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ĐÁP ÁN MÃ SỐ ĐỀ 711A &712A
1. Hướng dẫn làm bài 
Sinh viên không được sử dụng tài liệu khi làm bài; Sinh viên viết câu trả lời trên giấy làm bài, nộp lại đề.
2. Nội dung đề thi 

ĐỀ 711A PHẦN I. VÀ ĐỀ 712A PHẦN II:  Put the words in the right order to make sentences from a phone call. (2marks)
1. I’m afraid Jonathan isn’t here at the moment.
2. Would you like to leave a message for him?

3. Let me get a pen. 

4. Shall I ask Jonathan to call you back?

5. Does he have your number?

6. I’ll make sure Jonathan gets your message.

7. You can reach me on 3456390.

8. He told me that he had already sent the letter.
ĐỀ 711 A PHẦN II VÀ ĐỀ 712A PHẦN III: Complete the sentences with suitable prepositions. (2marks)
1. at (the moment.)
2.  after (the beep) …. on….

3. for…

4. about

5. to 

6.  in (the office) … until


ĐỀ 711A PHẦN III. Choose the best answer A, B, C or D to fill in each blank: (4marks)
	1D
	2A
	3D
	4C
	5B
	6A
	7B
	8C
	9D
	10B

	11B
	12C
	13B
	14C
	15A
	16D
	17A
	18B
	19D
	20D


ĐỀ 712A PHẦN I: 
	1C
	2B
	3A
	4C
	5D
	6A
	7B
	8D
	9D
	10D

	11A
	12D
	13C
	14D
	15B
	16B
	17C
	18B
	19C
	20A


ĐỀ 711A VÀ 712A PHẦN IV. Write: (2marks) 
Dealing well with complaints shows how important customer care is for your company. It shows that you listen to your customers, that you want to learn from your mistakes, and that you are continually trying to improve your services. 

Now write at least 5 tips for dealing with complaints: POSIBLE ANSWERS: trả lời 5 trong số 7 câu bất kỳ sau đây sẽ được điểm tối đa 2 điểm. MỖI CÂU SAI NGỮ PHÁP HOẶC TỪ VỰNG LỖI CHÍNH TẢ SẼ KHÔNG CHO ĐIỂM.
1. Take each complaint seriously 
.


2. Listen to your customers and show them you understand what they are feeling. 


3. Admit that mistake has been made and say sorry. 


4. Accept personal responsibility. 


5. Take immediate action.


6. Offer compensation. 

7. Thank the customer for making the complaint.
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