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www.dutpgz.cn
 Negotiation
 In international trade, a complaint is an expression of displeasure or dissatisfaction because the exporter or importer fails to perform what have been stipulated in the contract or agreement. Arbitration is a procedure in which the dispute is submitted by agreement of the parties to one or more arbitrators who make a binding decision on the dispute. When a trade dispute arises, arbitration is a preferred alternative instead of litigation.
 Lead-inText A
 Text B
 Real Life Practice
 Practical Writing
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 Lead-in
 Listening Spot Dictation
 1. Listening
 Part 1 Listen to five short dialogues and choose the best answer to each question.
 1. What’s wrong with the chocolates? A. They are broken to pieces.　 B. They are delivered to the wrong place.　 C. The packages of them are damaged. 　 D. They are not up to the required standards.
 2. What happens between the two companies? A. They have developed the ways to solve the problem. 　 B. The delivered products are departed from the quality requirement.　 C. They haven’t settled the price.　 D. An incomplete delivery happens.
 A( )
 D( )
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 Lead-in 3. What does the man think about the reason of the broken packages? A. Deficient packing.　 B. Inadequate quantity.　 C. Careless handling. 　 D. The product itself.
 4. What’s the suggestion of the man? A. Try to prevent day lilies from the further damage. 　 B. Give notice to the corporation which is responsible for the problem immediately. 　 C. Throw away the bad day lilies at once.　 D. Tell the supervisor to ask for the solution right away.
 5. Why hasn’t the woman got the goods on time? A. Because the shipping is postponed.　 B. Because of the weather conditions.　 C. Because the goods are in short supply.　 D. Because some of the formalities haven’t been attended to.
 A( )
 B( )
 B( )

Page 5
						

www.dutpgz.cn
 Listening
 1 2 3 4 5
 1. W: Hello, May I speak to Mr. Lee please? M: Speaking… W: This is Susan from Best Foods Corporation. We have received the chocolates you shipped to us last week, but they all arrived in bits and pieces….. M: Er…could you tell me your order number? W: It’s 32…
 2. W: Good morning, US Machinery Company. M1: Morning, Could you put me through to Mr. James? W: Hold on please. M2: Hello… W: Hello, this is Julia Wang, from Dongfang Trading Company. We have received your canned sardine. But there are 1000 tins missing, and I would like you to find a way to solve the problem…
 3. W: Nice to see you, Bob. I’m here to investigate the matter of your claim for the breakage of the packages. M: Since we have sent you a claim notice, there is no doubt t hat you know the details of our claim. W: You said that nearly 20% of the packages had been broken. M: Yes, we think it was clearly due to improper packing…
 4. M: Mary, what’s wrong with these day lilies? W: Two thousand bags of them delivered to us yesterday have gone bad. M: You’d better inform ABC Import and Export Corporation of the problem as soon as possible.
 5. W: Hello, Mr. Smith, We haven’t received our goods under the contract number 12003. Is there anything wrong with the delivery? M: Wait for a moment. I will check it…er, I am afraid that it
 will be delayed because of the bad weather. I am terribly sorry for the inconvenience brought to you…
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 Lead-in
 1. What does the PAIR stand for?
 __________________________________________________
 2. What should NOT be included when investigating complaints?
 A. What should be done? B. What happened? C. Why did they happen? D. How did they happen?
 3. What does the word “placate” mean in the passage? A. Notice. B. Please.
 C. Verify. D. Comfort.
 Part 2 Listen to the short passage and answer the following questions.
 PAIR stands for placate, attend, investigate and resolve.
 (
 )
 A( )
 D( )
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 Lead-in
 There are a number of processes that have been developed over the years to help deal with complaints, one of which is the PAIR standing for placate, attend, investigate and resolve.
 Placate: listen, empathize, respond with concern, get the customer to a
 point where you can discuss the matter. Attend: Listen to the complaint. Show that you are interested in resolving the complaint and that it is important. Take down the
 information that the customer gives you. Ask questions. Tell the customer how you intend to follow up and get the matter fixed. Investigate: Investigate circumstances, details of the incident. Actively seek answers. Try to find out what went wrong and why. Resolve: decide on action to take. Discuss your findings with the customer and work together on a suitable way forward.
