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Unit 1 Announce a Team Building Event
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Step 1: Warm-up and Introduction (10 73}
Engage students with a brief discussion on the importance of team building in a
professional setting.

Share examples of successful team building activities to pique the students' interest.

Step 2: Vocabulary Acquisition (15 473%¥)
Introduce key vocabulary related to team building from the provided material, such as
"strengthen", "cooperation”, "staff", and "announce".

Conduct a vocabulary exercise where students match the words with their definitions

and use them in sentences.

Step 3: Scenario Presentation (20 77%1)
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Play the audio script of Wang Yuening and David Johnson's conversation, allowing
students to understand the context of the team building event.
Discuss the conversation in groups, focusing on the event's purpose, date, location,

and participants.

Step 4: Skills Development (30 47%1)

Divide students into groups to brainstorm and discuss what information should be
included in an effective announcement.

Conduct role-play activities where students take turns announcing the event,

providing immediate feedback and guidance.

Step 5: Mind Mapping (10 43%H)

Teach students how to create a mind map to organize the information for the
announcement.

Have students share their mind maps and discuss strategies for presenting the

information in a clear and logical manner.

Step 6: Critical Thinking and Application (15 47%)

Encourage students to analyze the purpose of the team building event and how to
convey this in their announcement.

Have students practice using persuasive language to encourage participation in the

event.

Step 7: Summary and Reflection (10 43%¥)
Review the key points of announcing a team building event, emphasizing clarity and
audience engagement.

Discuss the importance of a strong opening and closing in an announcement.
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Step 1: Review and Feedback (10 %1

Review the previous lesson's content, focusing on the structure and purpose of an
announcement.

Share and critique students' initial drafts of written announcements, providing

constructive feedback.

Step 2: Vocabulary Enhancement (15 434f)
Review and introduce new vocabulary related to the event details, such as

"brand-new", "requirement", and "concise".

Engage students in vocabulary games and exercises to reinforce learning.

Step 3: Detailed Scenario Analysis (20 7381
Play the extended audio script, allowing students to understand the detailed
arrangements of the team building event.

Discuss potential challenges and how to address them in the announcement.

Step 4: Finalizing the Announcement (30 7341

Guide students in refining their announcements based on feedback, focusing on
language fluency and clarity.

Conduct a final practice session where students deliver their announcements to the

class.

Step 5: Mind Mapping Review (10 43-4f)
Review the mind maps created in the first lesson and refine them with additional
details.

Discuss how to effectively use the mind map to structure the announcement.

Step 6: Advanced Communication Skills (15 731
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Discuss the use of engaging beginnings and closings in announcements, and their
impact on audience engagement.
Have students practice creating compelling beginnings and closings for their

announcements.

Step 7: Conclusion and Next Steps (10 731"
Summarize the key elements of a well-structured and persuasive announcement.
Encourage students to apply these skills in future team building and communication

tasks.
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Unit 2 Write a hotel reservation email
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Step 1: Introduction (10 minutes)

Greet the class and briefly discuss the importance and practical applications of hotel
reservation emails.

Engage students in a discussion about their experiences with hotel reservations and

any issues they've encountered.

Step 2: Vocabulary Learning (20 minutes)

Present a list of vocabulary related to hotel reservations, such as "reservation,"
"conference," "facility," "budget," etc.

Use example sentences and role-play scenarios to help students understand and
remember these words.

Group activity: Students pair up and role-play a hotel reservation scenario using the
new vocabulary.

Step 3: Course Content Presentation (15 minutes)
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Present the structure and key points of a hotel reservation email, such as meeting
requirements, room types, and facility requests.

Analyze sample emails, highlighting key information and polite language.

Step 4: Skill Training (20 minutes)
Group exercise: Students work in groups to draft a hotel reservation email for a given
scenario (e.g., business meeting, leisure trip).

Teachers circulate to provide immediate feedback.

