc.).

Part II Listening and Speaking

Task 1 FAQs in job interviews

Task 2 Inappropriate questions in job interviews

Part III Language Focus

Ask Ss to note down the key points of the interview.

Divide the class into pairs. Get Ss to allocate the roles.

Ask Ss to role-play the job interview according to the noted points and with the help of the expressions in Language Focus.

If time allows, ask Ss to swap roles and role-play the interview again.

Invite a pair to act out the interview in class.

Give comments and suggestions for improvement.

Part IV Viewing and Speaking

Video 1 Applying for the position of financial consultant

Video 2 Applying for the position of Sales Manager

Part V Case Analysis

Ask Ss to take detailed notes while listening.

Ask Ss to exchange ideas in pairs. Remind them to give examples to support their points.

Give Ss a second chance to listen to the interview if they failed to note down the key information.

Allow Ss a few minutes to prepare an improved version of the interview.

Choose a few pairs o role-play the revised interview in class.

Invite other Ss to give comments and suggestions for improvement.

（三）思考与实践

如何表现和展示自我？个人品质教育、诚信教育、团队精神教育

1、在面试过程中要注意礼貌，礼貌是对面试官的尊重，同时也是面试官对面试者的认识的第一印象。
2、面试着装的干净整洁很重要，不要自以为是的去突出个性，对于应届生来说，企业会允许他们还保留学生气的打扮，应届生穿休闲类套装很合适，这样也可以为面试着装节省开支。
3、面试时要委婉说明自己与同事或团体的合作能力，如果善于与人沟通，这样就有被录取的希望。若有工作经验可以尽量提起，争取得到面试官的认可。如果和招聘者约定好面试时间一定要提前到达，千万不要迟到。
4、面试时忌好高骛远，不切实际。找一份理想的职业是每个求职者的愿望，无可厚非。但美好的愿望应根植于自身素质和客观现实之上。审时度势，准确定位是求职成功的关键所在。眼高手低，这山望着那山高是求职之大忌。
5、面试时的仪表风度很重要，选择面试着装时，要根据你应聘职业的特性来决定，如银行、政府部门等会是比较正统的着装，公关和时尚杂质则需要你的面试着装有一定的流行因素。
（四）教学方法与手段

教学案例分析（找工作面试），任务型教学（熟悉面试程序），课堂小组学习（如何在面试中较好地表现自我）

第二单元：工作和责任                                  

（一）目的与要求
了解公司的部门和职位设置；
掌握描述工作和职责的英语表达方式和对工作的喜恶表达方法。

（二）教学内容

Part 1 Warm-up

What kinds of positions are there in a company:

	Production
	生产
	Marketing
	市场

	Sales
	销售
	Import
	进口

	Export
	出口
	Finance
	财务

	Personnel
	人事
	Research &Development
	研发

	Accounts
	会计
	Auditing
	审计

	Purchasing
	采购
	Public Relations
	公关

	Maintenance
	维修
	After-Sale service
	售后服务

	Quality Assurance
	质量检查
	Transport
	运输

	Security
	保安
	General Affairs
	总务

	Logistics
	后勤
	Discipline Inspection
	纪检

	Trade Union
	工会
	Organizational Department
	组织部

	League Committee
	团委
	Women’s Federation
	妇联


Part 2 Listening and Speaking

Task 1

Give Ss one minute to think over the job they wish to take. Tell Ss to refer to the job titles and positions listed in Warm-up.

Divide the class into pairs and get Ss to take turns to talk about their dream job.

Ask Ss to describe the job in detail and tell the reasons why they choose the job.

Have tow or three Ss describe their dream job in class and get the other Ss to guess the title of the job.

Task 2 Describing jobs in the following chart:

	Name
	Position
	Responsibilities

	Jack
	Manager of the Research& Development Department
	Managing all aspects of the product development process, including resource allocation, budget requirements and 1) personnel management; analyzing the needs of the 2) developing markets and directing the work accordingly; creating and managing the R&D teams and being responsible for the overall 3) planning, 4) execution, and success of the projects

	Janet
	Sales

Manager
	Developing sales strategies; achieving 5) sales targets; recruiting and training sales staff; supervising and motivating 6) team performance ; expanding the 7) customer base and ensuring high levels of 8) customer satisfaction

	Stanley
	Manager of the Production Department
	9) selecting, developing and managing a highly competent and motivated staff of employees; ensuring that production is 10）cost-effective and the products are produced 11) on time and 12) of good quality; working out the 13) human and material resourcesneeded; identifying the 14) training needs of the staff and cultivating a culture of 15) continuous improvement in all aspects of manufacturing


Part 3 Language Focus

Ask Ss to brainstorm some jobs or positions and write them down.

Divide the class into pairs and get Ss to take turns to describe the jobs they’ve written down.

Ask Ss to use different expressions to describe the jobs, referring to the expressions in Language Focus.

If the student who is responsible for guessing the titles cannot get the correct answer, ask the describer to mention some famous people in that line of work as example.

Part IV Viewing and Speaking

Video Do you like your job?