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 Spot Dictation
 2. Spot Dictation
 Listen to the dialogue and fill in the blanks with the missing information.
 1. ____________________________ is always a main cause of complaints.
 2. _____________________________________, the buyer may cancel the order, and there may be a great loss to both the supplier and the buyer.
 3. When making a settlement of a complaint, first treat it seriously and then ____________________________________.
 4. Arbitration is an important way to ____________________________.
 5. In arbitration, ____________________________ in a dispute, and makes a decision to resolve it.
 The wrong delivery of goods ( )
 If the delay in the shipment is very long( )
 investigate the whole matter carefully( ) settle economic disputes without
 court proceedings.
 (
 ) an independent third party
 considers both sides (
 )
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 Text A
 New Words and Expressions
 Reading
 Comprehension
 Vocabulary
 Translation
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 New Words and Expressions
 arbitration n. 仲裁，公断 inevitably ad. 不可避免地 discrepancy n. 差异 , 不一致 timeframe n. 时间表 priority n. 优先事项，首要事情 swift a. 快的 , 迅速的 litigation n. 诉讼 , 起诉 submit v. 提交 defense n. 答辩；辩护 tribunal n. 裁判所；特别法庭
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 Reading
 Read the passage and answer the following questions.
 1. Why do complaints arise inevitably in international trade?
 2. How could the complaints be settled?
 Various reasons such as more or less quantity delivered, wrong goods delivered, poor packing, inferior quality, delay in shipment, discrepancy between the samples and the goods which actually arrived, etc. can cause complaints.
 (
 )
 For justified complaints, there are five steps to take: listen, respond, decide on action, take action and follow up. While for the unjustified ones, we should first inform the people who made the complaints of that you have received it and it is unreasonable. You are not responsible for that but you can provide suggestion for him/her. Sometimes, even you have to compromise and make partial adjustment.
 (
 )
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 Reading
 3. Why are complaint resolutions beneficial to the management of a company?
 4. What is “arbitration”? Could you give a brief explanation of it?
 5. Arbitration or litigation, which one is better for handling the disputes in foreign trade? Please give the reason(s) of it.
 Help to find out the problems that exist in the company and improve the management.
 (
 )
 The hearing and determination of a case in controversy by a certain third part.
 (
 )
 Arbitration which is fair, swift and economical is better than litigation in foreign economic disputes.
 (
 )
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 Reading
 Complaints and 1 　　 During the process of international trade, sometimes complaints
 inevitably arise in spite of the careful performance of a contract by the exporter or importer. They are likely to be caused by various reasons such as more or less quantity delivered, wrong goods delivered, poor packing, inferior quality, delay in shipment, between the samples and the goods which actually arrived, etc.
 In accordance with specific conditions, complaints may be made to the exporter, importer, insurance company or shipping company. It is important and necessary for a good manager to hear about every complaint his customers have.
 投诉与仲裁 国际贸易实务中，无论进出口商如何小心的履行合同条款，投诉的发生有时候还是无法避免的。原因是多种多样的，例如发货数量的误差，发货错误，包装不善，质量低劣，装运的延误，实际到货与样品不符等等。
 根据实际情况，可能投诉出口商，进口商，保险公司或船运公司。对于一个好的管理人员来说，倾听每位顾客的投诉是非常必要的。
 Arbitration
 n. the hearing and determination of a dispute 仲裁 , 公断 Arbitration is only the last resort. The place to carry out the arbitration could be chosen by the parties.
 arbitration rules 仲裁规则arbitration proceedings 仲裁程序arbitration tribunal/court 仲裁法庭
 ( )
 ad. in such a manner as could not be otherwise 不可避免地 The date of arrival will be inevitably influenced by the unexpected bad
 weather. The initial investment is inevitably needed to start your own business.
 evitable a. 可避免的inevitable a. 不可避免的 ; 无法避免的 ; 必然 ( 发生 ) 的
 discrepancy
 n. a conflict or variation 差异 , 不一致 , 矛盾 There is a discrepancy in the two report of the accident.
 discrepancy report 不符报告discrepancy sheet 订正表

Page 14
						

www.dutpgz.cn
 Reading
 Only when a complaint has been expressed can the appropriate corrective action be taken. Without customer complaint management often assumes that everything is okay. Complaint information needs to be used not only to reach an effective solution for the complaining customers but also to improve processes ， products and services to prevent the same grievance from arising out of future customers.2 A customer complaint resolution process is a formal procedure to log, investigate, and resolve any customer dissatisfaction or problems. The aim of such a process is to turn a dissatisfied customer into a satisfied one.
