	Speaking Lesson Plan

	TITLE
	Talking on the phone with a customer service representative.

	INSTRUCTOR
	Ss’ LEVEL
	AGE GROUP
	No of Ss
	LENGTH

	Gwen
	Lower Intermediate
	25~30
	8
	50

	MATERIALS

	Whiteboard & markers/ Cell phone/ 9 worksheets of double-sided printed papers for the preparation task/ Desktop or laptop/ Beam projector/ PPT file / 9 worksheets of papers for the realization task/ Pens or pencils

	AIMS 1.
	To practise speaking common expressions and vocabularies used while talking on the phone by discussing and role-playing in pairs/group.

	2.
	To learn and practise the formal way of speaking through the worksheet about the phone call dialogue.

	3.
	To become familiar with practical phone call request and answer by doing activities.

	LANGUAGE SKILLS

	Listening
	Listening to T’s instructions/ Listening to other Ss’ discussion and role-play speaking

	Speaking
	Pair discussion/Pair role playing/Team competition activity/Answering to teacher’s questions. 

	Reading
	Reading written sentences, phrases and words in worksheets.

	Writing
	Writing words, phrases and sentences on the worksheets.

	LANGUAGE SYSTEMS

	Phonology
	Intonation & rhythm of new vocabularies and sentences

	Lexis
	Practical vocabularies about customer service phone call. (e.g.  order number, stain, refund, replacement, ripped…etc.)

	Grammar
	Past passive, present and future sentence. (e.g.  I’m calling…, I’ve got…,We will send…etc.)

	Discourse
	Offering the cartoon of the phone call situation on worksheets. Role-play worksheet to talk.

	Functions
	Requesting and answering on the phone. (e.g. What seems…? May I…? I’m calling …etc.)

	ASSUMPTIONS

	- Ss have experienced in on-line shopping for clothes.

- Ss know the solution process when they have a problem with their orders.
- Ss can speak and write in English but not very accurately.
- Some Ss may already know the vocabularies and expressions on the phone call with customer service representative. 

	ANTICIPATED GRAMMATICAL ERRORS AND SOLUTIONS

	- Ss may not be able to use ‘have + past verb’. To solve it, T speaks again the same sentence in correct way after student’s speaking.

(e.g. I ordered from you. -> I’ve ordered from you.)

- Ss may not be able to use ‘will’. To solve it, T speaks it correctly again and emphasizes ‘will’ word after student’s speaking.

(e.g. We send you… -> We will send you…)

	REFERENCES

	1. PPT file pictures on page 2 : from the Naver bloger ‘ttss1111 ‘ (http://blog.naver.com/ttss1111/150142468310)
2. Cartoons in worksheet for Task Preparation: Talking on the Phone in English - Telephone Vocabulary and Phrases - Phone Calls in English  by ‘Learn English with Papa Teach Me’ in the You Tube. (https://www.youtube.com/watch?v=5Rl6ak69JuM) 
3. Pictures on worksheet for Task Preparation & Realization: 
Laundry Tips (www.excaliburlaundromat.com)
Hilary Gardner: Ad Alta Voce  (https://hilarygardner.files.wordpress.com/2011/04/jeans-download1.gif)                                                                                                                                        Tutorial: How to alter a thrifted skirt that’s too Big( http://i2.wp.com/sewing.craftgossip.com/files/2011/10/B_A_4_thumb2.jpg_)                              

Shutterstock.com (http://image.shutterstock.com/display_pic_with_logo/483673/96783583/stock-photo-torn-tee-shirt-96783583.jpg)

Sista closet (http://2.bp.blogspot.com/-it6FrapSTaw/T29HTiBiWBI/AAAAAAAAEQg/mGeJV_ksN90/s1600/sleeveless-skater-dress-topshop.jpg)

Broken zipper repair (http://bookofjoe.typepad.com/.a/6a00d8341c5dea53ef017d42490a0d970c-pi)
Glossy icon (http://www.glossyicon.com/wp-content/uploads/2009/06/hood-jacket-vector.jpg)

	NOTES

	***USE ENGLISH ONLY***

TEACHER AND SS.