Part V Case Analysis

（三）思考与实践

了解工作与责任的重要性。个人品质教育、诚信教育、团队精神教育

1、态度诚恳
做到认认真真、诚恳老实。
2、实事求是
直接为党中央服务，要始终讲真话、讲真话、办实事、求实效。这是中央的要求，也是职责。
3、注重时效
对时间敏感，做到雷厉风行、紧抓快办。
4、强调质量
要以质量为中心，严谨细致，精益求精。
责任指个体分内应做的事，来自对他人的承诺，职业要求，道德规范和法律法规等；指没有做好自己工作，而应承担的不利后果或强制性义务。
（四）教学方法与手段

教学案例分析（对待工作情感态度），任务型教学（公司部门职位设置，工作职责范围表达），课堂小组学习（描述工作和职责的英语表达方式和对工作的喜恶） 

第三单元：电话技巧                                      

目的与要求

了解接听电话的商务英语语言；
掌握帮人转接电话以及请求转接电话的交流用语，电话交流中留下信息的表达方式，打电话中解决问题的表达法。

（二）教学内容

Part I Warm-up: Stuy the big 3

Be prepared. Avoid starting the process when you’re rushed. Relax! Make sure you have a big pad of paper, a pen, a glass of water, and a reasonable amount of time.

Don’t give up. You have the right to get information and respectful service. Be persistent and patient. Realize that sometimes it will take ten calls to find out what you want. No one person or organization has all the answers.

Try not to put people on the spot. It makes them defensive. Rather try to enlist their support. Remember, you usually catch more flies with honey than with vinegar.

Part II Listening and Speaking

Divide the class into pairs. Ask Ss to allocate the roles and roles-play the telephone dialog.

Ss who take the role of Louise can either approve or disapprove of the change. Polite expressions should be suggested.

Invite one or two pairs to cat out the dialogs in class to check if Ss can develop the phone call naturally.

Part III Language Focus

Divide the class into pairs get Ss to decide which role to take. Have Ss role-play according to the information provided, referring to the expressions in Language Focus.

Walk around the classroom and check whether Ss can use the expressions properly.

Ask a pair to role-play the telephone dialog in class.encourage the rest of the class to comment on their performance.

Part IV  Viewing and Speaking

Video 2 You are hard to get hold of!

Video 1 Leaving a message

Part V Case Analysis

Divide the class into small groups, Ask Ss to discuss in groups and list business phone calls in diverse situations.Ask Ss to research the skills and techniques of handling calls in different situations.

Ask Ss to find some cases of making business calls in different situations and have Ss analyze the cases, figuring out their strengths and weaknesses.
Ask each group to put together a report on the skills and techniques to deal with different business calls and their case analyses.

Have each group make a presentation in class PPT or handouts are preferred for the presentation.
（三）思考与实践

如何与人电话交流？个人品质教育、诚信教育、团队精神教育

打电话技巧和话术
1.迅速、礼貌地接听电话
接电话首先应做到迅速接听，力争在铃响三次之前就拿起话筒，这是避免让打电话的人产生不良印象的一种礼貌行为。电话铃响过三遍后才作出反应，会使对方焦急不安或不愉快。正如日本知名社会心 理学家铃木健二所说:“打电话本身就是一种业务。这种业务的大特点是无时无刻不在体现每个人的特性。”“在现代化大生产的公司里，职员的使命之一，是一听到电话铃声就立即去接。”接电话时 ，也应首先自报单位、姓名，然后确认对方。
2.仔细聆听并积极反馈
作为受话人，通话过程中，要仔细聆听对方的讲话，并及时作答，给对方以积极的反馈。通话时听不清楚或意思不明白时，要马上告诉对方。在电话中接到对方邀请或会说通知时，应热情致谢。
3.规范地代转电话
如果对方请你代转电话，应弄明白对方是谁，要找什么人，以便与接电话人联系。此时，请告知对方“稍等片刻”，并迅速找人。如果不放下话筒喊距离较远的人，可用手轻捂话筒或按保留按钮， 然后再呼喊接话人。如果你因别的原因决定将电话转到别的部门，应客气地告之对方，你将电话转到处理此事的部门或适当的职员。
4.认真做好电话记录
如果要接电话的人不在，应为其做好电话记录，记录完毕，比较好向对方复述一遍，以免遗漏或记错。可利用电话记录卡片做好电话记录。
（四）教学方法与手段
教学案例分析（电话情境中解决问题），任务型教学（接听电话的商务英语语言），课堂小组学习（打电话中解决问题的表达法）

第四单元：公司会议                                      

（一）目的与要求
了解会议举行有关词汇，计划筹备会议召开，主持会议，意见的表达。 

掌握会议计划的基本方面，掌握主持会议，提出建议，请求别人给予意见，同意及否定别人意见的英语表达方式。

（二）教学内容

Part I Warm-up

Ask Ss to recall some meetings they’ve attended

Get Ss to brainstorm the relevant information.

Have a few Ss report what they’ve come up with in class.

List the information on the board.

Part II Listening and Speaking

Task 1 Formal and informal meetings

Task 2 How to take meeting minutes

Part III Language Focus

Divide the class into groups, with one chairperson in each group.