 只有这样，才能采取恰当的措施改善企业管理。没有顾客投诉，管理层就会认为一切运作正常。投诉所反应的情况不仅要用于有效解决投诉而且要用来改善处理机制，提高产品和服务的质量以防止将来顾客会有同样的抱怨。
 顾客投诉的处理程序就是记录，调查，解决顾客不满和问题的正式过程。投诉处理的目的就是要让不满的顾客满意。
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 Reading
 In real practice, you will find that some complaints are completely justified, however, others are unjustified. When you deal with the former, there are five steps for you to follow:1. Listen: Be open-minded. Remember this is not a personal complaint against you. 2. Respond: Show concern and empathy and apologize for any inconvenience. Remember the customer may be embarrassed about complaining — put yourself in their own position. 3. Decide on action: What factors will influence you here — the justice of the complaint or the company’s policy?
 在实际操作中，你会发现有些投诉是完全合理的，而有些则是不合理的。处理合理投诉有五个步骤：1. 倾听：要虚心。记住这并不是针对你个人的投诉。2. 回应：表现出你的关心和同情，对所带来的不便表示歉意。记住顾客在投诉时也许会觉得尴尬，设身处地地站在他们的位置想想。3. 做决定：什么会影响你的决定？是公正的对待合理投诉还是公司的政策？

Page 16
						

www.dutpgz.cn
 Reading
 4. Take action: Act promptly. The complaint only gets worse if it is left for any length of time; try to resolve in the shortest timeframe as possible as the complaint is a .
 5. Follow up: Confirm that the problem has been solved and the customer is happy.
 3 Although most complaints come from customers who believe that their complaints are justified, there are still rare occasions when complaints are not justified. There are also five points for you to observe when settling the unjustified complaints:
 4. 采取行动：立即行动。拖得越久，情况只会越糟。投诉的处理是首要的，要尽快解决。5. 跟进：要确认问题确实已经解决，顾客确实满意了。
 虽然大部分的顾客都认为他们的投诉是合理的，但仍然会有极少数情况顾客的投诉是合理的。处理不合理投诉的时候，同样有五点可以借鉴：
 priority
 n. the condition of being prior 先，前；优先 You must give the complaint resolution priority.
 priority application 优先申请权priority of mortgage 抵押优先权priority of air mail 航空邮包优先发运prior a. 在前的，更早的；优先的
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 Reading
 1. Tell the customer that you have received his/her complaint. 2. Tell the customer politely that the complaint or claim is not justified. 3. Explain why you are not responsible for the problem. 4. Be helpful in offering assistance or suggestions. 5. If possible, be cooperative in compromises or partial adjustments.4 No matter whether it is justified or unjustified, it is important to
 remember that once disputes arise, it is advised that arbitration which is fair, swift and economical is better than in settling foreign economic disputes. There are specific proceedings for taking action for arbitration:
 1. 通知顾客你已经了解了投诉内容。2. 礼貌地告诉顾客他 ( 她 ) 的投诉或索赔是不合理的。3. 解释为什么你们不需要对所投诉的问题负责。4. 提供帮助和建议。5. 如果可能的话，要愿意做出让步或在一定程度上解决问题。
 不论投诉是合理还是不合理的，重要的是要记住，一旦争议出现，比起诉讼，仲裁这种公平，有效，经济的方式在对外经济纠纷处理上更被建议使用。仲裁有其特定的程序：
 ___
 a. fast; prompt to act or respond 快的 , 迅速的 , 敏捷的 As a newly comer, he is swift and smart.