<Plan-B>

For pre-task:

1. If any machinery problem is occurred for showing pictures, a teacher will show the hard copies of them instead.
2. If some of Ss don’t have a cell phone or have a problem to use it, make in pairs or don’t use phone. But, let Ss pretend to call when they answer.
<Cut-off plan>

 Please refer to the cut-off plans in each part of tasks.

<SOS activity>

If the activity is finished earlier than planned, 
1. do a Role-Play Race with a whole class in one or two rounds.
2. Brainstorming for the assignment to make own script.

3. Brainstorming for other situation of phone call. (e.g.  Hotel room service, travel agency…)

4. Hangman 


	PRETASK TITLE
	Speed Call!!!

	AIMS
	MATERIALS

	- To get familiar with phone call speaking simply.

- To elicit the ‘on-line shopping’ & ‘customer service’.

- To practice and elicit related words & phrases of main theme.
	- Cell phone
- Whiteboard and markers.

- PPT file
- Beam projector & computer/laptop.


	TIME
	SET UP
	STUDENTS
	TEACHER

	1
	 FORMDROPDOWN 

	1. Ss greets with T.
	- Greeting to Ss.

	1
	 FORMDROPDOWN 

	<Activity Instruction>

1. Ss see the cell phone what teacher’s pointing and answer what it is. => ‘A cell phone’
2. Ss listen to teacher’s instruction of ‘Speed Call Activity’.

3. Ss see teacher’s demonstration of the activity.

4. Ss answer the questions about the process & rules of the activity.
(T) How can answer the question to teacher?

(T) What is the rule to answer on the phone?
	- Pointing a cell phone.
- Instruction Ss to do the activity.

- Demonstrating the activity.

- Asking questions to reconfirm the activity’s rule & process.

	4
	 FORMDROPDOWN 

	<Speed Call Activity>

1. Ss see the phone number on the board.

2. Ss hold their cell phone and listen to teacher’s quiz.

(T) Q1. What is my favorite hobby?

(Ss) A./B./C. On-line shopping/D.
(T) Q2. What did I buy last weekend on the internet?

(Ss) A. Pants/ B. Dress/ C. Skirt/ D. Shoes
(T) Q3. I got a wrong product what did I do to solve it?

 (Ss) Call to customer service center.
3. Ss try to call to teacher’s phone as soon as possible to answer the quiz.

4. The fastest caller tells the answer on the phone.

5. Ss receive the answer for the quiz from T.
6. The first person who answered the quiz gets a prize for three questions. 
7. Ss have two more questions for this activity and do as same process as above.
	- Writing a phone number.
- Giving three quizzes to Ss.

- Answering the phone.

- Waiting until Ss say all clothes’ items for Q2.

(The last one what Ss said is answer for Q2)

- Giving prizes to Ss.

	2
	 FORMDROPDOWN 

	1. Ss answer following T’s questions.
(T) Have you ever shopped clothes or accessories in on-line?

(T) Have you got some problem with your order? And what was that?
2.  Ss see the funny pictures on the board from the beam projector.

3. Ss answer T’s question.
(T) What should we call to whom for the problem?
 (Ss) A customer service representative.
	- Asking questions.
- Listening and giving feedback on answering.
- Turning on the beam projector.

- Turning off the light in the class.
- Starting the PPT.
- Turning on the light in the class.

	NOTES

	[About ‘Speed Call Activity’]
Process:

1. Make Ss hold their cell phone.

2. Write T’s phone number on the board.

3. Give several quizzes.

4. Ss call T’s phone to answer the question as fastest as they can.
5. T gets the first call and listens to the answer. 

6. S & T have to talk like a real phone call as below.

e.g. Phone ringing…
(T) Hello! This is Gwen speaking. Who is this?
(S) Hi, this is Tom. I’m calling to give you an answer. It’s A. dancer.