Get Ss to role-play the meeting according to the situation, referring to the outline.

Ask a group to role-play the meeting in class.

Have other Ss comment on their performance and give suggestions for improvement.

Part IV Viewing and Speaking 

Video 1 Why are we here?

Video 2 What can we do?

Part V Case Analysis

Divide the class into small groups. Ask each group to attend a different meeting, take minutes, and analyze it. Each student should have a share in the group work.

Ask Ss to refer to the tips mentioned in the Task 2 of Part 2 to ensure effectiveness when taking meeting minutes.

Remind Ss to take into consideration the facts listed in Pre-viewing of Task 2, Part 4 when deciding whether the meeting is productive or not.

Ask each group to put together a report.

Have each group make a a presentation in class. PPT or handouts are preferred for the presentation.

（三）思考与实践

公司会议上你应该如何表现？个人品质教育、诚信教育、团队精神教育

1、记好记录：
参加会议的时候要准备好会议记录本和笔，认真记录会议的内容，不能什么都不带就去参加会议了，这是对工作不负责的表现。
2、找准位置：
按照要求进入会议场，找准自己的位置，或单位所在的位置，不要随意的就坐下，乱了会议座位安排。
3、认真听会：
会议期间要认真听，不能打瞌睡，或者看报纸，杂志，做与会议无关的事情，更不能随意的走动，出入会议场，这是对人的尊重，也是尊重自己。
4、不玩手机：
会议期间，要把自己的手机关机，不能玩手机，更不能接打手机，干扰会议的纪律，也容易引起其它参加人员的注意力，打乱开会人员的思路，都是不尊重人的表现。
5、请勿吸烟：
会议期间，男士不要吸烟，一是人太多了，聚居在一起，空气本身就不好，还不容易流通，吸烟的话会让会议室烟雾缭绕的，根本不成样子了，还影响他人健康。

6、禁止聊天：
会议期间，不要进行窃窃私语，聊天，不要把开会看出了熟人同事聚会，好久不见聚到一起就说个不停，会议开始了，还在私下小声说话，显得自己太没有修养了。

（四）教学方法和手段

教学案例分析（主持会议），任务型教学（会议举行有关词汇），课堂小组学习（会议计划的基本方面）

第五单元：旅行和访问
 （一）目的与要求

学习旅游商务英语的相关知识；
理解机场的登机，报关和安全检查知识，理解接待商务访客包括的程序；
掌握询问航班交通和旅店服务，预订房间接待商务旅客，在机场接待客户的沟通能力

（二）教学内容

Part I Warm-up: Introduce the concept of “small talk”.

Invite a few Ss to share their ideas with the class.

List what Ss come up with on the board.

Part II Listening and Speaking

Task 1 hotels for business travelers

Task 2 reviewing Receiving visitors

Part III Language Focus

Divide the class into pairs and have Ss choose the roles.

Ask Ss to role-play according to the given situation.

Have a few pairs perform the role-play in class.

Invite other Ss to give comments and suggestions for improvement.

Part IV Viewing and Speaking

Video 1 Going through customs

Video 2 Meeting a business partner at the airport

Part V Case Analysis

Research and Presentation.

（三）思考与实践

出差旅行应考虑什么？个人品质教育、诚信教育、团队精神教育

1、了解整个行程
提前了解整个出差行程，时间，人员安排，此次出差的目的，需要携带的相关办公用品，资料。
2、准备好出差用品
包含工作上的资料。出差天数多的，带好自己的生活用品（充电宝、牙刷等）换洗衣物，学习用品。
3、准时到集合点出发
约定在那里出发，你要提前到，不能让领导等你，一定要记好出发时间，提前到达。
4、态度以及其他细节
任劳任怨,司秘要得力(如安排好行程、事先联络必要人员、相关材料准备齐全、可能的资讯要先行掌握、准备超长时间工作的心理等）
（四）教学方法和手段

教学案例分析（接待商务访客），任务型教学（关于旅游，天气和住宿，订机票，询问航班交通和旅店服务），课堂小组学习（机场的登机，报关和安全检查知识）

第六单元：公司介绍                

（一）目的与要求

了解公司演讲的结构；

掌握公司描述、回答公司情况的一般问题﹑做简明自我介绍以及能对公司做出相关介绍的演说等表达技巧。

（二）教学内容

Part I Warm-up

Encourage Ss to use different expressions of giving advice.

If I were you/if I were in your position/if I were in your shoes, I would…

How about/What about/Have you thought about…?

Why don’t you…?

You should perhaps…

You’d better…

It might help if you…

I don’t think you should…

Part II Listening and Speaking

Divide the class in pairs. Ask Ss to exchange ideas about what they know about Oracle.

Get Ss to work out an introductory presentation on Oracle individually, referring to the finished Company Profile.

Ask Ss to present the introduction to their partner.

Ask two Ss to give the presentation to the whole class.

Invite other Ss to give comments ad suggestions for improvement.

Part III Language Focus

Ask Ss to choose either of the two cards.

Get Ss to give an introductory presentation, referring to the expressions in Language Focus.