Step 5: Mind Mapping (10 minutes)
Guide students in using mind maps to organize the key elements of a hotel reservation
email.

Share mind maps and discuss how to effectively structure information.

Step 6: Skill Enhancement (15 minutes)

Simulate a hotel reservation scenario with students playing the roles of meeting
organizers and hotel reservation managers.

Emphasize communication skills and polite language during the phone reservation

practice.

Step 7: Summary (10 minutes)

Review the key points of the lesson, emphasizing the essentials of a reservation email
and phone reservation.

Assign homework: Ask students to write a complete hotel reservation email for an

upcoming event.
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Step 1: Introduction (10 minutes)
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Review the content from the previous lesson, quickly recap the basic structure of a
hotel reservation email.

Introduce advanced goals: how to write a more professional hotel reservation email.

Step 2: Vocabulary Learning (15 minutes)
Expand the vocabulary list with more professional terms, such as "multifunction
meeting hall," "multimedia devices," etc.
Group discussion: Students discuss the application of these new words in actual

reservations.

Step 3: Course Content Presentation (15 minutes)

Analyze the special requirements for different types of meetings (e.g., workshops,
summits, forums) and hotel facilities.

Discuss how to choose the appropriate hotel room types based on the scale and nature

of the meeting.

Step 4: Skill Training (20 minutes)
Role-play: Students simulate different roles (e.g., meeting organizer, hotel reservation
manager) and engage in reservation dialogues.

Focus on practicing how to clearly and politely state special requests in emails.

Step 5: Mind Mapping (10 minutes)

Students use mind maps to organize advanced course content, including meeting types,
room selection, and facility requirements.

Share and discuss how to integrate this information effectively into a reservation

email.

Step 6: Skill Enhancement (15 minutes)

Case study: Analyze real hotel reservation emails, discussing their strengths and areas
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for improvement.

Group discussion: How to adjust reservation strategies based on feedback.

Step 7: Summary (10 minutes)

Summarize the learning outcomes of the lesson, emphasizing the importance of
professional reservation emails.

Remind students of details to pay attention to in actual reservations, such as booking
in advance and sending confirmation emails.

Assign homework: Ask students to write a detailed hotel reservation email for a

fictional large event, including a mind map.
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Unit 3 Write a quick operation guide
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Teaching Plan One: Writing a Quick Operation Guide for Projectors

Step 1: Introduction (10 minutes)

Begin the class by discussing the importance of a quick operation guide for new
equipment, especially in a workplace setting.

Engage students in a brief discussion about their experiences with using new devices
and the challenges they faced.

Step 2: Vocabulary Learning (15 minutes)

Introduce key vocabulary related to projectors and operation guides, such as

nn nn

"projector," "operation guide," "technician," "concise," and "brand-new."

Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.

Step 3: Course Content Presentation (15 minutes)
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Present the structure and key points of a quick operation guide, emphasizing the need
for simplicity and clarity.

Discuss the difference between a "guide" and a "manual," and why a guide should be
concise.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to write a
quick operation guide for a piece of equipment.

Provide a template and guide them through the process of creating a step-by-step
guide.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to organize the steps of the operation guide.
Have students share their mind maps and discuss how they can be used to structure
the guide.

Step 6: Skill Enhancement (15 minutes)

Review the language style and sentence patterns used in operation guides, focusing on
imperative sentences and technical terms.
Practice exercises to help students understand how to use these effectively.

Step 7: Summary (15 minutes)

Recap the key points of the lesson, emphasizing the importance of a clear and concise
guide.

Assign homework: Ask students to write a quick operation guide for a piece of
equipment they are familiar with.

Teaching Plan Two: Advanced Quick Operation Guide Writing
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Step 1: Introduction (10 minutes)

Review the previous lesson and discuss the importance of an advanced operation
guide that includes safety instructions and troubleshooting tips.

