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Customer Service option －lnteract with Customers SITXCCS003

Lesson Element Performance Criteria Resources Evidence
１＆２ 1,2 Greeting Customers C-W write

gree白gs/scripts 3 options

Performro le play S-S a nd T-S

feedback

Fieldvisitto

shops －

observations十

notes

Smile

Eye contact

GreetTng

Role p[ay

Record speakTng

３ 1,2 GreetingCustomers W-C

Multiplecustomers 1W

Common Phrases Approach

vol u me/ton e/d irection

Level of forma lity

Eye Contact

４ 1,1 PrioritisingCustomers types of

customers extemal/intemal new

a nd repeat customers/ visitors

Powerpoint十

〇bservations

Restaurant

scenarios

Writing

５＆６ 1.1 Prioritisingcustomers

Acknowledge-Ask-Stop-Listen-

Help-Return to task

Ro!e Play

Menus/5hop

observations

Different scenarios

Problem Solvlng

observirlg

７－９ 1,3 Communlcate with customers

activelistening5tayingpositive

tone of voice keeping customers

informed be aware of usingjargon

Menus/Shop

observations

[)iffereぼａ㎝ｍ沼㎝

Role plays

10＆

!1

1,4 Explain＆Match products

Q､tech niques open vs,closed q

Giving speciflcinformation/ using

brochures/menus

Travel Agent

visit/visitor

lnformation

Field

observations

Observation

Different scenarios

Role plays

12＆

13

1.4 Explaining p.rlceavailability

product benefits and

specげications

Day tripsbooking

Field

observations

Observation

Role Play

14＆

15

2,2 Fol low d irectio n s ＆carry out

instructTons － asking for

c!a rification

1 hourWork

Experience

LexisKoala Caf6

(pop-up ca陶

PossibFeWork

ExperTence

16＆

17

2,1 ldentifylimitationsand seek

assjstance due to !ack of

skills/resources/time/authority

Powerpoint

Ro!ePlay

Role Play

18-19 2,3＆2.4 Resolve customer problem5 ＆

serviceissues escalation

Role Plays

restaurant/hotel

reception

video clips

video clips/RolePlays

20 F2 Writing skills－record simple

notes a nd baslc Tnformation

Food tasting

Localmenus

Writing a menu

descriptionand

describ7ngfood

21 F1＆F2 Reading skills－interPret

information and writing skills

Reservations－

recordcustomer

requestsand

interpret

room/tableplans

Recording menu

orders

using abbrevTations
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