








	Lead-In

	Materials: Powerpoint slide, Laptop computer & Projector

	Time
5 min


	Set Up
Whole Class


	Procedure:

<Greeting>
Hello everyone, how are you? 

Have you complained about something against the company?
(Show the powerpoint slide)

This is the types of businesses receiving the most complaints.

Have you ever complained about any of these types of businesses? What was it? 

Have you ever wanted to complain about something, but didn’t? What was it?

(Elicit the experience of students)




	Pre-Activity 

	Materials: Audio clips, Pair work worksheet

	Time
5 min


	Set Up
Pair work

	Procedure:

<Describing problems>
Instruction
(Distribute worksheets)

Please look at the worksheet. Describe two problems with each thing, using past participle verb, or noun forms of the words below or other words of your own. 

For example;

A: The vase is chipped.

B: Yes. And it has a crack on the side. 

(Write idioms on the board and describe them in the case the students don’t understand the meaning of some idioms on the worksheet)

CCQ

Who are you working with?

Which part are you playing? A or B?
Which item are you talking about?




	Main Activity

	Materials: Audio clips & Laptop, Listening worksheet, Role-play worksheet set.

	Time
10 Min

15 Min

	Set Up
Whole Class
Individually

	Procedure:

<A customer call>
1. Listening for general understanding
Instruction
In this conversation, Jim Taymot, a Customer Srvice Representative at Foto-Opitx which is camera company, answers the phone at work to a woman with a complaint. 

Please listen carefully and find out how did the camera break?

(Play the audio clip)

Do you want to listen again?

· Yes ( Have them listen one more time.

· No   ( Have them write the answers on the worksheet.

How did the camera break?

CCQ

Can you take note what you’re listening?

What is this situation?

2. Listening for details

<Instruction>

(Distribute the 1st listening worksheet.)

Please look at the worksheet. There are some blanks. Please fill the information from your memory as much as possible. Caller’s name.. Camera model.. What was the problem with camera…
(Waiting for a moment.)

Now you will listen the conversation again. Please listen carefully for details and fill the blank.

(Play the audio clip.)

Did you get answers? Let’s check it out.
(Check the answers one by one.)

(Distribute the 2nd listening worksheet.)
<Instruction>
Please look at the sheet and mark the following statements True or False. 

(Check True or False as a whole class, in the case of False, identify why it is False.)
(Listen to the conversation one last time. If there is anything not clear, pause the audio file and let students say it out loud.)

Listen to the conversation and answer the questions on the worksheet.
(Write idioms on the board and describe them in the case the students don’t understand the meaning of some idioms on the worksheet)

CCQ

What are you supposed to do?

Are you taking note?




	Post-Activity 

	Materials: N/A

	Time
5 min
	Set Up
Pairs
Whole Class

	Procedure:

Instruction
Do you have any memorable good or bad customer service experience?  Please get into pairs and share your excellent or terrible experience with your partner.
(Monitor actively and participate within pairs sometimes.)

CCQ
Who are you working with?
Which one are you talking to? Good one or bad one?
Take 2~3 volunteers and let them share their partner’s experience if running out of time.

Good job today. See you next time!




Listening Lesson Plan





Instructors:


Soo Lee





Level:


Adults


Intermediate





# of Students:  


           8 students





Length:


        40 minutes





Consumer Complaints








Materials:


Audio clips (Customer Care related dialogues)


Laptop computer & Projector


Powerpoint slide 


Pair work worksheet (8 copies)


2 kinds of listening worksheets (8 copies for each)

















Aims: 


To learn vocabulary and expressions which are used in customer care situations


To practice listening to dialogue 


To be able to get details from the fast-paced real-life talk by answering details questions on a worksheet


To practice speaking by role-play activities





Language Skills:


Reading: Listening worksheets


Listening: A call center conversation audio clip, A partner’s talk about customer service experience


Speaking: Discussion about consumer complaints, Describing problems


Writing: Answering to the questions of worksheets





Language Systems: 


Lexis: idioms used in describing problems of stuff and customer care situation.


Function: addressing complaints and handling it.


Structure: past participle verb / noun forms of the words

















Assumptions:





Students already know:


how the class is set up and run (there will be 2 students groups at each table)


the teacher’s style of teaching and the pace of the course


all students are adults and familiar to business situations








Anticipated Errors and Solutions:





Students may not be able to follow the passage easily


( Follow the task-feedback circle: let them listen to the tracks again until they get the point of the content


Students may not be able to pick up details from the listening


( Chunk the listening (pause-play-pause-play)


Students may need more time to work on the vocabulary and idioms


( If it takes longer than planned, cut the making-sentence activity


If time is short


(Cut post-activity discussion short 


If students finish their tasks earlier than expected


(Ask as many students as possible about their customer care experience
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