Ask two students to give the presentation n class.

Give comments and suggestions for improvement.

Part IV Viewing and Speaking 

Video 1 Making a start 

Video 2 What is the point?

Part V Case Analysis

Ask Ss to take detailed notes while listening.

Divide the class into groups of four. Tell Ss to put themselves in an investor’s shoes before they start the discussion.

Make sure group members share floor time, and encourage the silent ones to jump in more often.

Choose two or three Ss to give a report on their group discussion.

Make comments and a summary.

For homework, ask Ss to prepare their own presentation of a few business idea.

（三）思考与实践

你了解自己的公司吗？员工忠诚度 个人品质、诚信教育、团队精神教育

1.免费网站宣传 2.资料\DM单宣传 3.客户口碑宣传 4.服务质量宣传

（四）教学方法和手段

教学案例分析（公司情况表达），任务型教学（了解公司演讲的结构），课堂小组学习（简明自我介绍以及能对公司做出相关介绍的演说）

第七单元：产品介绍       

（一）目的与要求

了解产品演讲的结构；

掌握描述产品﹑比较产品特征﹑询问产品信息及做产品简短介绍演说的交流技巧。

（二）教学内容

Part I Warm-up

Part II Listening and Speaking

Task 1 An introduction to Honda ASIMO robot 

Task 2 A videophone

Part III Language Focus

Describing specifications and features of products
Part IV Viewing and Speaking 

Video 1 Which one is better?

Video 2 It does more than you expect!

Part V Case Analysis

Research and Presentation

（三）思考与实践

你了解公司的产品吗？个人品质教育、诚信教育、团队精神教育

1、记住详细的参数。公司的产品都有属于自己的市场定位，面向的目标人群是哪些。对于这些要有所了解，同时对质量、外观、配置、性能、操作等方面有所了解。
2、产品的其他信息。公司产品是如何研发的，研发的目的是什么，相对于同类新的产品拥有哪些优势，市场需求量是怎样的。这些都是详细的了解，能够说出相关的信息。
3、了解公司生产领域。每个公司对产品的研发、生产、销售都是有目的，来接公司产品就要了解公司文化，主营项目，市场规模，竞争实力等。充分了解公司的业务才能对产品有所了解。
4、积极请教询问。可以向同事、自己的领导询问一些关于公司产品的问题、关于工作内容的问题。通过与同事、上级的交谈，对公司产品有一个大概的了解。
5、对市场环境进行研究。了解公司产品就要了解所涉及的市场环境、用户体验度、消费者对该产品的评价。充分来接产品在市场的各项表现，对齐作用、功能、市场发展前景才能有了解。
（四）教学方法和手段

教学案例分析（做产品简短介绍演说），任务型教学（了解产品演讲的结构，掌握描述产品﹑比较产品特征﹑询问产品信息及交流技巧），课堂小组学习（演讲介绍产品）

第八单元：公司业绩                

（一）目的与要求

理解描述图形图表的基础词汇;

了解商务有关图表中相关事务速度及程度变化的英语表达，掌握描述图表，介绍公司业绩的交流技巧。

（二）教学内容

Part I Warm-up

Divide the class into pairs.

Ask Ss to exchange ideas in pairs.

Invite a few Ss to share their answers with the class.

Give comments and corrections if necessary.

Part II Listening and Speaking

Sales performance of the Jeep V6

Part III Language Focus

Adjectives and adverbs to indicate speed and degree of changes

	Speed of change
	Degree of change

	Adjective
	Adverb
	Type of change
	Adjective
	Adverb
	Type of change

	Rapid
	Rapidly
	Fast
	Noticeable
	Noticeably
	big

	Fast
	Fast
	
	Considerable
	Considerably
	

	Sharp
	Sharply
	
	Dramatic
	Dramatically
	

	Sudden
	Suddenly
	
	Significant
	Significantly
	

	Steep
	steepy
	
	slight
	Slightly
	small

	Steady
	Steadily
	regular
	small
	A little
	

	Gradual
	gradually
	
	moderate
	moderately
	


Part IV Viewing and Speaking 

Video 1 It’s been a successful year!

Video 2 We are No.1!

Part V Case Analysis

This website can be visited for relevant materials:

Http://www.thecoca-colacompany.come/investors/annual.other.reports.html
Teacher may assign similar tasks focusing on other well-known companies.

（三）思考与实践

你对公司的效益关心吗？个人品质教育、诚信教育、团队精神教育

1.各部门工作完成情况
2.根据财务报表总结账面情况
3.实际业务发生情况
4.利润情况
5.今年公司发展中遇到的问题和不足
6.针对问题的处理措施
7.明年的发展计划与预算
（四）教学方法和手段

教学案例分析（介绍公司业绩），任务型教学（理解描述图形图表的基础词汇），课堂小组学习（公司业绩表达）

第九单元：交易会
（一）目的与要求

理解商品交易会的概念；

掌握怎么样参与商品交易会，在商品交易会上建立贸易关系的方法。

（二）教学内容：

Part I Warm-up

China import and Export Fair (Canton fair), China Hi-Tech Fair, Bejing international Automotive Exhibition, etc.

