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Pre-Viewing Activities

1.
Divide the class into small groups of three or four people. Ask them to think of as many situations as they can of times when they may need to ask for something, make a request or ask permission. Write up a couple of examples on the board both formal and informal to start the ball rolling.

E.g.

· Asking a parent to let you stay overnight at someone’s house.

· Asking a neighbour to look after your children for a while.

· Asking to leave work early.

· Asking a sales assistant in a department store for a refund.

· Nominate someone in each group to write down each example on single strips of paper. 

2. When the groups feed back their answers to the whole class the tutor may write up the most useful ones on the board. The tutor should clear a large wall space (or use a large empty table) and at one end have a sign, which reads ‘FORMAL’ while at the opposite end another sign reads ‘INFORMAL.’  The tutor calls out each situation and the group then ‘grades’ them as formal or informal by sticking the strips of paper on the wall or table. It’s important that at Entry 3 level students appreciate that some situations may be semi-formal and grade them accordingly (i.e. between the two signs).

3. Tutor should elicit from the whole group the reasons for their decisions, e.g. the relationship between the requester and the requestee, whether written or spoken, how large or small the request is, and decide how these factors affect the use of modals.

4. Elicit the common modals from the group: can–could/may- might/will-would. Check that students can identify which are the formal and which are the informal versions. Give students some common expressions that often precede modals of requests or are themselves used informally.

E.g.  Excuse me…
I wonder if…

Is it okay to…



See whether they can think of any others.

5. In the same small groups, students then think of a couple of sentences using the modals in any of the examples on the wall (or table). They then feedback their sentences to the group.

Viewing Activities

6. Play the opening clips of the video. These are still images relating to health. Freeze-frame and get students to guess what the video might be about given the initial activity.

7. Play the video up until the point where the receptionist asks Mavis to hold please. Pause and ask students to identify the modals that they hear.

8. Resume play. This part of the video introduces another person. Let students watch this section. Freeze-frame. Elicit from students their observation of the change in register. What do they think the relationship might be between these two people? 

9. Finally play the last part of the video. Students note how the conversation is formally ended.

10. Students now watch the video listening specifically for the expressions that are used to formally and informally request information and/or offer to do something. They then complete a gap-fill exercise (Worksheet A) and watch the video again to check their answers. This last part could be done as a peer-correction exercise if students swap their work with a member of the group.

11. The video can also be used as a springboard for telephone skills in a formal or semi formal situation. Ask the group to think of any good telephone skills that they are aware of and write them on the board. Elicit from the group any good telephone skills that they observed in the video. If necessary, play the video again with this viewing objective in mind. 

12. Next use divide group into pairs. Cut up and distribute the role-play cards on Worksheet B. Add any other scenario’s you can think of (e.g. a rude caller or receptionist).

13. Ask the learners to script a dialogue for their given scenario. The dialogue should include the target language from the video. The pairs should ACT out their dialogue for the rest of the class. Alternatively students film their dialogues using the digital video camera .  

Worksheet A (student copy) SCRIPT FOR GAP-FILL

Listening for specific information. Watch the video then fill in the blanks spaces.

Sheila: 
Hello Riverside Hospital? How ______________________?

Mavis:
Yes ____________________________________ but I’m ringing because I’ve got an appointment with Dr Woulds… but I’ve forgotten what time the appointment is. Could you possibly tell me what time my appointment is?

Sheila:
Okay. Can you tell me your name and date of birth please?

Mavis:
My name is Mavis Bond.

Sheila:
___________________________ spelling that please?

Mavis:
Yes…B…O…N…D.

Sheila:
Is that ‘P’ for ‘Pudding or ‘B’ for ‘Bravo?’

Mavis:
It’s ‘B’ for Bravo.

Sheila:
And…date of birth? 

Mavis:
It’s the 13th of the 12th  ’62.

Sheila:
And _______________________ your address please?

Mavis:
I’m sorry… I didn’t hear that. Would you repeat that please?

Sheila:
Yes. Could you tell me your address please?

Mavis:
It’s 16 Bayswater Terrace…LS 7 4DB.

Sheila:
_______________________ please while I check your appointment?

Mavis:
Yes I’ll hold.

At this point a man abruptly opens the door and pops his head into the room. It’s Mavis’ husband Stephen come to check up on her.
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Stephen:
Who’re you talking to?

Mavis:
Hospital.

Stephen:
What for?

Mavis:
I’ve lost my appointment card and I can’t remember when my appointment is.

Stephen:
What again! I’m off to the shop. _____________________ anything?

Mavis:
No.

Stephen:
Okay! See Yah!

Sheila:
Mrs Bond?

Mavis:
Yes?

Sheila:
Your appointment with Dr Woulds is at 10.20 am on Friday.

Mavis:
Oh thank you very much for your help.

Sheila:
You’re welcome. Goodbye.

Mavis:
Thank you. Goodbye. 

