	Listening Lesson Plan

	Title: A customer request

	INSTRUCTOR
	LEVEL / AGE
	STUDENTS
	LENGTH

	HYUN HEE, LEE
	Lower-Intermediate / Adult (older than 20yrs)
	 16
	50 mins

	Materials:
Laptop, USB (listening file in it), speaker, white board, markers, listening worksheet 1,2,3, and 4(16 copies each), papers, color pens, glue sticks, scissors, listening script

	Aims:

· To practice speaking by sharing about their own experience on exchanging goods and getting refund with group members
· To study vocabularies about kinds of bag by discussion with group members and later writing on the white board
· To study  key vocabularies through concept checking questions and how to use those words by making sentences

· To study about expressions making a request, rejection, and suggestion through listening and by discussion in a group and working on work sheet (e.g. I’m afraid of~, I could, etc)
· To be able to pick up details from the fast-paced real life conversation by answering details questions on a worksheet
· To practice how to make a request for exchanging and refund, and suggestion through a role play

	Language Skills:

Listening:  audio played 
Speaking:  discussion in a group, role play
Reading:  reading the instructions on worksheet
Writing:  writing answers on worksheet

	Language Systems:

Phonology:
see lexis 
Lexis:   briefcase, shoulder bag, hand bag other lists of bag which students brings out from their discussion
Grammar:
tenses, an auxiliary verb about possibility (e.g. could)
Discourse:
the conversation students are listening to
Functions:
making a request for exchange and refund, making a suggestion,  making a rejection

	Assumptions:

· All students  have thought of exchanging some goods with something else or getting refund
· Some students could have experience in exchange or refund

· Some students could have a job experience as a sales assistant or a manager in a store

· Some students can understand the meaning of the phrase ‘I’m afraid (of)~’ 

	Anticipated Errors and Solutions:
· Pronunciation error between bag and back: I need to prepare a pronunciation drill with pair words such as bag/back
· Pronunciation error of the word ‘receipt’: Let the ss listen carefully whether the sound /p/ is sounded or not 
· Unclear distinction between change and exchange: I need to help students through asking concept checking questions

	References:

http://esl.about.com/library/listening/bllis_customer1.htm

	Notes:
· The laptop may not be able to be used if electricity is gone: I need to prepare for the script of the listening lesson and read to the students.
· If students move more quickly, they can present a role play during  the class time.


	Pre Task or Warmer

	Title:

Guiding questions
	Aims:

· To get students to think of their own experience in asking or responding for exchange and refund through guiding questions
	Materials: 

· 16 Worksheet1: Guiding questions

	Time
	Set Up
	Students
	Teacher 

	 4 mins
	 Whole class
 Groups (4 students for each group)

	· Reading guiding questions on worksheet
· Writing answers to the questions

· Sharing their answers with their group members
	· Giving hand-out
· Getting them to pay attention
· Asking guiding questions

· Monitoring 

	Notes:
· Guiding them not to spend too much time.


	Task Preparation or Presentation

	Title:

Kinds of bags/

Key words
	Aims:

· To study names of diverse kinds of bag by discussing
· To study key words to help them to understand the story that they are going to listen through concept checking questions
	Materials: 

· 16 Worksheet2 :kinds of bag/ key words
· White board and markers

	Time
	Set Up
	Students
	Teacher 

	10 mins
	Groups(4ss for each) 
Whole class

Whole class
Pair group

	Kinds of bags

· They discuss about the names of diverse kinds of bag and write the lists on their worksheet

· One person in each group write the lists on the white board
· All the students look at the whole lists of the names of bag and review

Key words (receipt, exchange, refund)
· Studying the words by going through concept checking questions
· Writing a sentence using each word with a partner in a pair group
	Kinds of bag
· Give hand-out

· Ask students to discuss the kinds of bags or names in a group

· Monitoring

· Divine the white board into 4 section

· Get 4students to write the lists on the board

· Get attention of the students and review the whole lists and make sure all the ss get the ideas of names or kinds of bags

Key words (receipt, exchange, refund)

· Get the ss to pay attention
· Ask concept checking questions of the three words and check their understanding

· Make them by two and two in a group (showing them how to) and asking them to make a sentence using each word with their partner

· Monitoring

	Notes:

· I need to study names or kinds of bags and think of a few concept checking questions ahead of time in case of some students might not understand 
· I need to get them to ask me a question and give them a time in silence

· In time distribution, studying key words needs to be longer time than kinds of bag (e.g. 7:3)
· If the ss work more quickly, then I can invite each pair group to present their sentence to the whole class to listen to


	Task Realization or Practice

	Title:

A customer
	Aims:

· To be able to understand of the main idea of the conversation by listening
· To be able to pick up some expressions of making a request for exchange and refund, suggestion, and rejesction

· To be able to pick up details from the fast-paced real life conversation by answering details questions on a worksheet
	Materials: 

· Laptop, USB, speaker, Listening script (for in case), 16 worksheet3: listening questions,

	Time
	Set Up
	Students
	Teacher 

	4 mins
6 mins

14 mins
	Whole class 
Whole class

Whole class

Individual

Whole class
	Listening for the main idea
· Listening to instructions and questions while they are listening to focus on

· Listening to the conversation played

· Listening again

· Answering to the questions

Listening for the expressions or words for exchange, refund, suggestion, and rejection

· Listening  half of the conversation and answering
· Listening the last half of the conversation and answering
Listening for the details