 swift horse 千里马swift footed 脚步快的swift handed 手快的
 litigation
 a. of a considerable size or value 巨大的；大量的；有价值的 The man incurred substantial losses during the stock market crash. The existence of substantial invisible income suggests that the income
 distribution system should be standardized.substantial cost differentials 巨大成本差额substantial increase 大幅度增长substantial labour surplus market 劳动力大量剩余市场
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 Reading
 1. Application: A written application should be . 2. Acceptance: After the application and its attachments are received, the Arbitration Commission shall examine and accept those measuring up to the given requirements. 3. and Counterclaim: The respondent shall submit his written defense, the statement of counterclaim and other relevant documentary evidence within the required time. 4. Composition of the Arbitration : The arbitration tribunal may be composed of three arbitrators or of a sole arbitrator. 5. Hearing: If the oral hearings are unnecessary, the award could be made based on the documents only. 6. Award: An arbitral award should be made on the basis of facts, in accordance with the law and the terms of the contracts, with reference to international practices as well as in compliance with the principle of fairness and reasonableness. In any case, the award is final and binding on both parties.
 1. 申请：必须提交书面申请。2. 接受：在收到申请及其附件后，仲裁委员会会核查并接受其中符合要求的申请。
 3. 辩解和反诉：在规定时间内，被告可以提交自己的书面辩解，反诉声明和其它相关文件证明。 4. 仲裁法庭的组成：仲裁法庭可能有三名或一名仲裁官。
 5. 听证：如果口头听证没有必要的话，裁决会在所提交的文件基础上做出。6. 裁决：仲裁的裁决应该以事实为基础，与法律和合同条款相一致，符合国际惯例，同时要不违背公正合理的原则。无论如何，裁决是最终的，对仲裁双方具有约束力。
 submitted
 vt. hand over formally ； to state, contend, or propose deferentially ； to yield (oneself) 提交；主张，认为，建议；服从 He has submitted all the required documents for the customs clearance before going through
 the customs. The seller submitted to the wishes of the customer and changed the shoes. The company submitted a case to the court. submission n. 屈从；降服； 提议；建议；提交
 Defense
 n. a defendant’s answer or plea denying the truth of the charges against him 辩解 The respondent is collecting the materials for the defense of his
 innocence.
 Tribunal
 n. a court of justice or any place where justice is administered 法庭，裁判所 The tribunal will convene tomorrow.
 tribunal clerk 法庭书记员administrative tribunal 行政法庭temporary tribunal 临时法庭
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 Comprehension
 Part 1 Choose the points of dealing with justified complaints or unjustified complaints from the box below.
 1 ． Consider the whole matter attentively and make the decision on what action should be taken.
 2 ． Dispose of the complaint efficiently.
 3 ． Inform the customer of his/her unreasonable complaint euphemistically.
 4 ． Give ear to the complainant and look at the whole thing objectively.
 5 ． Acknowledge your receipt of the complaint.
 6 ． Make your customer clear that why you have no responsibility for the whole thing.
 Part 1 Part 2
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 Comprehension
 7 ． Shift your focus from your interests to the customer. Put yourself in the place of him/her.
 8 ． If necessary, make some concessions to end the conflict.
 9 ． Show your willingness to provide help to the complainant.
 10 ． The complaint isn’t adjusted until the customer is satisfied.
 Points of dealing with justified complaints:
 ______________________________Points of dealing with unjustified complaints:
 ____________________________
 4, 7, 1, 2, 10( )
 5, 3, 6, 9, 8( )
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 Comprehension
 Part 2 Complete the following chart with the missing specific proceedings of arbitration as described below.
 6
 1. The organizational structure within the Arbitration Tribunal should be established.2. The accused has the right to deliver defensive materials.3. Submit the written application and necessary files.4. The oral hearings or the documents only.5. Accept the request up to the given standards.6. An arbitral award should be made.
