Lesson Plan Template Task Based Lesson (TBL)


	 FORMCHECKBOX 
 Listening    FORMCHECKBOX 
 Speaking    FORMCHECKBOX 
 Reading    FORMCHECKBOX 
 Grammar   FORMCHECKBOX 
 Writing



	Topic:  Customer Service Situations  




	Instructor:

Atina
	Level: 

Intermediate
	Students:

12
	Length:

45 Minutes


	Materials:

· Movie clip, computer with sound, projector

· Worksheets(12 copies)

· White board and markers




	Aims:

· Main Aim: To enable Ss to improve their abilities to defend themselves or claim their rights in debates by having Ss talk about customer service situations.

· Secondary Aim: Ss will discuss and share their point of views about customer service situations by doing a role play. 

· Personal Aim: I want to increase STT and encourage Ss to participate in more.




	Language Skills:

· Listening: Ss will listen to the teacher's instructions, a movie clip and Ss' sharing ideas related to the customer service situations. 

· Reading: Ss will read a worksheet and a script.

· Speaking: Ss will discuss and share their ideas with other Ss.

· Writing: Ss will complete the worksheet.




	Language Systems:

· Lexis: Expressions related to a debate: “I am very dissatisfied with...”

· Phonology: Pronunciation related to debate: “I assure you that...”

· Grammar: Error correction through the worksheets

· Function: Claiming customer's right/ Defending company's position

· Discourse: Debate/Role play




	Assumptions:

· All students know how the class is set up and run.

· All students are 23 years old and up.  

· All students are familiar with customer service situations.

· Most students are familiar with having discussions.




	Anticipated Errors and Solutions:

Students may not know necessary terms for a debate.

→ Hand out worksheets which contain frequently used expressions and explain to them. Let them exercise with them.

Activity might takes longer or shorter time than expected.

→ Give them time warning or cutting some activities we don't need.

Some Students may not be active in the discussion.

→ encourage S by asking for his/her opinion of what others are saying.




References:

	http://en.islcollective.com/
http://esl.about.com/od/conversationlessonplans/a/press_conf.htm



	Pre-Task

	Materials: A movie clip, projector, laptop



	Time
	Set Up
	Student Activity
	Teacher Talk

	2 min

5 min


	Whole

Class


	Procedure:

<Greeting & Brief Rapport>

T: Who likes shopping? Do you all enjoy shopping?

How about getting refunds or exchanges? 

Have you ever stuck in a bad customer service?

How did you manage to get your complaints accepted?

<Introduction: A Movie Clip>

Today we're going to talk about customer service situations. 

First, let's watch a short movie clip regarding this topic.

(Play the movie clip)

Did everyone understand them well?

Do you want to go over once again? 

· Yes – play one more time.

· No – continue with next part.

How was it? What was the situation about?

Yes, it was about the car reservation went wrong.

How did he react to the agent? 

Was he successful at getting what he wanted?

What do you think you would do when you're in that situation?

Let's talk more about this. 




	Task Preparation

	Materials: Worksheets, board and markers



	Time
	Set Up
	Student Activity
	Teacher Talk

	5 min

5 min
	Whole

Class


	Procedure:

<Expressions>

(Hand out worksheets)

Before we start today's activity, let's check some frequently used expressions in situations like these. What are you going to say when you're very disappointed about the product you bought?

(Write 'I am very dissatisfied with your product')

Repeat after me, “I am very dissatisfied with your product.”

Do you know the meaning of “dissatisfied”? Yes. It means you're not happy with it. You are not contented or pleased with it. You can use this expression when you need to express your complaints. 

How about when you're in the position that needs to apologize to your customers because of defects in your product? How would yo talk to them? 

(Write 'I assure you that we will do our best to make it up to you.)

Repeat after me, “I assure you that we will do our best to make it up to you.” Do you know what does it mean? Yes, The person who's saying this is making sure that he will do his best to make it up for any harm he may have already caused. 

Read the worksheets through before we start the activity. 

Ask Ss whether they have questions about expressions and answer them.

CCQ:

What do you say when you're not please with the product?

What do you say when you're making sure to take care of the customer's problem?

<Introduction of Task>

(Write on the board 'press conference')

Do you know the meaning of press conference?

Yes, it's a meeting held by a famous or important person in which they answer journalists' questions. How about the word “press”?

Do you know what it means? Right. It's the newspapers. 

(Write down the definition of press conference)

<Background Information>

We are now going to play an activity called “press conference.” 

I will divide you into two groups: the “company” and the “press.” 

You're going to have a debate on faulty products the company had made. The goal of this activity is for the “company” to keep as much of its profit and reputation in tact, while the “press” tries to get the “company” to admit the fault and promise refunds and/or a recall of their product. 

ICQ:

What are we going to do? What is the name of two groups?

What is the “press” going to do?

What is the “company” going to do?

 


	Task Realization

	Materials: Worksheets



	Time
	Set Up
	Student Activity
	Teacher Talk

	5 min

15

min
	Whole

Class

Group

Group
	<Instructions>

Alright. Now I want the “press” and the “company” to debate following products.

· Blond hair dye that turns your hair blue.

· A bike that loses its wheel after a week.

· An action figure that breaks  off into little pieces after you take it out of the package.

For the first product, I'm going to give you 3 minutes to think about. Discuss within your group. 

ICQ:

Who do you need to discuss the product? 

How much time do you have? 

OK. Did you organize some thoughts? 

Do you need more time? 

Yes – Give Students one more minute. 

No – continue with the next part. 

Before start, do you remember your roles?

What is the “press” going to do?

What is the “company” going to do?

Now let's begin a debate. 

I'm going to give you 10 minutes.

(Discretely monitor and jot down errors in language Ss make)

3 minutes left. Do you need more time? 

I'll give you 1 minutes each to conclude your opinions.




	Post Task

	Materials: 



	Time
	Set Up
	Student Activity
	Teacher Talk

	3 min

5 min
	Whole

Class
	<Feedback>

Did you enjoy today's activity?

(Listen to Ss feedback on the activity)

<Language Focus>

Error Correction:

(Write Ss errors you noticed during the debate and discussion an write them on the board. Let the Ss try to correct as a whole class.)

I hope you all had fun expressing your opinions and also listening to other group's claiming. I hope you can use this in further discussions we are going to have. 

Thank you. That's it for today. See you tomorrow.



	SOS Activities 

	Materials: Worksheets



	Time
	Set Up
	Student Activity
	Teacher Talk

	
	
	Look at the third page of the worksheets and talk about two cartoons. 

What do you think about them? 

Let's talk about your experience about bad customer services. 

How did you solve the problems?






