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One fast-food company is well known in Japan for its extensive worker
(a)
manual and the sales talk it covers. From the book, workers know how to greet

a customer, exactly how to bow, how to take an order, pack a bag and give
correct change. Customers find the same nice service in all the franchised
outlets, which contributes to both customer satisfaction and corporate profits.

One day, a mother came into one of these restaurants, and while she was
ordering at the counter, her baby grabbed an employee’s hat and began to play
with it. He was surprised and embarrassed. He could not concentrate on what
the customer was saying and had to ask her to repeat her order twice. He knew
he was losing his dignity as a company representative by having an infant tearing
up part of his uniform, and he wanted to take it back, but at the same time he
didn’t know what to say or do. He stood there helpless until the mother

(b)
retrieved the hat and gave it back to him. He put it on again, resumed his

normal calm attitude, and took her order efficiently as if nothing had happened.
But everyone in the restaurant could see that a one-year-old child had the power
to bring the operation to a halt and must have wondered about it.

What was the problem here?c)Simply put, the manual, detailed though it may

{
be, fails to cover what to do in a situation where a young child steals part of your

uniform. - And without the manual to guide his behavior, the employee was lost.
This is a trivial example of a very serious problem in Japan: the inability to take
personal initiative.

Training employees is important, especially employees who come into
contact with customers on a regular basis. But in the end it is a worker's own
creativity and initiative that constitute true salesmanship. A company must not
only allow but actively encourage its employees to use thei_r heads (even when
their hats are missing) in order to deal with reallife situations. Corporate
training is nothing more than a guide. When it comes to doing real business

(d)
— 1 — OM1(114—2)




with real customers, it is up to each individual employee to think on his or her

feet and do what is best.
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A community is a group of people who share the same interests and
concerns. People usually think of their neighborhood or town when they are
asked to identify their community. Most people, however, belong to several
different communities. Your family, your school, and your town are communities.
For some purposes, your state is a community, and so is the nation. You are
even citizens of a global community.

Each of the communities you belong to provides you with certain things.
For example, your family and school teach you values, traditions, behavior, and
cooperation. The government of your town or city provides laws, police and fire
protection, schools, garbage collection, and other services. These things are
often called public services. Public means pertaining to the people in a
community or for the use of all.

The services provided by a community vary according to the community’s

(a)
size and complexity. While a city provides police to protect its citizens from

criminals, the federal government provides armed forces to protect the nation
from attack by other nations. Similarly, while your town highway department
plows the snow off the streets in your neighborhood, state workers plow the main
roads and highways.

As citizens, we have responsibilities to our communities. For a community
to be successful, its members must take an active role in it. One of the
responsibilities of citizens is to help make their community a good place to work
and live. Good citizens are concerned about the welfare —the health, prosperity,
and happiness—of all members of thé community. They are concerned about
people who are poor as well as those who are rich.

Responsible citizens are also concerned about the welfare of the community

(b)
as a whole. They may be concerned about the environment, or surroundings, of

the community or about the quality of life. Safeguarding these things may
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require any number of government actions. It coﬁ]d mean cleaning up a
dangerous waste dump that is polluting the water supply, adding more police
officers to combat drug dealings, or building more parks and playgrounds.
Concern for our communities is not enough, however. Our concern must be
supported by action. No community or government has the money or resources

(c)
to provide for the welfare of all its people or to solve all its problems. It counts

on volunteers, who are unpaid workers, to help by doing some of the things that
the government cannot afford to pay people to do." -

People usually volunteer to do things they like. They may work in a hospital,
fight fires, coach a little league baseball team, lead a scout troop, or help out in a
classroom. In the summer of 1993, after floods in the Midwest, thousands of
people from all over the nation volunteered to help with the cleanup.

Some volunteers raise money to help.a good cause, such as buying uniforms
for the high school band or providing food and shelter for the homeless. People
of all ages and backgrounds perform volunteer work in the commﬁnity. Itis a

(d)
very satisfying way of giving something back to the community for the help the

community has given to them and to their families.
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Bill : Let’s talk about our summer assignment sometime next week. -

You : That’s a good idea. ?
(a)
Bill : Sorry. I've got to go to the dentist. What about Tuesday afternoon?

You : No, I'm not free then. . Are you free on Wednesday
afternoon? v
Bill : Yes, I am. But I'm also planning to go shopping on Tuesday.
?- We may be able to talk while shopping.

You(ci) Sure, of course. It’s always more fun to visit shops with friends. Probably

we can visit the city library after that. I'm thinking of the department store

downtown. ?
(d)

Bill : No, I would rather drive my car. I'll pick you up at three thirty.
You : That's fine. See you then.
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Listening Test A

Listen to the following conversation between a woman and a man and answer the three questions in

English:

Mary: Hi, Ken! How are you doing?

Ken: Pretty good, and you, Mary?

Mary: I'm fine. How was the concert last night?

Ken: Oh, it was great. Hiromi and I enjoyed it a lot. It was the first time for me to go to a classical
music concert.

Mary: I wish I could have gone there, too. The orchestra is really famous. What did they perform
last night?

Ken: They played two works, a piano concerto and a symphony. In the piano concerto a young guy
played the piano. He won the first prize in a very famous' international competition. The
symphony was conducted by Seiji Ozawa. I myself preferred the symphony.

Mary: What was Hiromi's impression of the concert?

Ken: She said she really enjoyed the piano concerto.

Mary: I heard she's planning to study music at college. What does she play?

Ken: She plays the piano very well.

Mary: Oh, I see. She must be the best guide to the music world for you.

Ken: You bet.

Question 1. Who went to the concert with Ken?
Question 2. Which work did Ken enjoy most at the concert?

Question 3. What plan does Hiromi have in mind?



Listening Test B
Listen to the following passage and answer the three questions in Japanese.

Everybody shops. We all purchase products we need and products we want, but few of us
understand how important it is to shop "environmentally".

The idea of recycling has become popular among many people. Certainly, recycling helps, but it is
not the whole solution; it is only one part of the waste reduction puzzle. The best way of reducing
waste begins when you yourself enter the supermarket. We call this method "pre-cycling".

Pre-cycling means making careful decisions about what you buy, to reduce the amount of household
waste before it enters the home. For example, you can reduce the amount of waste by buying the
product with the least packaging.

Of all waste management methods, pre-cycling is considered to be the most effective. When

materials are recycled, they have to be sent back to the factory to be made into new materials. This

wastes energy. If pre-cycling is used, the amount of energy used is reduced, which is better for the

environment.

Question 1. What does the author say about recycling?
Question 2. What example of pre-cycling does the author give?

Question 3. Why is pre-cycling considered to be the most effective?