 3( )
 5( )
 2( )
 1( )
 4( )
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 Vocabulary
 Part 1 Complete the sentences with the following expressions.
 dissatisfaction fair respondent necessary basisjustified priority counterclaim reason composed resolve arbitrator
 1. Constant improvement of the management in a company could be on the __________ of complaint adjustment.
 2. The Consumer Council of Hong Kong S.A.R. has made a commitment to give __________ to tourist complaints.
 3. Handling of customers’ ____________ should be efficient and economic.
 4. It should be equitable and __________ when customers have complaints.
 Part 1 Part 2 Part 3 Part 4
 basis ( )
 priority( )
 dissatisfaction( )
 justified( )
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 Vocabulary
 5. The Arbitration Tribunal should be _____________ of qualified umpires.6. The defendant ___________________ for loss and damage in respect of a
 machine sale to him by the plaintiff.7. An arbitral award should be open, __________ and just.8. The defendant and the plaintiff have the right to debate and __________ for
 themselves in tribunal.9. __________ should possess certain moral integrity and professional ethics.10. There are a lot of ways to __________ international trade disputes.11. Party in the Arbitration Tribunal means a complainant or a
 __________.12._____________conditions should be satisfied when settling the disputes in the way of arbitration.
 dissatisfaction fair respondent necessary basisjustified priority counterclaim reason composed resolve arbitrator
 composed( )counterclaimed( )
 fair( )reason( )
 arbitrator( )resolve( )
 respondent( )Necessary( )
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 Vocabulary
 Part 2 Match the expressions on the left with the explanations on the right.
 1.trbunal A.complaint,unsatisfactory
 2.grievance B.A period of time especially with respect to some action or projects
 3.litigation C.To carry on a legal contest by judicial process
 4.award D.A claim brought by a defendant against a plaintiff in a legal action
 5.application E.To give by a judicial decree or after careful consideration
 6.Timeframe F.A person who is chosen to settle a dispute
 7.counterclaim G.A form used in making a request
 8.arbitrator H.A type of court with the authority deal with a particular situation or problem
 H
 A
 C
 E
 G
 B
 D
 F

Page 25
						

www.dutpgz.cn
 Vocabulary
 Part 3 Complete the sentences with the following expressions. Change the form where necessary.
 turn... into... measure up to in accordance withfollow up on the basis of in any case in spite of prevent... from...
 1. Proper handling of disputes could ________ the conflict ________ peace.
 2. All the steps of arbitration settlement should ______________ the required procedure.
 3. _______________, the methods chosen to resolve disputes should take customers into the prior consideration.
 4. Most of unjustified complaints could be settled down at last ____________ every difficulty.
 turn into
 ( )
 measure up to( )
 In any case( )
 in spite of( )
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 Vocabulary
 turn... into... measure up to in accordance withfollow up on the basis of in any case in spite of prevent... from...
 5. Arbitration __________ both parties in a dispute ________ litigation in court and process it peacefully.
 6. The whole handling process should not be ______________ until the whole thing is completed.
 7. Judgment should be rendered ________________facts.
 8. Arbitral award should be given ____________________ the required principles.
 Prevents from( )
 followed up( )
 on the basis of( )
 in accordance with( )

Page 27
						

www.dutpgz.cn
 Vocabulary
 A good customer service manager should be conscientious in the performance of his or her duties, an important one of which is to satisfy customers and collect 1__________ from them. As 2_____________ and conflicts arise 3__________, how to solve them 4__________ and economically within the shortest 5__________ is a great challenge for the customer service manager. High efficiency in handling the problems is of the first importance. For one thing, it shows that the company weighs their customers and for another highlights the effectiveness and efficiency of the company. Only when there is no further complaint going on can the settlement be completely accomplished. After adjusting the dispute, the customer service manager should collect the questions and advice about the products and services offered by the company and the ideas of the dispute adjustment from the unsatisfied customers, 6__________ and analyze them, work up the feedback into a report, and then 7__________ it.
 8_________________ the report, the company will improve its management.
 Part 4 Complete the following passage with proper expressions in the text.
 feedback( )
 complaints( )inevitably( ) swiftly(
 )timeframe( )
 observe( )submit( )
 With reference to( )
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 Translation
 Part 1 Part 2
 Part 1 Translate the following terms into Chinese.
 1. inferior quality
 2.discrepancy between the samples and the goods 3. complaint resolution process 4. justified complaint 5. unjustified complaint
 Part 3
 质量低劣(
 )
 货物和样品不符(
 )
 投诉处理程序(
 )
 合理投诉 (
 )
 无理投诉( )
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 Translation
 6. partial adjustment
 7. foreign economic dispute
 8. the Arbitration Commission
 9. written defense
 10. arbitral award
 部分调整(
 )
 对外经济争端(
 )
 仲裁委员会(
 )
 书面辩解(
 )
 仲裁裁决(
 )
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 Translation
 Part 2 Translate the following sentences into English.
