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	Imagine you are going to hold a conference for your company. You call the conference center to make a booking. Use the ideas below to make a polite conversation.
1. Greet the agent. Tell him/her that you want to make a booking for your company
2. Listen and answer the questions from the agent. 
· Number of rooms: 1
· Type of rooms: for 50-70 people
· Date: July 12th - afternoon
· Tea break: from 15:00-15:30
· Lunch: no
3. Tell him/ her that you want to ensure:
· Air - conditioner in the conference room
· Good projector
· Fruits and fruit juice are included in the tea break
4. Listen and answer the questions from the agent (if any)
5. Thank the agent and close the conversation.
	Imagine you are an agent in conference center. Your customer is going to call you to make a booking. Use the ideas below to make a polite conversation.
1. Greet the customer. Ask him/her what you can help him/her
2. Ask for information 
· Name 
· Number of rooms
· Type of rooms
· Date
· Tea break
· Lunch
3. Ask him/her if there is anything special he/she wants. 
4. Take note and tell him/ her that his/her requirements would be noticed.
5. Confirm the booking with the customer and close the conversation.


	Your topic:  FAMILY
You are going to listen to and answer 3 questions about the topic from the examiners.
	Your topic:  HEALTH
You are going to listen to and answer 3 questions about the topic from the examiners.
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	Imagine you are calling an agent in customer service department of a company to complain their products. Use the ideas below to make a polite conversation.
1. Greet the agent. Tell him/her that you want to make some complaints about the product.
2. Listen and answer the questions from the agent. Remind him/her that you bought a washing machine last Sunday
3. Tell him/ her about the problem: 
· The machine shakes fiercely when working.
· After finish working, the machine does not automatically turn off.
4. Tell him/ her that you need the machine every day, so you want it to be fixed immediately.
5. Thank the agent 
6. Close the conversation

	Imagine you work in a customer service department. Your customer calls you to complain something. Use the ideas below to make a polite conversation.
1. Greet the customer. Ask him/her what you can help him/her
2. Ask for and check the information of the product he/she bought
· Name 
· Type of product
· Date:
3. Apologize and ask him/her what the problem is.
4. Tell him/ her that if the problem may be the error of the producer. The company will send a technician as soon as possible.
5. Calm the customer down and promise to send a technician right in the afternoon.
6. Confirm the address with the customer and close the conversation


	Your topic:  MUSIC
You are going to listen to and answer 3 questions about the topic from the examiners.
	Your topic:  LOVE
You are going to listen to and answer 3 questions about the topic from the examiners.
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	Imagine you are calling to make arrangement for the next meeting, but your partner is out, so you leave a message for him/her. Use the ideas below to make a polite conversation.
1. Greet the partner. Tell him/her that you want to talk to Ms. Kim.
2. Tell him/ her that you want to set an urgent meeting with Ms. Kim at 4:00 p.m. this afternoon about the new project. 
3. Listen and answer the questions from the agent (if any). Add that you would be grateful if Ms. Kim could prepare the contract in advance.
4. [bookmark: _GoBack]Thank the partner.
5. Close the conversation

	Imagine you receive a call from a customer. He/she wants to talk to your colleague but he/she is out. You answer the phone and take the message. Use the ideas below to make a polite conversation.
1. Greet the partner. Ask him/her what you can help him/her
2. Tell him/her that Ms. Kim is out for business and not coming back until lunchtime.
Ask if he/she want you to take the message.
3. Ask for and note the information 
· Name:
· Cell phone number:
· Message:
4. Promise to pass the message and close the conversation.


	Your topic:  FILM
You are going to listen to and answer 3 questions about the topic from the examiners.
	Your topic:  RELATIONSHIP
You are going to listen to and answer 3 questions about the topic from the examiners.
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