Step 2: Vocabulary Learning (15 minutes)

Expand the vocabulary list with terms related to safety and troubleshooting, such as

nn nmn

"procedure," "remain," "extend," and "cord."
Use real-life examples and context to help students understand the application of these
terms.

Step 3: Course Content Presentation (15 minutes)

Discuss the role of technical staff in providing detailed information for an operation
guide and the importance of clear communication.

Step 4: Skill Training (20 minutes)

Have students role-play a conversation with technical staff to gather information for
an operation guide.

Focus on asking the right questions and understanding the technical information
provided.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes both the operation steps and
additional information such as safety tips and troubleshooting.

Step 6: Skill Enhancement (15 minutes)

Discuss the use of imperative sentences in a guide, focusing on how to convey
warnings and prohibitions effectively.

Step 7: Summary (10 minutes)
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Summarize the lesson, highlighting the importance of including all necessary
information and using the correct language style.
Assign homework: Ask students to revise their previous operation guide,

incorporating safety instructions and troubleshooting tips.

T BRI

AT HEATH RN X 9 S SO AU B E T e, A Gt HLAS & 8.
OIS I REENE R SR ZREEIA, AR B A 54R 1 %
5 ¥ T T Vi 4 R T R IO BCRE AT RN o Rl S RE N R 1T, Il D s ik 22 A
PUE T FTE N

FEATHRI P I 5 R ) B T R B 2 AR LGS IS, DL A R AR SR R
G F XS AR, X T AR A A oL IA T S B R E R, BRI S, #
TR R B R 5 SEERAR A, R AR SR T R B IR TR R N S R

A, RRFEA R OB I EEhoeER, AN s gk, kit — iR
HEE NS S BB . FI, XA S TR R SR AL, T A B A AT T
TP R 2 AL A, P IRRIETR R P SO B, T A A AR AL,
AT IAE A BRI 87 e 1 %



s 1 AR S B
J Jieyang Polytechinic

Unit 4 Reply to technical enquiries
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Teaching Plan One: Responding to Technical Enquiries

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of effective communication in
customer service, especially when dealing with technical enquiries.

Engage students in a brief discussion about their experiences with customer service

and the challenges they've faced.

Step 2: Vocabulary Learning (15 minutes)

" "adviser,"

Introduce key vocabulary related to technical support, such as "enquiry,
"standby time," and "battery."
Use flashcards and short sentences to help students understand and memorize these

terms.

Group activity: Students create their own sentences using the new vocabulary.

Step 3: Course Content Presentation (15 minutes)
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Present the steps involved in responding to technical enquiries, emphasizing the need
for patience, understanding, and clear communication.
Discuss the importance of gathering detailed information from customers and offering

appropriate solutions.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to
role-play a customer service representative responding to a technical enquiry.

Provide a template and guide them through the process of gathering information and

offering solutions.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to organize the steps of responding to a
technical enquiry.

Have students share their mind maps and discuss how they can be used to structure

the response.

Step 6: Skill Enhancement (15 minutes)
Review the language used in customer service, focusing on polite expressions and
phrases that convey empathy and understanding.

Practice exercises to help students use these expressions effectively in their responses.

Step 7: Summary (15 minutes)

Recap the key points of the lesson, emphasizing the importance of a structured
approach to responding to technical enquiries.

Assign homework: Ask students to write a script for a customer service call, including

the use of the new vocabulary and polite expressions.
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Teaching Plan Two: Advanced Customer Service Communication

Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of advanced communication
skills in customer service, such as handling complex enquiries and providing detailed

solutions.

Step 2: Vocabulary Learning (15 minutes)

Expand the vocabulary list with terms related to advanced customer service, such as
"warranty period," "extra care plan," and "appointment."

Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)
Discuss the process of making appointments and handling out-of-warranty issues,

focusing on the importance of clear and professional communication.

Step 4: Skill Training (20 minutes)

Have students role-play a customer service representative dealing with a customer
whose device is out of warranty but has an extra care plan.

