UBND THÀNH PHỐ HỒ CHÍ MINH	 CỘNG HÒA XÃ HỘI  CHỦ NGHĨA VIỆT NAM 
         TRƯỜNG CAO ĐẲNG                                      Độc lập - Tự do - Hạnh phúc
 LÝ TỰ TRỌNG TP. HỒ CHÍ MINH

ĐỀ THI KẾT THÚC HỌC PHẦN LÝ THUYẾT
 HỌC KỲ:  I 		NĂM HỌC:  2018 – 2019
	
	Bậc đào tạo: Cao Đẳng
	Học phần: Tiếng Anh Điện thoại
	Lớp:  17C1-_________   Ngày thi:  ____ / ____ / 2018 
	Thời gian thi: 60 phút (không kể thời gian phát đề)
Mã đề
 712


· Thí sinh không được sử dụng tài liệu, nộp lại đề sau khi thi
· Bài thi này gồm 40 câu, mỗi câu 0.25 điểm. 
Choose the best answer A, B, C or D to fill in each blank: 
Put the words in the right order to make sentences from a phone call. (2marks)
1. me / pen / get / let/ a / . 
A. A pen let me get. 	B. Let me get a pen. 		C. Let get me a pen.	D. Get me a pen let	
2. call / Jonathan / shall / ask / you / back / I / to / ?
A. Shall I ask Jonathan to call you back? 		B. I ask Jonathan to call you back?
C.  Shall Jonathan ask me to call you back? 		D. Shall I ask you to call Jonathan back? 
3. 3456390 / reach / you / me / ./  can  /on 
A. You can reach on me 3456390.			B. On 3456390 you can reach me.
C. You can reach me on 3456390. 			D. You can reach on 3456390 me.
4. already/  sent/  he / the / told /  letter /  me / had /  that/   he / . 
A. That he had already sent the letter he told me. 	
B. He told me he had already sent the letter.
C. He told me that the letter he had already sent. 	
D. He told me that he had already sent the letter. 
5. afraid / here/ I’m / the/ isn’t/ at/ moment/ Jonathan/ .
A. I’m afraid Jonathan isn’t at the moment here.	
B. Jonathan isn’t afraid I’m here at the moment.
C. I’m afraid Jonathan isn’t here at the moment.	
D. I’m afraid at the moment Jonathan isn’t here.
6. message / like /  him / leave / would / to /  a / for / you /?
A. Would you like to leave for him a message?	B. You would like a message for him to leave.
C. You would you like to leave a message for him. 	D. Would you like to leave a message for him? 
7. Number / he / does / your /have / ?
A. Do you have his number?				B. Does he have your number? 
C. Does your number he have?			D. He does have your number?
8. gets /I’ll /your / make / Jonathan  / message /sure / .  
A. I’ll make sure Jonathan gets your message.
B. I’ll make Jonathan gets sure your message.
C. I’ll make sure your message Jonathan gets
D. Jonathan gets your message I’ll make sure.

Complete the sentences with suitable prepositions. 
9. This is Adam Gray calling ___________ Stefanie Renner.
A. in 			B. to 			C. forward			D. for
10. I’m calling ______ the email you sent me yesterday.
A. for			B. to 			C. about			D. at
11. Unfortunately no one is available to take your call____________ the moment.
A. at			B. in			C. on 				D. with
 Please leave a message _(12)____ the beep or send us a fax (13)____ 98674826.
12. A. at		B. before		C. after				D. in
13. to 			B. on 			C. in 				D. with
I’ll be _(14)____ the office _(15)____ 5 p.m. today if you want to call me.
14. A. on		B. in 			C. of				D. far
15. on 			B. in 			C. before			D. after
16. Maybe you can get back ______ me.
A. to 			B. for			C. about			D. on
17. I have a question _______ your products.
A. of 				B. into 		C. from			D. About
18. Would you like me to _________ that for you?		 – 	A-N-N-A
A. say				B. tell			C. spell			D. speak
19. How does that _______?
A. like				B. sound		C. look			D. seek
20. My name’s John Ellis. I’m ________ from Retex Plc.
A. calling			B. talking		C. saying			D. telling
21. Let me read that ______ to you.
A. back			B. for			C. again			D. next
22. I’m afraid Fred’s line is _______. 
A. busy			B. engaged		C. none is correct.	D. A&B are correct.
23. Can you give me your number again, __________ I don’t  have it?
A. just in case		B. just about		C. on the case		D. because of  
24. I’m tied _________ all day. 
A. on				B. of			C. off				D. up
25. I’ll _________ she gets your message.
A. do sure			B. make sure		C. do exactly			D. make exactly
26. I left a message on your _________.
A. answer machine		B. reply machine	C. answering machine	D. replying machine
27. We need the parts very ________.
A. urgent			B. urgently		C. agent			D. Agency
28. How ________ Wednesday morning?
A. in				B. on 			C. at 				D. About
29. Jonathan ________ that he was going to the trade fair.
A. said			B. told			C. talked		D. A & B are correct.
30. Shall I put you ______ to her?
A.  straight			B. through			C. up			D. in
31. What’s the problem _________?
A. exact			B. exactness			C. exactly 		D. excitingly
32. [bookmark: _GoBack]It’s about our meeting. Something has come ______.
A. up				B. on				C. in 			D. through
33. Another word for understand:   Sorry, I didn’t ________ that.
A. know			B. do 			C. make 			D. catch 
34. Just let me know if _________ anything else i can do for you.
A. it’s				B. it was		C. there’s			D. there was
35. Another word for very pleased: I’m _______ to hear that. 
A. embarrassed 		B. delighted			C. exhausted		D. confused
36. Sorry, can I ________you there?
A. say				B. speak			C. interrupt		D. repeat
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. 
Choose 4 tips for dealing with complaints: 37___	38.____ 	39. ______	40. _______

37. 
A. Accept personal responsibly.			B. Refuse personal responsibly. 
C. Accept personal responsibility. 		D. Refuse personal responsibility.		
38. 
A. Get immediate action.				B. Take immediate action.	
C. Make immediate action. 			D. Do immediate action. 

39. 
A.  Take each complaint simply.			B. Take each complaint completely.	
C. Take each complaint seriously. 		D. Take each complaint easily.
40. 
A. Listen to your customers and show them you understand what they are feeling.  
B. What they are feeling you understand and listen to your customers carefully.		
C. Listen to your customers show them what they are feeling and you understand. 
D. Show them you understand what they are feeling and listen to your customers.
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