Worksheet B TELEPHONE ROLE-PLAYS

These role-play scenarios are to be used for further practice of the modals of requests. They can be copied onto card and cut up. Students should work in pairs and use the role-plays to produce a dialogue script which they subsequently perform in front of the group.

	STUDENT A
	STUDENT B
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You work in the National Express coach station. You get a call from someone who has booked a ticket to Manchester but wants to change the time and date of travel. Using the appropriate register find out details of the changed times, inform them that they will be charged a small fee and find out how they will pay (e.g. credit cards).
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You ring the National Express coach station to rearrange your current travel plans to a new time and date.  You didn’t realize that you would have to pay a fee if you changed your arrangements in advance so you are unhappy. You convey your feelings without being rude. You agree to pay by debit card.

	STUDENT A
	STUDENT B
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You work in a fitness gym. You take a call from someone asking for details of your services and the type of equipment that you have. The person is unsure of whether to join because of the distance from their home. You tell them about a new bus service that you think will be of use to them. You also need to inform them of membership fee and payment options e.g. yearly, monthly, etc
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You want to join a gym so you ring the nearest one to your home, which is still a bit far away. You need to ask about the services and type of equipment on offer. You need to ask about membership fees and how to pay (e.g. by cheque, by direct debit).
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You may join after hearing about the new bus service which passes near to your house.

	STUDENT A
	STUDENT B
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You are a receptionist in a dental surgery. Someone has rung up to join your surgery. You tell them that they must have a friend or relative who is already a member of your surgery to recommend them. The person on the other end gives you a name and you need to check your records. When you return to the phone get full personal details from the caller then arrange an appointment.
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You ring up and try to register with a surgery that someone has told you about. The receptionist tells you that you must have a recommendation to join. You give the name of your friend hopefully. After a minute or two, the receptionist confirms that your friend is on the list and requests your personal details and offers you an initial appointment. You have been looking for a dentist for a long time so you are very grateful.

	STUDENT A
	STUDENT B
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You work in the ticket office of Leeds City Train station. Someone rings your office wanting to travel from Leeds to London by the cheapest ticket available. You tell them that they must book 7 days in advance in order to get the cheapest ticket and you give them the specific times that they are allowed to travel.  Tell them the ticket prices. Ask them how they will pay, get their payment details and confirm travel times, dates etc. Finally, tell them where they can collect their ticket.
	You ring the train station to get a cheap ticket to London. You are told that you have to book in advance and are given specific times and dates. Decide when you will travel and tell the person at the ticket office. They then ask how you will pay and you offer to pay by debit card giving account number (0093456) sort code (20-56-23). Confirm that you will collect your ticket on the date of travel.


ACTUAL SCRIPT USED

SCENARIO: Mavis has a doctor’s appointment at Riverside Hospital. Unfortunately she can’t find her appointment card so she can’t remember when her appointment is. Her husband isn’t sympathetic! She rings the hospital to find out when her appointment is.

Sheila: 
Hello Riverside Hospital? How can I help you?

Mavis:
Yes I’m sorry to bother you but I’m ringing because I’ve got an appointment with Dr Woulds… but I’ve forgotten what time the appointment is. Could you possibly tell me what time my appointment is?

Sheila:
Okay. Can you tell me your name and date of birth please?

Mavis:
My name is Mavis Bond.

Sheila:
Would you mind spelling that please?

Mavis:
Yes…B…O…N…D.

Sheila:
Is that ‘P’ for ‘Pudding or ‘B’ for ‘Bravo?’

Mavis:
It’s ‘B’ for Bravo.

Sheila:
And…date of birth? 

Mavis:
It’s the 13th of the 12th  ’62.

Sheila:
And could you confirm your address please?

Mavis:
I’m sorry… I didn’t hear that. Would you repeat that please?

Sheila:
Yes. Could you tell me your address please?

Mavis:
It’s 16 Bayswater Terrace…LS 7 4DB.

Sheila:
Could you hold the line please while I check your appointment?

Mavis:
Yes I’ll hold.

At this point a man abruptly opens the door and pops his head into the room. It’s Mavis’ husband Stephen come to check up on her.

Stephen:
Who’re you talking to?

Mavis:
Hospital.

Stephen:
What for?

Mavis:
I’ve lost my appointment card and I can’t remember when my appointment is.

Stephen:
What again! I’m off to the shop. Do you want anything?

Mavis:
No.

Stephen:
Okay! See Yah!

Sheila:
Mrs Bond?

Mavis:
Yes?

Sheila:
Your appointment with Dr Woulds is at 10.20 am on Friday.

Mavis:
Oh thank you very much for your help.

Sheila:
You’re welcome. Goodbye.

Mavis:
Thank you. Goodbye. 













































































































































































































































































































































































































































































































































































































































































































































































































































































































Ideas for use:
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Video: 		Telephone Call





Language Skill: 		Use formal language and register when  						appropriate. Make requests. Ask questions to 					obtain personal or factual information


Curriculum Code: 	Sc/E3.2a    Sc/E3.3a  Sc/E3.3b
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