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Unit 1 Steps of | Handling a | Calling to inquire A telephone | Words and
| would like | 4| reserving a room | business on | about how to make | Cases study | agent at the | expressions on
to reserve phone:Room a reservation of a | (real calls) lost and | hotel service Role play
1-2 aroom...... reservation room Computer; found is Room
Skill:  Manage the answering a service
Customer Call caller’s
question.
Unit 1 Room types Soft skills: Discussion: Calls of
Groups
3-4 | would like | 4| Ordering: How to help a| What makes | Cases from Type writing: opening a
acting




to reserve guest to make | efficient jobs? Canton fair Key points. coffee shop.
aroom...... reservation Training Franchise
Unit 2 To complain | To book tickets Chinese cuisine cards Looking for a | Words and
What about something tour (group guide expressions on
kind of unhappy he Skill: Keeping control | job),laptop etc travel Guessing
5-6
flight do experienced of an aggressive call game
you during the trip
prefer?
Unit 3 How To recommend | To call the | A beautiful bride Brain Calling the | Words and
often do the latest | Fitness Club Skills: Active -storming, customer expressions on
you go to promotion listening & checking computer service to | beauty, hair
7-8 the beauty service information learn how to | & fitness Discussion:
centre? use the
skincare
products




Unit 4 To call a real To call a real It keeps... Solving Calling to | Words and
What estate agent estate agent for | solidarity through problems, rent a flat expressions on
direction an apartment the pronouns computer real estate
% 9. Discussion2:
does the service
house
face?
10-11 | 7552 JifEsE3] Ji S22 2] 2] 52 2] >
1213 | %2 53] 93] 93] 9] 922 922 922
Unit 8 A banking | A customer is | Essential Solving A banking Words and
Would you service agent is | calling a bank | Communication problems, service agent | expressions on
please tell helping Ms | agent to help | Skills computer is handling a | banking
. ' Acti .
Is.1¢ | Me your Spencer handle | him to solve a business ctive voice
. imitated
account a business case. | problem. case by fitate
number? phone.
Revision :Showing The proper ways Cards , | Adjectives Discussion:
speaking; Running
17-18 | &Final empathy of showing ditto,(quiz  of | Meaning: What's
Role-play dictation
Exam End-Term Test empathy words) empathy empathy
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