Kitchenware & tableware, general ceramics, home decorations, glassware, foodstuffs, native products, medicines & health products, sporting, travel & recreation products, office supplies, shoes, cases & bags, furniture, etc.
See a variety of goods.
Compare goods of different brands.
Collect useful information such as catalogs, price lists, etc.

Visit potential business partners.

Place orders.
Part II Listening and Speaking

Divide the class into small group, with at least one student who have ever attended a trade fair in each group.

Show pictures of trade fairs in different cities of the world.

Give Ss a few minutes to exchange their experiences in a trade fair.

Choose a few Ss to report their experiences in a trade fair.

Part III Language Focus

Part IV Viewing and Speaking 

Video 1 Exhibiting at trade fairs

Video 2 A trade fair interview

Part V Case Analysis

    Research and Presentation

（三）思考与实践

参加交易会能给公司带来什么？个人品质教育、诚信教育、团队精神教育

1、展览会期间，除与客户洽谈商务外，应坚持站立参展。因为展览会期间坐在展位上，给买家与专业观众留下不想被人打扰的印象。买家与专业观众产生这种印象后，他们就会感觉你对潜在客户不够重视与热情。因此，会影响他们的对企业产品及相关服务的选择。
2、参展商在有限的展位空间，不应看闲书与报刊。应充分把握机会引起对方对企业与产品的注意，吸引买家与专业观众停下来，对企业与产品进行咨询，精神饱满地回答有关问题，提升他们的信心。如你在看报纸或杂志，机会也就因此从身边流失。
3、展会上应杜绝随意吃喝现象。因为，这种粗俗、邋遢和事不关己的表现会使所有潜在客户对参展企业产生极差的印象，继而影响他们对参展商的企业文化、管理水平、员工素质、产品质量的评估，导致对企业与产品的不信任。
4、关注与发现每一个潜在客户是参展商参展的重要目标。应竭力避免怠慢潜在客户的行为，哪怕是几秒钟。显而易见，谁都不喜欢有被怠慢的感觉。如你工作正忙，不妨先与客户打个招呼或让他加入你们的交谈。如你在与参展伙伴或隔壁展位的人谈话，这时应自觉立即停止。
5、参展期间，要注意打手机的方式与时间。不恰当的电话，每一分钟都会相应减少与潜在客户交流的时间。从而直接影响企业在展会上的业务目标。在展会上，即便只能找到一个好的潜在客户，也是一种成功。而不恰当打手机，往往可能会使你与客户失之交臂。
6、 展会上发资料要注意合适的方法。首先宣传资料费用不菲，更何况企业不乐意将成本很高的宣传资料白白流失在人海中。怎样才能将价值不菲的信息送到真正需要的 潜在客户手上呢？邮寄，便是一个较好的方法。在展会上，你可告诉潜在客户，无意让他带太多宣传品，加重他的行程负担。展会后，你会按他要求的材料寄给他。 这样做参展商可以一举多得：既表明参展商的专业性；同时又可以用信跟进的方法，加深印象；也有好的理由做电话或EMAIL的系列追踪。
7、统一服装,穿着要得体大方,不得穿不适宜的衣服参展,另外要注意个人素养,不得大声说笑打闹,对客户要彬彬有礼,不得有随地吐痰,挖鼻子,挠头,乱扔垃圾等不雅举动,因为在外面你代表的不仅是你个人,更是整个公司的形象!

（四）教学方法和手段

教学案例分析（参与商品交易会及在其中做成交易），任务型教学（商品交易会的相关词汇），课堂小组学习（在商品交易会上建立贸易关系）

第十单元：询盘                

（一）目的与要求

了解买方或买方对于所要购买或出售的商品向另一方作出的询问的询价基本词汇；

掌握怎么去询价，怎样回答询价﹑报价申请及报价的表达方式。

（二）教学内容

Part I Warm-up

Divide the class into small groups.

Give Ss a few minutes to exchange ideas and put together a group answer.

Have a few group representatives to report their answers in class.

See if other groups have something to add.

Part II Listening and Speaking

     A brief introduction to inquiries

Part III Language Focus

Ask Ss to swap roles and role-play again.

If time permits, ask one or two pairs to perform the dialogs in class.

Give comments and suggestions for improvement.

Part IV Viewing and Speaking 

     Video1 Inquiring about price

     Video2 Commission in business

Part V Case Analysis

Divide the class into groups of four.

Ask Ss to exchange ideas with group members and then role-play in pairs the possible negotiation between the seller and the buyer.

Walk around the classroom and provide assistance if needed.

Invite three group representatives to present their answers to three questions respectively.

Summarize Ss’s points of view and give comments and suggestions for improvement on their role-plays.