· Reading the questions on the worksheet

· Listening the whole conversation

· Answering questions on the worksheet

· Review
	· Giving handout

Listening for the main idea
· Getting the ss attention

· Giving the ss a clear instruction what they need to figure out while listening
· Playing the conversation
· Eliciting 
· Asking them if they would like to listen again

· Playing again

· Asking their questions and eliciting until they get the main idea

Listening for the expressions or words for exchange, refund, suggestion, and rejection

· Giving the ss a clear instruction what they need to pick up while listening

· Asking the ss what is suggestion and rejection
· If necessary, ask the ss concept checking questions about suggestion and rejection (e.g. I’m afraid (of))
· Play the first half of the conversation

· Ask the ss what words or expressions listened related to those expression

· Play the last half and ask the same question

· Play the whole conversation and review.-whenever the expression occurs, stop playing and let the ss answer
Listening for the details

· Ask the ss to read the questions on the worksheet

· Playing the conversation

· Let th ss answer the questions on the worksheet

· Review with the whole class (playing once more and pause when the answers occurs)

	Notes: 
· If necessary, ask the ss concept checking questions about suggestion and rejection (e.g. I’m afraid (of))



	Post Task or Production

	Title:

Discussion and a role play
	Aims:

By using their own experience in exchange or getting refund,
· To discuss of reasonable expressions and attitude of a customer, when making a request of exchange or  refund

·  To discuss of aspect of a sales assistant under the situation
· To discuss about under what situation exchange or refund is impossible
· Making a short role play (under 2mins) with group members and taking a part of the role play 
	Materials: 

· 16 Worksheet: discussion and a role play
· Bag, hat, clothes, shoes (a few for each)

· Color pens, papers, glue sticks, scissors

	Time
	Set Up
	Students
	Teacher 

	12 mins
	Groups (4 for each)
Whole group

Whole group
	· Discussing and writing answers according to the instructions
· Making a role play
· Finishing up the class
	· Give hand out
· Getting the ss to pay attention

· Giving the ss a clear instruction about discussion and making a role play

· Monitoring

· Getting the ss to pay attention and finishing up the class

	Notes:

· For role plays, I need to prepare 4 kinds of goods for their choice (bags, hats, clothes, shoes)
· Presentation of role paly: Each group will present the role plays during the next class time.


Worksheet1-guiding questions
When you go shopping for a bag, what do you consider important?

After getting a new item and realizing you don’t really like it or something wrong with it, what do you usually do?

After getting a new item, have you ever exchanged? What do you need for exchange?
Worksheet 2-Kinds of bag/ Key words
Discuss about names or kinds of bags
Key words

Receipt

· When you buy a something in a shop, can you get a receipt there?

· Is it a piece of paper?

· Does it prove that a store or someone have receive money or goods from you?
Exchange

· When people exchange things, do they give them to each other at the same time?

· When you exchange something, do you exchange it with something more satisfactory or less worth it?
Refund

·  Is a refund a sum of money?

· When you have paid too much  or returned goods to a shop, usually do they refund your money?

Write a sentence using the given words.

Receipt

Exchange

Refund

Worksheet3: listening questions

The main ideas

· Where did the situation happen?

· What was going on?

Listening for the details1
· The first expression or words for exchange

· The first expression or words for suggestion

· The first expression or words for rejection

· The first expression or words for refund

Listening for the details2

· What did the woman receive as a gift?
· What kind of gift was it?

· What would she like for exchange?

Worksheet 4: Discussion and a role play
Discuss and write if necessary
By using your own experience in exchange or getting refund

· Discuss about reasonable expressions and attitude of a customer, when making a request of exchange or refund

· Discuss about reasonable expressions and attitude of a sales assistant under the situation

· In what situation is exchange or refund impossible?

Role play

Instruction: each group chooses an item among 4 items given. Using the item, make a role play about the situation exchange or refund (e.g. the listening conversation)

If necessary, the ss can use color pens and papers for drawing

Presentation during the next class time
Listening script

Sales assistant: Yes, Madame. Can I help you?

Woman:  I received this briefcase. It is a gift last week and I’m afraid that I don’t really like it.

               In fact, I don’t need it, because I’ve got one already.

Sales assistant: Do you have receipts.

Woman: No, I don’t. You see as I said before, it was a birthday present.

Sales assistant: Well, I’m afraid I can’t give your money back but you can exchange for something else.

Woman: That’s fine. I could really do with a new handbag.

Sales assistant: And new particular color Madame?

Woman: Something black will be nice.

Sales assistant: What about this one? This is very nice.

Woman: No, I don’t want a shoulder bag. But a smallish handbag. 

I don’t want anything that’s too expansive either.

Sales assistant: Certainly Madame, we’ve this one and this one and this is really fashionable at moments.

Women: Well, actually I was looking for something a bit more classical.

Sales assistant: Oh well, have you seen anything in the window?

Women: Well, yes, I’ve seen a really nice handbag but it costs less than my briefcase.

              Can I have refund in that case.

Sales assistant: I’m afraid not. We could give you a credit notes, but I am well…
Woman: Well, I don’t want anything else. I like only that bag. I want to have a word with manager.

Sales assistant: Oh, I don’t think that’s necessary Madame.

                          I’m sure he will say the something.

Woman: I don’t care. Let me speak to the manager.

Sales assistant: If you insist!

Woman: Yes, I do.

Sales assistant: Ok. I think he’s just got back from lunch.

                           Oh, yes, there is.
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