(T) The answer is correct. Good job! Thank you for calling.

      The answer is wrong. Sorry for you. Please call me next time.

7. If the caller doesn’t follow the rule of speaking above, T says “Oh I’m sorry I don’t understand you. Bye.” and hangs up the phone.

8. If the caller is right, gives a prize or point. 

If it’s wrong, wait for another call.

[Plan-B]

If some of Ss don’t have a cell phone or have a problem to use it, make in pairs or don’t use phone. But, let Ss pretend to call when they answer.
[Cut-off plan]

If the time is running out, skip the Q2.


	TASK PREPARATION TITLE
	My order has a problem!

	AIMS
	MATERIALS

	- To learn vocabularies and expressions about a phone call with a customer service representative and clothing order item with the worksheets.
- To learn and practise the basic formula of speaking about the formal phone call with the dialogue worksheet.
	- Projector beams & computer/laptop.
- PPT for worksheet.
- 8 worksheets of papers for ordered items which have a problem.

- 8 worksheets of double-sided printed papers for the dialogue script (front) & role-play (back)
- Pen or pencils.

	TIME
	SET UP
	STUDENTS
	TEACHER

	4
	 FORMDROPDOWN 

	<Worksheet- My order has a problem!>
1. Ss receive the worksheet from T.

2. Ss see the worksheet briefly.

3. Ss watch the same visual pictures with the worksheet on the board through the project beam.

4. Ss guess and answer T’s question and write down the words on the worksheet.


	- Giving the 8 worksheets to Ss.
- Turning on the project beam.

- Turning off the light in the class.

- Showing the same form of the worksheet on the board.

- Asking questions to elicit the words for the worksheet.

	1
	 FORMDROPDOWN 

	<Worksheet Activity Instruction>

1. Ss make in pairs as per teacher’s instruction.
2. Ss receive a hand-out from teacher to each team.

3. Ss see the worksheet roughly with their partners and listen to the T’s instruction.

4. Ss answer the T’s question to re-confirm the instruction.
(T) What will you do on the paper?
5. Some of Ss ask a question about the worksheet and listen to T’s answer.

(e.g.  meaning of ‘straightaway’)
	- Instruction to make Ss in pairs.
- Giving a worksheet to each team.

- Instruction how to complete the worksheet.

- Asking questions to re-confirm on doing worksheet.

- Answering on S’s questions.

	3
	 FORMDROPDOWN 

	<Worksheet- Filling the Blank on dialogue script.>

1. Ss talk and discuss with their partner to fill out the speech bubbles on the worksheet within 3 min.
2. Some of Ss ask a question to T about some words or phrase on worksheet 

3. Ss listen or figure out the meaning of them from T.

4. Ss listen to T’s clap for timeout.
	- Monitoring on Ss.

- Answering on questions.

- Clapping when time is up.

	2
	 FORMDROPDOWN 

	1. Each team answers in sequence what they filled on worksheet as T’s instruction.

2. Ss listen to T’s feedback on them.
3. Ss listen to T’s instruction about role-play based on the worksheet they’ve done.

	- Making Ss answer per each part of worksheet from each team.
- Instruction on role-play.

	2
	 FORMDROPDOWN 

	1. Ss do a role-play both roles based on their worksheet with their partners within 2min. 

· 1min for each role.
2. SS listen to T’s clap for timeout.
	- Monitoring on SS.
- Clapping when time is up.

	NOTES

	[Plan-B]

If the machinery problem is occurred, write the words on the board instead or let Ss dictate.
[Cut-off plan]

If the time is running out, skip the role play.


	TASK REALISATION TITLE
	Fun Role-Play

	AIMS
	MATERIALS

	- To practise the formal speaking of phone call in diverse cases through role-play.
- To learn and practice more vocabularies and phrases over the basic formula. 
	- 8 worksheets of papers for ordered items which have a problem.

- 8 worksheets of double-sided printed papers for the dialogue script (front) & role-play (back)

- Pen or pencils.