（三）思考与实践

如何询盘、报盘与还盘？个人品质教育、诚信教育、团队精神教育

在同买家询盘回复时要注意的事项：
1. 回复快速
2. 答案清晰：一般首次询盘肯定会问价格，回答的具体点，比如收款方式，最少订单量，FOB 或CIF 或客户要求的价格，起运港和到岸港，预计生产时间，以及包装之类的，还有客户的其他问题
3. 留有余地：数量大价格放低，数量小价格抬高，控制一个合理的讨价还价空间，这个自己把握
4. 语言简洁明了，语法正确，拼写正确
通常客户不会在第一封信里就把所有的要求都交代清楚，但是如果你不直接报价而是反问他一堆问题的话，他可能就不理你了，所以在你的第一封回复里就要报一个参考价，然后问他具体要求，告诉他价格可能有变动，但是一定会提供一个合理的价格

（四）教学方法和手段

教学案例分析（询价﹑报价），任务型教学（掌握怎么去询价，怎样回答询价﹑报价申请及报价的表达方式），课堂小组学习（了解买方或买方对于所要购买或出售的商品向另一方作出的询问的询价基本词汇）

第十一单元：订购               

（一）目的与要求

了解下订单的一般过程；

掌握在进行商务谈判后下订单的商务英语表达，了解有关订单以及合同的相关事物表达：数量﹑质量﹑包装﹑运输﹑支付条件﹑保险﹑合同的持续时间﹑变更﹑中止等。

（二）教学内容

Part I Warm-up

Ask Ss to study the chart carefully.

Explain some points Ss may have difficulty with in understanding the chart.

Divide the class into pairs,

Allow Ss a few minutes to describe the chart and figure out the answer to question2.

Ask two or three Ss to share their answers with the whole class.

Give comments or corrections if necessary.

Part II Listening and Speaking

Task 2 Negotiating an order

Task 1 Order and contract

Part III Language Focus: Cancellation/Termination of contact

The buyer/seller has the option of canceling the contract.

You cannot cancel the contract without agreement.

What procedure is there if either of us want to terminate the contract？

During the trial period, we can terminate the contract with one-month prior  notice.

Part IV Viewing and Speaking 

Video2 Confirming a contract

Video1 Modifying an order

Part V Case Analysis

（三）思考与实践

个人品质教育、诚信教育、团队精神教育

产品订购合同应注意事项：1、标的；2、商品名称型号、交付时间；3、数量；4、单价和总价；5、包装形式和包装费用；6、质量要求；7、检验标准；8、交货地点；9、运输方式；10、结算方式；11、违约责任。12、其他注意事项。

（四）教学方法和手段

教学案例分析（下订单），任务型教学（订单以及合同的相关事物表达），课堂小组学习（合同签订）

第十二单元：支付条款

（一）目的与要求

了解支付的不同方法；

掌握信用证交易的过程，信用证使用的意见及建议了解公司的部门和职位设置。

（二）教学内容

Part I Warm-up

Basic methods of payment may include: cash in advance, letter of credit,   documentary draft, open account, etc.

A letter of credit (L/C) is a binding document that a buyer can request from  his/her bank in order to guarantee that the payment for goods will be transferred to the seller. In order for the payment to occur, the seller has to present the bank with the necessary shipping documents confirming the delivery of goods within a given time frame. It is often used in international trade to eliminate risks such as unfamiliarity with the foreign country, customs, or political instability.

Part II Listening and Speaking

Task Basic methods of payment

Part III Language Focus: Deferring payment

I promise we will settle our account with you next month.

We would like to request an extended payment plan.

Could you allow us a future 30 days to clean our account?

We are awfully sorry we can’t pay the total sum right now due to some financial problems.

Part IV Viewing and Speaking 

Video 1 Negotiating terms of payment

Video 2 Missing information in the letter

Part V Case Analysis

（三）思考与实践

通常国际贸易可以选择哪些支付方式？个人品质教育、诚信教育、团队精神教育

外贸出口主要的付款分为三种，信用证L/C(Letter of Credit),电汇 T/T(Telegraphic Transfer),付款交单D/P(Document against Payment).其中L/C用的最多，T/T其次，D/P较少。

（四）教学方法和手段

教学案例分析（交易中信用证作用，支付方式），任务型教学（信用证使用的意见及建议），课堂小组学习（信用证交易的过程）

第十三单元：交货
（一）目的与要求

了解支付的不同方法；

掌握交接，交货，交货日期的概念及相关话题商务英语表达；

掌握信用证交易的过程，信用证使用的意见及建议。

（二）教学内容

Part I Warm-up

The procedures involved in the delivery of goods may be: negotiating the stipulations about delivery, ensuring the production of goods, transporting the goods to the port of shipment, checking insurance and other factors in shipping, delivering the goods at the port of destination, etc.         

Concerns of the seller: production and transportation time of goods meet the requirements, shipping of goods is carried out as scheduled, etc.

Concerns of the buyer: progress of the production and shipment, inspection of the quantity, quality and other aspects of delivery, etc.

Part II Listening and Speaking

Part III Language Focus: Inquiring about delivery date

When will you ship the goods?

Is it possible for you to load our goods in June?

Requesting an early delivery

Could you please make the shipment as soon as possible?

Shipment by the middle of October will be too late for us.

The date of delivery is a matter of great importance to us.

Could you possibly bring forward the date of shipment?