 1. 仲裁法庭所做出的判决都是终审判决，对仲裁双方都是有约束力的。
 2. 对投诉的妥善处理既能避免同样的投诉发生又益于提高公司的管理。
 3. 国际贸易中由于多方面的原因出现投诉并处理投诉是不可避免的。
 The award made by the Arbitration Tribunal is final and binding on both parties.
 (
 )
 The appropriate process of the complaints could prevent the same grievance from arising as well as improve the management of the company.
 (
 )
 For a variety of reasons, complaints arise and should be settled inevitably in international trade.
 (
 )
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 Translation
 4. 对侵权行为不能妥协，要投诉、要求合理解决以维护自己的合法权益。
 5. 裁是一种经济有效的处理争端途径。
 We should not compromise on any infringement. Instead, we should make complaints and ask for proper resolution to protect our legal rights.
 (
 )
 Arbitration is an economical and effective way to handle disputes.
 (
 )
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 Translation
 It is advised that when conflict happens in international trade, arbitration is preferred. However, arbitration may or may not be a desirable substitute for litigation in courts on the basis of different instances. As to that the parties must decide on concrete situation. But once they have adopted it, they must be content with its informalities, the aim of which is to avoid those procedural limitations and resolve problems swiftly. They must content themselves with the final and binding award, when they resort to its mechanism.
 Part 3 Translate the following passage into Chinese.
 在国际贸易中，仲裁是争端发生后优先选择的处理方式。然而，由于具体情况不同，仲裁并不一定是诉讼最理想的替代方式。因此，争端双方应根据具体情况来决定。一旦选择仲裁作为处理争端的方式，双方就必须接受仲裁在处理过程中的非正式性，其目的就是避免程序上的限制从而迅速解决问题。一旦采用仲裁处理机制，仲裁双方必须接受其裁决的最终性有效性。
 (
 )
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 Reading
 Comprehension
 Vocabulary
 New Words and Expressions
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 New Words and Expressions
 file v. 提出，提交 terminate v. 使结束，使停止，使终止 invalid a. 无效的 identical a. （ ~to） 同一的；完全相同的 beverage n. 饮料（如茶、酒、牛奶、汽水等） shareholder n. 股票持有人；股东 predecessor n. （ 被取代的）原有事物，前任 subsidiary n. 子公司
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 Reading
 Wahaha Danone Dispute Arbitration1 Wahaha has had its arbitration filling approved and is requesting a trademark transfer between it and Danone to be , Xinhua News Agency said on Monday.2 A Hangzhou arbitration court will listen to Wahaha claims that its contract with French firm Danone was never approved by China’s trademark authority, making the transfer and that the contract should have been terminated, Xinhua said.3 The Hangzhou-based firm claims that the Wahaha trademark belongs to the Wahaha Group alone and not Danone.
 娃哈哈对达能提出仲裁 娃哈哈对达能提出的仲裁申请已获批准并要求其终止商标转让的请求，新华社周一报道。
 杭州仲裁庭将会听取娃哈哈方面的情况。娃哈哈宣称和法国达能公司签订的商标转让协议，国家商标局从未批准过，这使得转让无效，合同本应当终止。
 杭州娃哈哈集团公司认为娃哈哈商标仅属于他们而不是达能。
 Files
 ① n. the documents; a folder 文件；文件夹 He put the different files in order. ② vt. to put on record; to submit 存档 , 归档；提出申请，提交
 Bob filed for another job with better treatment.filelist 文件清单 filemark 卷标filename 文件名 filename extension 文件扩展名
 terminated
 vt. put an end (to); conclude 使结束 , 使停止 , 使终止；解除 The contract will terminate soon. The boss terminated the employment of him for his laziness and
 being irresponsible at work.termination n. 结局 , 结束 ; 终止
 invalid
 a. not valid 无效 The L/C has expired and it is invalid.
 valid a. 有效的invalid data 无效数据
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 4 Hangzhou, the capital of East China’s Zhejiang Province, is Wahaha’s home city and its decision to take action there came after Danone began its own legal proceedings last week in the United States.