	TIME
	SET UP
	STUDENTS
	TEACHER

	2
	 FORMDROPDOWN 

	<Role-Play Activity Instruction>

1. Ss see the back side of worksheet for dialogue and read it briefly as per T’s instruction.

2. Ss listen to T’s instruction how to do a role play with the worksheets both ‘My order has a problem’ & ‘Note for customer service representative’.
3. Ss answer the T’s questions to re-confirm their understanding on worksheet & role-play.

(T) If you do a customer role, what paper you must see?
4. Ss see the T’s demonstration of the role-play.

5. Some of ss ask questions to T. 

(e.g.  Should we write in full sentences on the worksheet? )
	- Giving an instruction to Ss how to do role-play with worksheet.

- Asking questions to Ss for instruction check & concept check.

- Demonstrating on the role-play with one S.

- Answering on S’s questions.

	10
	 FORMDROPDOWN 

	<Customer Service Representative Role-Play>
1. Ss do the role-play within 10 min.

6. Ss read the worksheet carefully both ‘My order has a problem’ & ‘Note for customer service representative’.
2. Ss choose their order number for customer’s role on the worksheet of ‘My order has a problem’.
3. Ss do a role play with their partner as utilizing the previous speaking formula of phone call.
4. Ss for the role of customer service representative write the customer’s problem and solution on the worksheet accordingly.
5. Ss fill their worksheet of ‘Note for customer service representative’ as many as they can in time.

6. Ss have corrected each other during role-playing by when they make some mistake on grammars or words.

7. Ss listen to T’s clap of timeout.
	- Monitoring on Ss.

- Answering on questions.
- Making a note for Ss’ errors.
- Clapping when time is up.

	8
	 FORMDROPDOWN 

	<Activity Instruction & Role-Play Presentation>
1. Ss listen to T’s instruction about role-play presentation.

2. Each team chooses a case what they did for presentation as per instruction.

3. One person from each team a rock, scissors & paper.

4. The winner makes the order of presentation.

5. The others make their order according to the result of the rock, scissors & paper.

6. Each team do a role-play in 1min.
	- Instruction on role-play presentation.

- Make Ss do a rock, scissors & paper.

- Letting Ss do a presentation in order.

- Watch Ss’ activity.



	NOTES

	[About Customer Service Representative Role-Play]
Process:

1. Ss for the role of the CS person write down all information needed on the worksheet of ‘Note for customer service representative’.
2. Ss for the role of the customer choose the item in the worksheet of ‘My order has a problem’.

3. Ss have to do each role to fill out the note worksheets as many as they can do.
4. For both roles, Ss must pretend to talk on the phone in formal way like a real!
[Cut-off Plan]
1. If the time is running out, skip the demonstration of the activity instruction.

2. If the time is running out, skip the ‘Role-Play Presentation.

[SOS Activity]

If the role-play finished earlier than expectation, have Ss do a role-play with their own story.




	POST TASK TITLE
	Role-Play Relay & Report

	AIMS
	MATERIALS

	- To become more familiar with the formal and practical phone call with customer service person.
- To practise speaking on the phone call more naturally through a fun activity.
	- Pen or pencils.
- Whiteboard & markers.

	TIME
	SET UP
	STUDENTS
	TEACHER

	2
	 FORMDROPDOWN 

	<Activity Instruction>
1. Ss make in two groups as per T’s instruction. 

2. Ss listen to T’s instruction how to do an activity.

3. Ss answer the T’s questions to re-confirm their understanding on worksheet & role-play.

(T) What should you have to speak?
      Who will report a summary to whom?
           Can you write something on paper during the activity?
4. Ss see the T’s demonstration of the role-play.

5. Some of ss ask questions to T. 
	- Instruction for the activity.

- Demonstrating the activity with Ss.
- Answering on questions.


	7
	 FORMDROPDOWN 

	< Role-Play Relay & Report>
1. Ss do an activity within 7 min.