The order is urgently required. Can we ask you to expedite the shipment?

As our users are in urgent need of the goods, please expedite the shipment as soon as possible.

Part IV Viewing and Speaking 

Video Settling the delivery time

Part V Case Analysis

Some of the aspects to be covered in the contract:

Time of delivery: opening time of L/C ,production time, transportation time ways of stipulating the time of delivery(fixed date or time period)…

Port of shipment: which port to choose, alternative port…

Port of destination: which port to choose, loading and unloading conditions…

Partial shipment or transshipment

Shipping documents

（三）思考与实践

影响交货时间的主要因素是什么？交货时供货商/出口商的义务分别是什么？个人品质教育、诚信教育、团队精神教育

Factors influencing the determination of delivery time include:
The date when the relevant L/C is opened.
Availability of shipping space.
Supply of raw materials.
Amount of orders to fulfill.
（四）教学方法和手段

教学案例分析（交接，交货），任务型教学（信用证交易的过程），课堂小组学习（支付的不同方法）

第十四单元：索赔和处理
（一）目的与要求

了解索赔的基本要素以及在实际工作中如何索赔；
掌握关于索赔和结算的基本词汇，辨别及了解投诉和索赔的基本要素，锻炼沟通能力。
（二）教学内容

Part I Warm-up

Reasons for most of the complaints and claims: shortage in quantity, wrong delivery, delay in delivery, wrong sizes, improper packing, etc.

First, to decide whether the complaint or claim is justified. If so, the seller has to admit it readily, express the regret and promise to settle it rightly. If the seller cannot deal with the complaint or claim promptly, acknowledge it at once, explain that the matter will be investigated and a fully reply will be sent later. If the complaint or claim is not justified, point it out politely in an agreeable manner.

Part II Listening and Speaking

Task 1 An introduction to claims

Task 2 Complaints from customers

Part III Language Focus: Make a complaint

I’ve got a complaint to make.
This is our initial order with you and we are far from satisfied.

Our order was five units short.

The goods are not up to the usual standards.

Part IV Viewing and Speaking 

Video 1: Entertaining a claim

Video 2: Refusing a claim

Part V Case Analysis

（三）思考与实践

如何处理客户投诉？个人品质教育、诚信教育、团队精神教育

客户投诉处理小技巧:
1.虚心接受客户投诉，耐心倾听对方诉说。客户只有在利益受到损害时才会投诉，作为客服人员要专心倾听，并对客户表示理解，并做好记要。待客户叙述完后，复述其主要内容并征询客户意见，对于较小的投诉，自己能解决的应马上答复客户。对于当时无法解答的，要做出时间承诺。在处理过程中无论进展如何，到承诺的时间一定要给客户答复，直至问题解决。
2.设身处地，换位思考。当接到客户投诉时，首先要有换位思考的意识。如果是本方的失误，首先要代表公司表示道歉，并站在客户的立场上为其设计解决方案。对问题的解决，也许有三到四套解决方案，可将自己认为最佳的一套方案提供给客户，如果客户提出异议，可再换另一套，待客户确认后再实施。当问题解决后，至少还要有一到二次征求客户对该问题的处理意见，争取下一次的合作机会。
3.承受压力，用心去做。当客户的利益受到损失时，着急是不可避免的，以至于会有一些过分的要求。作为客服人员此时应能承受压力，面对客户始终面带微笑，并用专业的知识、积极的态度解决问题。
4.有理迁让，处理结果超出客户预期。纠纷出现后要用积极的态度去处理，不应回避。在客户联系你之前先与客户沟通，让他了解每一步进程，争取圆满解决并使最终结果超出客户的预期，让客户满意，从而达到在解决投诉的同时抓住下一次商机。
5.长期合作，力争双赢。在处理投诉和纠纷的时候，一定要将长期合作、共赢、共存作为一个前提，以下技巧值得借鉴：
　　A、学会识别、分析问题;
　　B、要有宽阔的胸怀，敏捷的思维及超前的意识;
　　C、善于引导客户，共同寻求解决问题的方法;
　　D、具备本行业丰富的专业知识，随时为客户提供咨询;
　　E、具备财务核算意识，始终以财务的杠杆来协调收放的力度;
　　F、有换位思考的意识，勇于承担自己的责任;
　　G、处理问题时留有回旋的余地，任何时候都不要将自己置于险境;
　　H、处理问题的同时，要学会把握商机。通过与对方的合作达到双方共同规避风险的共赢目的。

（四）教学方法和手段

教学案例分析（索赔），任务型教学（学习索赔和结算的的基本词汇），课堂小组学习（投诉和索赔的基本要素）

第十五单元：营销 

（一）目的与要求

了解市场营销基本词汇及基本要素；

掌握市场营销计划制定，描述营销结果，促销产品等商务英语表达。

（二)教学内容

Part I Warm-up

Marketing involves making a communication about a product or service to encourage recipients of the communication to purchase or use the product or service. It is the process of planning and executing the conception, pricing, promotion and distribution of ideas, goods and services to satisfy customers. The marketing mix consists of the 4Ps:providing the customer with the right product at the right price, presented in the most attractive way promotion)and available in the easiest way (place).

