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®As customers get more awareness about a business firm, they
learn themselves to behave in an efficient manner. @They don't

waste time (A) | requested/ requesting | services that the company

does not provide. @The familiarity with the company's products

makes (B) [ it / them | @ more / less dependent on its

employees for information and advice. ®In most industries, the

cost benefits of loyalty spiral ® @ indirectly / directly = from the

way the long-term customers and the long-term employees interact
and learn from one another. ®@The repeat customers tend to be
pleased with the value they receive, and their satisfaction is a
source of pride and energy for employees. ®The motivated
employees stay with the company longer and get to know their
customers better, which leads to better service, (C)
greater customer satisfaction, and further ©
the relationship and the company's results. @This human

factor, the personal loyalty, is a powerful element in customer
relationship.
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®The use of pronouns such as "I" and "we" tells a lot about
strength and warmth, as well as offering clues about gender,
education, and status. @Some of these clues are obvious, while
others are less (A) [ too / so | eMost of us have learned

somewhere along the way, fg ance, (B) [ what / that | the

overuse of "I" suggests self-centeredness or egocentrism, which
@ weakens / asserts | strength but weakens warmth. @This

behavior may also suggest this person has some major insecurities
they are trying to ® _reveal / mask . ®In either reading of the
strength signals, overdoing the "I" is not warm. @Conversely, the
use of "we" generally demonstrates an awareness of other people
and (C) [ offering / offers | a way to show that you recognize or

even understand their thoughts and feelings. @At a fundamental

level, this projects © coldness / warmth by conveying a sense of

shared concerns and interests. @When "we" is used this way, we
think of it as "circle language"; it gets you in the circle with your
audience by drawing it around both you and them.
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oChildren (A) [ was born / born | in the United States to non-U.S.

citizen immigrant mothers automatically are granted U.S. citizenship

at birth; gr some governmental officials are @ |

of readily providing health care benefits (A) m

these so-called anchor babies(babies that provide a reason for

noncitizen parents to remain in the United States). ®These critics
have created federal policies that involve lengthy bureaucratic red
tape that often prevents these infants from rapidly receiving
Medicaid coverage for health care.  @Although these children are

"® _hidden / known = to" the Medicaid program because the

program pays the hospital bills (B) [ generating / generated | from

their births, the government requires additional paperworks for
continued Medicaid coverage.  @This additional, paperwork often

frightens parents who fear deportation. @Ctly, many of

these so-called anchor babies, who are U.S. citizen and qualified

for health care programs, do not © reject / receive

immunizations and other primary and secondary preventive services.
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®The pleasures of reading are often no match for the pleasures of

i)

manipulating electronic devices from the first grade through the
twelfth. eFu xore, teachers, students, and administrators who
don't have teaching machines, slide projectors, cassettes, record

players, and computers (A) [ look / to look | with longing and envy

on those who do. @They tend to believe that these devices

learning, and certainly more fun.

one of the attractions of audio-visual devices is that they ®

provide @

confirm / conform to one of the most fundamental premises of

modern education, namely (B) learning should above

all be fun; ethat it should not only be free from pain but full of

pleasure, and that if it is painful it should be avoided. @However

(C) [ popular / popularly | this premise is, it directly © supports /

, the observation of Aristotle, who perceived that "all
learning is accompanied by pain,” and its corollary that where
there is no pain there is no learning.
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®The sooner you start financial planning, the better prepared you'll
be to @

personal

adopt / adapt your plans to (A) [ change / changing |

circumstances, such as changing or losing a job,

relocating to a new state, getting married, having children, or
losing a spouse through divorce or death. it is
important not to rush to make major financial decisions at these
times, when you're most ® immune / vulnerable . @ (B)
any action until you have had time to recover from

the event and evaluate all your options carefully. @This can be

difficult because some financial salespeople will rush to contact
you in these circumstances. @For example, when you have a child,
find that
stockbrokers actively encourage you (C) [ buy / to buy | insurance

you will insurance agents, financial planners, and

and start investing in a these are
© valid / unfounded

expensive decisions.

college fund. ®@Although

objectives, don't be pushed into any
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