2. The starter of each group holds a pen to speak and tell one sentence as a role as customer service person.

3. After one person speaking is finished, the person passes the pen to next person to speak.
4. The next person speaks related sentence to the previous person and pass the pen to next person.

5. Once the conversation of each team is finished, the last person who spoke goes to the starter of the opposite team and report what their case is as a summary.
6. Ss are not allowed to write down a note for the information.

7. The last person from each team finishes their reporting to the starters.
8. The starters from each team present what they heard to the class. 

9. The starter who received reporting first goes first.

10. Ss make correct themselves on starters’ information if there are differences.
	- Monitoring.
- Making a note about Ss’ errors.
- Clapping when time is up.

	1
	 FORMDROPDOWN 

	1. Ss listen to the instruction of the assignment.

2. Ss answer the question to re-check the assignment.

(T) What will you do with today’s worksheet?

      When will you bring this?

3. Ss see T is writing the key information about the assignment on the board.

4. Ss listen to T’s ending speech of the today’s class.
	- Instruction for the assignment.

- ICQ & CCQ for the assignment.

- Writing the key points of assignment on the board.

	NOTES

	[About ‘Role-Play Relay & Report’]
Process:

1. Divide Ss in two groups.
2. The starter of each team holds a pen to speak and speak one sentence as a CS person and hand over the pen to the next person.

3. The next person speaks one sentence which is related to the previous person as a CS person or customer.

4. The role-play relay runs until the whole one conversation is finished.

5. The story of case has to be a one completed case.
6. The last speaker goes to the starter of the opposite team and reports their case as a summary. 

7. Once both teams’ starters finish listening to the summary of opposite team’s case from the team’s last person, T make the starters to present.
8. IMPORTANT POINT: T DOES NOT ALLOW SS TO WRTIE A NOTE FOR SUMMARY.

[Cut-off Plan]

1. If the time is not enough to do an activity, do a Role-Play Race with a whole class in one or two rounds.

2. If the time is running out during the activity, skip the starter’s presentation.

[SOS activity]

5. If the activity is finished earlier than planned, do a Role-Play Race with a whole class in one or two rounds.
6. Brainstorming for the assignment to make own script.

7. Brainstorming for other situation of phone call. (e.g. Hotel room service, travel agency…)

8. Hangman 



Cut-down Speaking Lesson Plan (Tasks Only)
	PRETASK TITLE
	Speed Call!!!

	AIMS
	MATERIALS

	- To get familiar with phone call speaking simply.

- To elicit the ‘on-line shopping’ & ‘customer service’.

- To practice and elicit related words & phrases of main theme.
	- Cell phone
- Whiteboard and markers.

- PPT file

- Beam projector & computer/laptop.


	TIME
	SET UP
	STUDENTS
	TEACHER

	1
	 FORMDROPDOWN 

	1. Greeting.

2. Listening to T’ instruction of activity.
	- Greeting & activity instruction.

(ICQ & CCQ)

	2
	 FORMDROPDOWN 

	<Speed Call Activity>

8. Doing activity with their cell phone.
(T) Q1. What is my favorite hobby?

Q2. What did I buy last weekend on the 

Q3. I got a wrong product what did I do to 
	- Doing activity with Ss.

-  Giving prizes to Ss.

	1
	 FORMDROPDOWN 

	2. Answering on T’s questions and seeing the pictures on the board.
(T) Have you ever shopped clothes or accessories in on-line?

(T) Have you got some problem with your order? And what was that?
 (T) What should we call to whom for the problem?
 (Ss) A customer service representative.
	- Asking questions.

- Preparing beam projector.

	NOTES

	[About ‘Speed Call Activity’]

Key point
S & T have to talk like a real phone call as below.

e.g. Phone ringing…
(T) Hello! This is Gwen speaking. Who is this?

(S) Hi, this is Tom. I’m calling to give you an answer. It’s A. dancer.

(T) The answer is correct. Good job! Thank you for calling.

      The answer is wrong. Sorry for you. Please call me next time.

