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MODULE PLANNING FRAMEWORK

	THEME:  For Consumers

	Module: Customer Inquiries: Defective items

	Skills
	Listening

CLB 7
	Speaking

CLB 7
	Reading

CLB 7
	Writing

CLB 7

	Real World Task Goal
	Phone a customer help line about a recently-purchased defective small appliance to request help
	Phone a customer help line about a recently-purchased defective small appliance to request help 
	Scan manuals, warranties and machines to gather relevant information prior to making an inquiry or complaint about a defective appliance

	Write a business letter to accompany a defective product

	Context Information Focus
	Awareness of positive or negative reception related to customer service by phone 
Understand use of 1-800 numbers

Understand returns policies, guaranties and warranties
Understand details of differing policies among manufacturers and retail outlets:

length of warranty   repair/return/replace
Understand if it is possible to repair an item when under warranty
Know consumers’ rights 
	Understand returns policies, guaranties and warranties

Awareness that it is appropriate to make a complaint

Understand the degree of formality in a business call

Make sure person requesting help is talking to the person responsible for giving help                         Ask, “Who would/can I speak to about this?”                    “Am I speaking to the right person?”

Make appropriate inquiries

Know consumers’ rights
Keep manuals in an accessible place to find contact information easily if required
	Understand what information is typically included in warranties and manuals y information includes:

serial and model numbers, warnings and advisory information on appliances and in warranties and manuals 
Know social conventions re: business complaints:  keep documents, receipts, manuals etc
Understand when to replace or repair an item

Read the fine print in a warranty or manual 
	When returning an appliance, include original documentation, receipts, invoices etc. with the item
Include the letter with the package

Make a copy of the letter and all the documents sent

Methods of shipping:        Canada Post                   courier

Wrapping item to guard against damage, e.g., bubble wrap

	CLB Competency/ies
	II. Instructions
· Understand simple directions on the phone
III. Suasion

· Demonstrate comprehension of details and specific purpose in directive requests
IV. Information

· Identify rhetorical signals of chronological order
	I. Social Interaction

· Express …complaint and dissatisfaction
· Confirm own comprehension
IV. Information

· Ask for and provide detailed information related to specific services or products
· Ask about possibility, probability
	II. Instructions

· Follow a set of written instructions on 10-13 step everyday procedures.
III. Business/service texts

· Locate 3-4 pieces of information in moderately complex formatted texts
IV. Information texts

· Demonstrate comprehension of moderately complex tables or diagrams
	III Business/service messages

· Convey a business message as a short formal letter to pass on routine information (customer number, invoice number, etc.) and to make a request


	Genre
	Customer Request for Service/Advice
	Customer Request for Service/Advice
	
	Business letter 

	Text structure/Features
	Identify patterns of chronology and sequences of steps: Okay, first you have to…/Then you can… okay?
	Make a direct and indirect request for help:

I’d like some clarification/help/suggestions Who would I speak to about this? I wonder if you could help me. I have a … that’s not working; I’m not sure what to do

	Follow written instructions and diagrams in authentic instructional texts, e.g. how to troubleshoot
Recognize organizational patterns to follow in a written troubleshooting process


	Structure:

Return and Inside address

Opening and punctuation: Dear sir,                            Using “Re” with underlined topic of letter

Introduction, development, conclusion

Closing salutations:         Yours sincerely, Yours truly

	Language Focus
	Grammar
Listen for and respond to question tags:

It’s plugged in, isn’t it?           You’ve put the battery in correctly, haven’t you?

Vocabulary related to this type of customer service call:

Nouns:  small appliance,      major appliance, warranty, guarantee

Verbs:  courier (to), include,                   repair, return, send back
Identify and understand respondent’s tone, intonation 


	Grammar
Modals: Can I get this repaired?     Would you tell me where to send it; Is it possible to replace it?; Would/Could you…?
Politeness conventions:
Would you mind explaining that again? Thanks so much for your help. 

Pronunciation, intonation
WH and Yes/No intonation

Stress on adjectives and adverbs to show sincerity or emotion

Vocabulary
Expressions of emotion:          I’m upset/not happy about this/angry

Explain a specific problem using appropriate vocabulary 
Expressions of understanding: Oh, I see./I understand/get it now.
	Vocabulary                      model, serial number, warranty, guarantee,            1-800 number
Grammar
Imperatives: replace, repair, advise, send/courier

Nouns:                              advice; information, serial number/model number, warning, parts, availability


	Vocabulary
Fixed phrases: I am writing to…; this letter is to…

Socio-cultural conventions
Awareness of business letter conventions: tone, formality, objectivity

Use abbreviations and address conventions

	Language and Learning Strategies
	Identify focus of complaint/inquiry 

Listen for words indicating sequence
Listen for instructions for return/repair

Repeat instructions
Understand instructions may not be completely sequential

Understand requests/expressions of confirmation or comprehension:

Okay?                                 Are we on the same page?  Are you following me?
	Clarification:

Do you mean…?                   Can you say that again, please? 
Restate and rephrase to clarify unknown details:                         I just want to be clear; do you want the original receipt or a copy?                                       Do you mean…?

Make interpretive summaries:
So I have to….  Is that correct?
	Skim/scan to find specific non-linguistic information in diagrams, tables, graphics
Read step-by-step sequence of instructions

Reread to clarify

Skim a manual for its organization and location of needed information
	Convey information briefly using a consistent businesslike tone

Self-edit for grammar and spelling

Practise on a blank text-shape grid

	Essential Skill Focus 
· ES-focused instructional activities
	Reading Text, Document Use, Numeracy, Writing, Oral Communication

	· 
	Oral communication (Working with others) -  In small groups, discuss experiences with defective products and solutions to the problem

	Teaching Resources & Materials
	Authentic manuals, brochures, booklets, pamphlets and warranty cards or forms; realia (appliance)
Tape recorder
Matching-exercise worksheet
	Authentic manuals, brochures, booklets, pamphlets and warranty cards or forms; realia (appliance)

Scenario cards/sheets
	Owners’ manuals and warranty/guarantee documents

Consumer Guide for Newcomers booklet


	Sample business letters and envelopes

Business-letter grid 

Blank letter-size paper and envelopes

	Outcome Assessment Task
	Use a teacher-made tape of brief dialogues with a suggestion for each small defective appliance
Ss listen to the dialogues, circle the correct solution offered for each appliance on a teacher-made multiple-choice worksheet
Listening dialogue:

A: Hello.  My toaster won’t pop up.  I bought it four months ago.  What can I do about this?

B:  Okay, you’ll have to send it back to the manufacturers along with the warranty card.  The address is ….

Worksheet:

a. return to store  b. return to factory  c.  the warranty has expired   d.  just cut off the plug and send it back to the factory
	Scenario sheets/cards outlining problems with a small appliance.  Ss prepare and initiate a conversation to 1) explain the reason for the call and 2) outline the problem
Present to the class
	Use an owner’s manual to search for and highlight relevant information on an appliance in order to find troubleshooting tips
	Use given scenarios with necessary information, write a business letter to request replacement or repair of a defective item
Address envelope correctly
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