 5 Danone, which owns 51 percent stake of 39 joint ventures with Wahaha, has accused the firm of setting up independent companies and selling products to those sold by the joint ventures.
 6 The French food giant is demanding a 51 percent stake in the non-joint venture companies, which Wahaha Group’s chairman Zong Qinghou has rejected.
 中国浙江省省会杭州是哇哈哈集团公司所在地。娃哈哈在杭州提出仲裁申请是因为达能上周在美国对娃哈哈提起诉讼。达能，在与娃哈哈合资的 39家公司中持有 51%股权，指控娃哈哈另建独立公司并销售与合资公司同样的产品。这一法国食品巨头要求拥有非合资公司 51％的股权，被娃哈哈集团公司主席宗庆后拒绝。
 identical
 a. exactly alike 同一的，完全相同的 It is illegal to sell the identical products of others’ without
 permission. identical parts 可互换零件identical size 同级（大小），等量
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 7 Zong, founder of the Wahaha Group, resigned from his post as chairman of the Danone ventures, but remains chief of the Chinese group.
 8 Danone filed for arbitration against Wahaha on May 9 in Stockholm.
 9 The French food giant then filed a lawsuit in the Los Angeles-based Superior Court against Ever Maple Trading and Hangzhou Hongsheng Beverage Co. Ltd., as well as Zong’s wife and daughter who run the two companies.
 10 Ever Maple Trading Ltd. is the controlling of Hangzhou Hongsheng Beverage, which is the parent company of Hangzhou Wahaha Food and Beverage Sales, Danone’s joint venture partner in China. 宗庆后这位娃哈哈集团的创建人已辞去与达能集团的合资公司董事长一职，但仍然保留中国娃哈哈集团主席一职。 达能于 5 月 9日在斯德哥尔摩对娃哈哈提出仲裁。
 随后，这一法国食品巨头在位于美国加州的洛杉矶高级法院对恒枫贸易有限公司和杭州宏胜饮料有限公司以及这两家公司的经营者宗庆后的妻子和女儿提起诉讼。
 恒枫贸易有限公司控股杭州宏胜饮料有限公司，而宏胜则是达能在中国的合资公司－杭州娃哈哈食品饮料营销有限公司的母公司。
 ( )
 n. any liquid suitable for drinking 饮料 Pepsi is a very famous carbonated beverage brand. Nonalcoholic beverage is much better for people’s health.
 beverage alcohol 饮料酒精beverage bottle 饮料瓶
 shareholder
 n. the owner of one or more shares in a company 股东 Leading shareholder in the company forces a change in management
 policy. He resigned in the face of mounting pressure from the shareholder.
 share n. 一份，部分，份额，分担量，股份，比重shares 股票
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 11 About Wahaha and Danone Group: The of Wahaha was the sales department of school-run business of Shangcheng District of Hangzhou. In 1991, with the support of the Hangzhou government, Wahaha Nutritional Food Factory was set up. Later, Hangzhou Wahaha Group Corporation was formed.
 In 1996, Wahaha took its strategical cooperation that it made joint ventures with Danone Group, the largest dairy food and water producers in the world, as well as a global leader in cultured dairy products to form 5 new subsidiaries. With Danone’s assistance, the company was able to invest in advanced production lines and improve efficiency. Wahaha brought world-class advanced production lines from Germany, America, Italy, Japan and Canada into its sites. Now The Hangzhou Wahaha Group Co. Ltd., is China’s leading domestic beverage producer.
 关于娃哈哈和达能集团公司：娃哈哈前身是杭州市上城区校办企业经销部。 1991年在杭州市政府的支持下建立了娃哈哈营养食品厂。随后，杭州娃哈哈集团公司成立。
 1996年，公司与法国达能集团进行战略合作，合资成立了五个子公司。达能是世界上最大的乳制品和饮料生产商，也是全球最大的鲜乳制品生产商。在达能的帮助下，娃哈哈得以引进先进的生产线从而提高了生产效率。娃哈哈先后从德国、美国、意大利、日本、加拿大等国家引进大量世界一流水平的生产流水线。今天，杭州娃哈哈集团有限公司是中国最大的国内饮料生产商。
 predecessor
 n. a person who precedes another; something that precedes something else 前辈，前身，前任 She acquired her predecessor’s list of client. He take over from his predecessor last may.
 predecessor company 被接管的公司
 ( )
 ① n. short for subsidiary company 子公司 A lack of corporate interest has made the subsidiary an orphan. ② a. relating to something that is added but is not essential 辅助的，
 附属的，次要的 This is an airfield that functions is in a subsidiary capacity.
 subsidiary bank 分行subsidiary corporation/company 子公司
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 Part 1 Complete the following table according to the text.