[Plan-B] In case of cell phone problem, pretending to call.
[Cut-off plan] Skip the Q2.


	TASK PREPARATION TITLE
	My order has a problem!

	AIMS
	MATERIALS

	- To learn vocabularies and expressions about a phone call with a customer service representative and clothing order item with the worksheets.
- To learn and practise the basic formula of speaking about the formal phone call with the dialogue worksheet.
	- Projector beams & computer/laptop.
- PPT for worksheet.
- 9 worksheets of papers for ordered items which have a problem.

- 9 worksheets of double-sided printed papers for the dialogue script (front) & role-play (back)

- Pen or pencils.

	TIME
	SET UP
	STUDENTS
	TEACHER

	1.30
	 FORMDROPDOWN 

	<Worksheet- My order has a problem!>

5. Seeing the board and answering on T’s questions with the worksheet.

6. Writing on the worksheet.
	- Giving worksheet and asking question as showing PPT file on the board.
(ICQ & CCQ)

	2
	 FORMDROPDOWN 

	<Worksheet- Filling the Blank on dialogue script.>

5. Filling out the worksheet with partners through discussing and talking after listening to T’s instruction.
	- Giving instruction.

- Monitoring & answering the questions.


	.30
	 FORMDROPDOWN 

	1. Checking the blanks on the worksheet with T.


	- Asking questions and giving feedback.

	1
	 FORMDROPDOWN 

	1. Doing a role-play with partners.

	- Monitoring on SS.

- Clapping when time is up.

	NOTES

	[Plan-B] In case of machinery problem, writing the words on the board/ having ss dictate.
[Cut-off plan] Skip the role play.


	TASK REALISATION TITLE
	Fun Role-Play

	AIMS
	MATERIALS

	- To practise the formal speaking of phone call in diverse cases through role-play.
- To learn and practice more vocabularies and phrases over the basic formula. 
	- 8 worksheets of papers for ordered items which have a problem.

- 8 worksheets of double-sided printed papers for the dialogue script (front) & role-play (back)

- Pen or pencils.

	TIME
	SET UP
	STUDENTS
	TEACHER

	1
	 FORMDROPDOWN 

	<Role-Play Activity Instruction>

7. Listening to T’s instruction with two worksheets.
 ‘My order has a problem’ & ‘Note for customer service representative’.
8. Answering on T’s questions.

 (T) If you do a customer role, what paper you must see?
	- Giving an instruction & asking questions
(ICQ & CCQ)

	4
	 FORMDROPDOWN 

	<Customer Service Representative Role-Play>

8. Doing role-play with their partners.

9. Writing down on worksheet for the CS person role.

	- Monitoring on Ss.

- Answering on questions.


	3
	 FORMDROPDOWN 

	<Activity Instruction & Role-Play Presentation>

7. Presenting role-play each team after listening to T’s instruction.
	- Instruction on role-

- Letting Ss do a presentation in order.


	NOTES

	[About Customer Service Representative Role-Play]

Key point

1. Using the worksheet ‘Note for customer service representative’ for CS person role and writing on it.

2. Using the worksheet ‘My order has a problem’ for customer role.
[Cut-off Plan] Skip the demonstration of the activity instruction or the ‘Role-Play Presentation.

[SOS Activity] Have Ss do a role-play with their own story.


	POST TASK TITLE
	Role-Play Relay & Report

	AIMS
	MATERIALS

	- To become more familiar with the formal and practical phone call with customer service person.

- To practise speaking on the phone call more naturally through a fun activity.
	- Pen or pencils.

- Whiteboard & markers.

	TIME
	SET UP
	STUDENTS
	TEACHER

	.30
	 FORMDROPDOWN 

	<Activity Instruction>
6. Making in two groups as per T’s instruction. 

7. Listening to T’s instruction for the activity and answering on T’s questions.
 (T) What should you have to speak?

      Who will report a summary to whom?