Part II Listening and Speaking

Task responsibilities of the marketing department

Part III Language Focus: Talking about marketing plans

Whatever you want to sell, it’ll pay to do thorough market research and to test the market first.

We need to launch an intensive advertising campaign in order to improve brand awareness.

We can price our products at a lever lower than that of our competitors’ so as to gain competitive edge in this new market.

Part IV Viewing and Speaking 

Video 1 Making a marketing plan

Video 2 Promoting products

Part V Case Analysis

Divided the class into small groups.
Have each group work as a team to analyze a marking campaign for a product and identify the 4ps in the campaign.

Ask each group to put together a report their findngs and analyses.

Have each group make a presentation in class.

Encourage others Ss to raise questions on their report. PPT or handouts are preferred for the presentation.

（三）思考与实践

你的营销有多少真实性？个人品质教育、诚信教育、团队精神教育

1. 告诉访客我们是做什么的? 方案(产品)要解决的问题是什么? 执行方案后要实现多大的价值?即What?
2. 针对产品/品牌推广的问题在哪里?执行营销方案时，要涉及那些单位或地方? 即Where?
3. 为什么要提出这样的策划方案? 为什么要这样执行…… 即Why?
4. 谁负责创意和编制? 总执行者是谁? 各个实施部分由谁负责? 即WHO?
5. 时间安排如何进行? 营销方案执行过程需要花费多长时间? 即WHEN?
6. 各系列活动如何操作? 操作过程中遇到的新问题如何及时处理解决? 即HOW?

（四）教学方法和手段

教学案例分析（营销计划制定），任务型教学（了解市场营销基本词汇及基本要素），课堂小组学习（描述营销结果，促销产品）
五、各教学环节学时分配
	教学环节
教学时数

课程内容
	讲
课
	习
题
课
	讨
论
课
	实验
	其他教学环节
	小
计

	Unit 1
	1
	0.5
	0.5
	
	
	2

	Unit 2
	1
	0.5
	0.5
	
	
	2

	Unit 3
	1
	0.5
	0.5
	
	
	2

	Unit 4
	1
	0.5
	0.5
	
	
	2

	Unit 5
	1
	0.5
	0.5
	
	
	2

	Unit 6
	1
	0.5
	0.5
	
	
	2

	Unit 7
	1
	0.5
	0.5
	
	
	2

	Unit 8
	1
	0.5
	0.5
	
	
	2

	Unit 9
	1
	0.5
	0.5
	
	
	2

	Unit 10
	1
	0.5
	0.5
	
	
	2

	Unit 11
	1
	0.5
	0.5
	
	
	2

	Unit 12
	1
	0.5
	0.5
	
	
	2

	Unit 13
	1
	0.5
	0.5
	
	
	2

	Unit 14
	1
	0.5
	0.5
	
	
	2

	Unit 15
	1
	0.5
	0.5
	
	
	2

	Final Exam
	
	
	
	
	2
	2

	合计
	15
	7.5
	7.5
	
	2
	32


六、课程考核

（一）考核方式：考查
（二）成绩构成
平时成绩占比：40%    期末考试占比：60%

（三）成绩考核标准

掌握国际贸易与国际商务英语相关词汇与表达方式，尤其是是一些专业术语，并能熟练运用；
了解日常商务活动和国际商务活动的内容；
了解进出口贸易流程以及相关的步骤与环节；
具备较高的专业素养和职业道德，了解对外从业人员的责任与义务。
七、推荐教材和教学参考资源
（一）教材：《商务英语视听说3，第二版》，姜荷梅，上海外语教育出版社，2017

（二）参考教材： 

《体验商务英语综合教程》3，David Cotton, David Falvey, Simon Kent，高等教育出版社，2012
《商务英语视听说》，马龙海，李毅，外语教学与研究出版社，2009

《商务英语教程》，王晓莹，上海大学出版社，2008

《实用商务英语教程》，陈梅，北京师范大学出版社，2010

（三）参考阅读书：

《英语国家社会与文化入门》，朱永涛，王立礼，高等教育出版社， 2005年8月
《体验商务英语综合教程》4，5，David Cotton, David Falvey, Simon Kent，高等教育出版社，2012 

《体验商务英语视听说教程》，高等教育出版社，2012

（四）网络资源：
普特英语听力论坛    http://www.putclub.com
蝙蝠英语学习网      http://www.binvor.com 

英语学习方法和资源  http://www.hrexam.com/methods1.htm
旺旺英语学习网      http://www.wwenglish.com
听力特快            http://61.153.45.46/
八、其他说明   
本课程致力于提高学生的英语表达能力，以便在将来的商务工作中能够运用自如地和国外同行顺利沟通交流。在课堂上，要求学生积极配合老师，认真听课，并用英语积极参与课堂讨论；在课下，要求学生能够认真完成作业，做好课前预习及课后复习，并且按照布置的训练项目，大量进行课外训练以及参加一些社会实践。
大纲修订人：刘凌                       修订日期：2021年12月

大纲审定人：刘江                       审定日期：2021年12月
