



Lesson Plan:  Intermediate 

1hour min – 3 hours
	Objective:  Students will go to local shops and ask a set of prepared questions to learn about job application procedures at shops, and to observe customer service and work environments.  

Language:  Students are familiar with this lesson’s vocabulary. Focus on polite language (“excuse me…?”).
Social lesson:  Customer service:  customer service representatives’ response to students, to their questions, and general observations.  Politeness.
Accommodations:  Students who are too nervous or refuse activity can go as third person with two others and observe their interaction.  
Materials:  Worksheets.  Name of shops they will visit (CVS, Marshalls, DSW,..).  Map showing the shops.  

If possible, it’s good to ask for a few volunteers/aides to support the trip by standing in front of areas where students will visit, and/or asking them to go with some pairs of students as a silent observer.  Teacher will also do this.

Time:  Students go to classroom first.  Teacher introduces activity for 10 minutes, then gives students time to review and prepare.  Students, Teacher, and aides/volunteers/interns then leave together to visit shops.  Students complete activity and return to class for reflection.  *Be sure shops are open at the time of your visit.

Note:  There are educational benefits to the “flash” sudden real world-ness of this activity, for example, students often say they haven’t applied because they’re “not ready” or “it’s not perfect”.  For this you may have more or less preparation depending on the level of your students, but generally I find the sheer suddenness is a topic of later reflection:  they did not think they could, but found they did!


Procedure:
Introduce activity’s objective and review how it ties in with recent learning.  (10 minutes)
Give each class page 1 of the worksheet and time to read / review.  Answer questions about vocabulary.  Remind students to observe the work environment to see if they’d like to work there. (10 minutes)
Pair students off so two students will go into a shop together.  They all have the same questions.  Tell each pair the name of the shop they will be visiting.  Give map if needed.   Ask students to prepare what they might say.  Advise they should spend at least 15 minutes in the shop.
Ask Team 1, where are you going?  Ask Team 2, Team 3, etc.  Students learn where their colleagues are going.  Give students time to get mentally prepared that they will be going to a shop and asking questions.  Some students may not want to bring the worksheet, that’s ok, allow time for note taking.  If needed, have a quick role play where one team practices asking Teacher questions about how to apply at the shop.  Help students get organized by asking (write on board): do they have a notebook, pen ready?  In their Team will each person ask the questions, or perhaps each person will ask one question? What do you say when you approach a representative?  (20 minutes approx., see note above). 
Students, Teacher, and aides/volunteers/interns then leave together to visit shops.  Be strategic about assigning Volunteers/Aides or where the Teacher will visit.  (15-30minutes)

Follow up Activity:  Students return to classroom (our building locks so if you’re an Evening Program, be sure to take security into consideration!)  Students will be very, very, talkative!

Teacher gathers class attention and asks students to quickly note how they feel and why.  Pass out page 2 of the worksheet for students to complete.  Students can do this quietly and then work with their partners to compare notes.  (15-20 minutes)
Teacher says that each pair of students will present on their shop.  Teacher tells students to use page 3 to take notes on what their colleagues say.  Ask students to present/share with the class for 5 minutes with their partners: the name of the shop they went to and their answers to the questions, and their impressions.  (*note, it may be longer than 5 minutes).
After each pair presents, discuss impressions informally as a class. (20 minutes approx).  You could also mention (if it hasn’t been brought up by now) the differences between going to a shop as a customer and as an applicant.

Students complete page 3 of their worksheet by writing which shop they’d like to work in.

Further follow up:  ask students to compare/contrast on the difference between customer service in USA and in their home country.
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