           Can you write something on paper during the activity? 
	- Instruction for the activity & asking question. (ICQ & CCQ)

	3
	 FORMDROPDOWN 

	< Role-Play Relay & Report>
11. Doing activity until the last person’s reporting to the first person of the opposite team.

12. Listening and giving feedback on the first person’s speech of each team.
	- Monitoring.

- Making a note about Ss’ errors.


	.30
	 FORMDROPDOWN 

	5. Listening to T’s instruction about the assignment.

6. Answering on T’s question.
(T) What will you do with today’s worksheet?

      When will you bring this?


	- Instruction for the assignment.

- ICQ & CCQ for the assignment.

- Writing the key points of assignment on the board.

	NOTES

	[About ‘Role-Play Relay & Report’]
Key point

1. Making two groups. 
2. Each person has to speak in only one sentence as holding a pen. 

3. IMPORTANT POINT: T DOES NOT ALLOW SS TO WRITE A NOTE FOR SUMMARY.

[Cut-off Plan] Do a Role-Play Race with a whole class in one or two rounds. Or skip the starter’s presentation.

[SOS activity]  Have one more round with whole/ Brainstorming for the assignment or other situation of phone call. (e.g. Hotel room service, travel agency…)/ Hangman 



< :WORKSHEET: > LET’S FILL THE BLANKS!!!! <Front/For T>
[image: image23.png]ey e

Ty

C Lk
77 rCAAAR
EERAAAA L




      DIRCTION:  + LOOK AT THE PICTURES NUMBERS IN SEQUENCE AND IMAGINE THE SITUATION.                            + TALK AND DISCUSS ABOUT THE SITUATION WITH YOUR PARTNER.                                                                           + FILL OUT THE BLANK IN THE SPEECH BUBBLES ACCORDINGLY.
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(Phone is ringing………)
CSR: Good morning, Superhero Clothing. This is Tom speaking. How may I help you?

Customer: Hi, I’m calling regarding an item I’ve ordered from you.         
CSR: Can I take your order number, please?
Customer:  It is the no.85.
CSR: Thank you, Sir. This is the order for red pants, am I right?

Customer: Yes, that’s correct .
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CSR: What seems to be the problem, sir?

Customer: My pants are   too small  !
CSR: Oh, I’m sorry   to    hear   that. We will    send replacement pairs   straightaway.

Customer: I really   appreciate    for your help  .
CSR: You’re welcome. Is  there anything else   we can   help you  with today?

Customer: No thanks. That’s   everything  .

CSR: Ok, thanks very much for shopping at Superhero Clothing.

< :WORKSHEET: > LET’S FILL THE BLANKS!!!! <Front>
      DIRCTION:  + LOOK AT THE PICTURES NUMBERS IN SEQUENCE AND IMAGINE THE SITUATION.                            + TALK AND DISCUSS ABOUT THE SITUATION WITH YOUR PARTNER.                                                                           + FILL OUT THE BLANK IN THE SPEECH BUBBLES ACCORDINGLY.
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(Phone is ringing………)
CSR: Good morning, Superhero Clothing. This is Tom __________.                                   you ?

Customer: Hi, I’m _________ regarding an item I’ve _________ from you.         
CSR: ______ I _____ your _______ ________ , please ?
Customer:  It is the no.85.
CSR: Thank you, Sir. This is the _________ for red ________?

Customer: Yes, that’s _________.
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CSR: What seems to be the __________, sir?

Customer: My pants are ______ ___________!
CSR: Oh, I’m _____ to _____ that. We will ______ ____________ straightaway.

Customer: I really __________ for your _______.
CSR: You’re welcome. Is _____ _______ _____ we can ______ _____ with today?

Customer: No thanks. That’s ____________.

CSR: Ok, thanks very much for __________at _______________.

< :WORKSHEET: >
N Note for customer service representative  ! <Back>
DIRECTION:
+ FILL THE ALL INFORMATION IN BELOW WHEN YOU DO A ROLE-PLAY FOR THE CUTOMER SERVICE REPRESENTATIVE.