 History of Wahaha
 Before 1991
 In 1991
 After 1991
 In 1996
 After 1996
 Now
 Initially, it was the sales department of school run business of Shangcheng District of Hangzhou
 (
 )
 Wahaha Nutritional Food Factory was set up.
 ( )
 Hangzhou Wahaha Group Corporation was formed.( ) Wahaha made joint ventures with Danone Group.( )
 Wahaha was able to invest in advanced production lines and improve efficiency
 (
 )
 The Hangzhou Wahaha Group Co., Ltd. is China’s leading domestic beverage producer.
 (
 )
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 Part 2 Answer the following questions according to the text.
 1. What’s the relationship between Wahaha and Danone Group?
 2. hy has the trademark transfer between Wahaha and Danone been terminated?
 3. What has Danone Group done to Wahaha?
 They are joint venture partners.(
 )
 Because the contract between Wahaha and Danone was never approved by China’s trademark authority.
 (
 )
 Danone filed for arbitration against Wahaha on May 9 in Stockholm, and then a lawsuit in the Los Angeles based Superior Court against Ever Maple Trading and Hangzhou Hongsheng Beverage Co. Ltd., as well as Zong’s wife and daughter who run the two companies.
 (
 )
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 Rewrite the underlined parts of sentences below with the expressions from the text.
 1. When parties cannot or will not complete their obligations under the contract, contracts may be ended.
 2. Although this company has a lot of branch offices around the world, its base is in Paris.
 3. Without being authorized, you have no right to produce or sell the products the same as others’.
 4. The former state of this large corporation was a small family business.
 terminated ( )
 subsidiaries, it is the Paris based company.( )
 identical to( )
 predecessor( )
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 5. The contract is not valid if it was not signed.
 6. If either party is not satisfied with the decision of the arbitration committee, he or she may start a lawsuit.
 7. He was charged with failing to fulfill the terms of the contract.
 8. Possessing the first-class technology of the world, the Wahaha Group has been developing rapidly.
 invalid( )
 file( )
 was accused of( )
 world class advanced technology( )
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 Real Life Practice
 Marian, who is a regular customer of Hongfa Sportswear Trading Company, has ordered 100 T-shirts which should have been white, crew-neck( 圆领 ), long-sleeve( 长袖 ) and with word design “IMPALA” as the pattern. But actually she received the T-shirts which were blue, v-neck, short-sleeve and without any pattern. Now she decides to call Jack, the manager of Hongfa to ask him to change the items as soon as possible and take full responsibility for any possible loss. Now work in pairs and make a dialogue.
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 Dealing with the Complaint
 Accepting a complaint ( justified complaint )
 Acknowledging recerpt of a complaint letter
 Rejecting a Complaint ( unjustified complaint)
 Apologizng for the error or fault
 Regreting at dissatisfaction
 Accepting the complaintRejecting responsibility for the problem leading to the complaint
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 A short explanation of the fault
 Investigation to be made
 Reasons for the rejection
 Proposal ro settle the difficulty
 An offrer to take goods back, making a replacement,give a discount,etc
 If a third party(another person or organization )is to blame,direct the complainer to that party
 A concluding paragraph aiming at retaining the aoodwill of the customer
 Sample Writing
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 Dea Mr. Nobel, I have received your e mail and I’m sorry for any
 inconvenience brought to you. I’m away these days and won’t be back for at least 2 more days. As for the LC51UXC8V 02, the supplier said they have prepared the samples for shipment today and would probably send them out later in the day, but I still need to re confirm with them. I will let you know as soon as I get their reply.
 Also please find attached a list of the panels I have ready in stock and ready for shipment.
 Thank you for your patience. Yours sincerely, Li
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