+ SOUNDING WARM AND FRIENDLY.SMILING ON THE PHONE. BEING POLITE.

REMEMBER! YOU ARE A CUTOMER SERVICE REPRESENTATIVE FOR THE TIMES CLOTHING COMPANY.
**********Customer’s Complaint Call Note**********
· Company: Times Clothing Company
· Customer service representative name:   ___________________                                      

	[CASE.1]
CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________


	[CASE.2]

CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________



	[CASE.3]

CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________


	[CASE.4]

CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________



	[CASE.5]

CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________


	[CASE.6]

CUSTOMER NAME: ____________________

ORDER NUMBER: _____________________

PROBLEM: ___________________________

_____________________________________

SOLUTION:___________________________

_____________________________________




< :WORKSHEET: >NMy order has a problem!!!  ( ( ( (FOR T)
DIRECTION: + LOOK AT THE PICTURES AND GUESS THE WORDS.
+ FILL THE BLANKS ACCORDINGLY.

+ DO A ROLE-PLAY AS A PICK ONE ORDER WITH YOUR PARTNER.

SITUATION: YOU ORDERED CLOTHES IN THE WEBSITE ‘TIMES CLOTHING COMPANY’. YOU RECEIVED YOUR ITEM, BUT YOU’VE GOT A PROBLEM WITH IT. YOU CALL AND TALK TO THE CUSTOMER SERVICE CENTER REPRESENTETIVE TO SOLVE. 
	[ORDER NO. 101]
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ITEM : Shirt/Short sleeve shirt
PROBLEM: stain
SOLUTION: refund/ pay back/ money back
	[ORDER NO. 201]
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 INCLUDEPICTURE "http://image.shutterstock.com/display_pic_with_logo/178834/178834,1328723490,1/stock-photo-money-fall-out-from-a-hole-in-jeans-pocket-94689409.jpg" \* MERGEFORMATINET [image: image9.jpg]



ITEM : Jeans/ Long pants
PROBLEM: a hole at back pocket
SOLUTION: replacement / exchange

	[ORDER NO. 301]
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ITEM : Skirt
PROBLEM: too big
SOLUTION: replacement/ exchange
	[ORDER NO. 401]
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ITEM : T-shirt/ Round neck t-shirt
PROBLEM: ripped/ torn
SOLUTION: refund/ pay back/ money back

	[ORDER NO. 501]
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BLACK (O)      RED(X)
ITEM : Dress
PROBLEM: wrong colour
SOLUTION: replacement/ exchange
	[ORDER NO.601]
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[image: image14]
ITEM : Hood Jacket
PROBLEM: broken zipper
SOLUTION: replacement/ exchange


< :WORKSHEET: >NMy order has a problem!!!  ( ( (  (   !
DIRECTION: + LOOK AT THE PICTURES AND GUESS THE WORDS.

+ FILL THE BLANKS ACCORDINGLY.

+ DO A ROLE-PLAY AS A PICK ONE ORDER WITH YOUR PARTNER.

SITUATION: YOU ORDERED CLOTHES IN THE WEBSITE ‘TIMES CLOTHING COMPANY’. YOU RECEIVED YOUR ITEM, BUT YOU’VE GOT A PROBLEM WITH IT. YOU CALL AND TALK TO THE CUSTOMER SERVICE CENTER REPRESENTETIVE TO SOLVE.

	[ORDER NO. 101]
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ITEM : 

PROBLEM:

SOLUTION: 
	[ORDER NO. 201]
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ITEM : 

PROBLEM:

SOLUTION: 

	[ORDER NO. 301]
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ITEM : 

PROBLEM:

SOLUTION:
	[ORDER NO. 401]

[image: image19.jpg]



ITEM : 

PROBLEM:

SOLUTION:

	[ORDER NO. 501]
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BLACK (O)      RED(X)
ITEM : 

PROBLEM:

SOLUTION:
	[ORDER NO.601]
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ITEM : 

PROBLEM:

SOLUTION:
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