Focus on the use of appropriate language and the steps to guide the customer through

the repair process.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes the steps for handling
out-of-warranty issues and making appointments.

Discuss how this can help in organizing the response and ensuring all necessary

information is covered.
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Step 6: Skill Enhancement (15 minutes)

Review the use of direct and indirect speech in customer service communication,

focusing on how to effectively convey customer concerns and company policies.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of advanced communication skills
in providing high-quality customer service.

Assign homework: Ask students to write a detailed response to a complex customer

enquiry, incorporating the use of advanced vocabulary and communication strategies.
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Unit 5 Make a business trip itinerary
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Teaching Plan One: Creating a Business Trip Itinerary

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of a well-planned business trip
itinerary and its impact on the success of a business visit.

Engage students in a brief discussion about their experiences with business travel and

the challenges they've faced in planning itineraries.

Step 2: Vocabulary Learning (15 minutes)

Introduce key vocabulary related to business travel, such as "itinerary," "launch,"
"senior editor," and "agenda."

Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.
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Step 3: Course Content Presentation (15 minutes)
Present the structure and key components of a business trip itinerary, emphasizing the
need for clear dates, events, and activities.

Discuss the importance of considering the traveler's preferences and needs.

Step 4: Skill Training (20 minutes)
Divide students into groups and give each group a scenario where they need to create
a one-day itinerary for a business visitor.

Provide a template and guide them through the process of organizing the itinerary.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to visualize the itinerary, including the main
activities and their timings.

Have students share their mind maps and discuss how they can be used to structure

the itinerary.

Step 6: Skill Enhancement (15 minutes)
Review the language used in creating itineraries, focusing on expressions that convey
time, activities, and locations.

Practice exercises to help students use these expressions effectively in their itineraries.

Step 7: Summary (10 minutes)

Recap the key points of the lesson, emphasizing the importance of a detailed and
well-organized itinerary.

Assign homework: Ask students to create a three-day business trip itinerary for a

hypothetical client.

Teaching Plan Two: Advanced Business Trip Itinerary Planning
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Step 1: Introduction (10 minutes)

Review the previous lesson and discuss the importance of considering cultural and
dietary preferences in itinerary planning.

Step 2: Vocabulary Learning (15 minutes)

Expand the vocabulary list with terms related to cultural and dietary considerations,
such as "well-reputed," "vegetarian," and "accommodation."

Use real-life examples and context to help students understand the application of these
terms.

Step 3: Course Content Presentation (15 minutes)

Discuss the role of time zones and cultural etiquette in planning international business
trips.
Highlight the importance of understanding the traveler's background and preferences.

Step 4: Skill Training (20 minutes)

Have students role-play a situation where they need to adjust an itinerary based on the
traveler's dietary restrictions and cultural considerations.

Focus on the use of appropriate language and the steps to accommodate these
preferences.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes cultural and dietary
considerations alongside the standard itinerary components.

Discuss how this can help in creating a more personalized and comfortable itinerary
for the traveler.

Step 6: Skill Enhancement (15 minutes)
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Review the use of "it" as a formal subject in English sentences, focusing on how to
structure sentences to avoid head-heavy constructions.

Practice exercises to help students rewrite sentences using "it" as a formal subject.
Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of cultural sensitivity and dietary
considerations in creating a comprehensive business trip itinerary.

Assign homework: Ask students to revise their previous itinerary, incorporating

cultural and dietary considerations for an international traveler.
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Unit 6 Receive a business client
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Teaching Plan One: Receiving Business Clients

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of proper etiquette when receiving
business clients and the impact it has on first impressions and business relationships.
Engage students in a brief discussion about their experiences with meeting clients or

any challenges they've faced in such situations.

Step 2: Vocabulary Learning (15 minutes)
Introduce key vocabulary related to business meetings and client reception, such as

" "accompany,” "brand," and "management."

"deputy,
Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.
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Step 3: Course Content Presentation (15 minutes)

Present the steps and considerations for receiving a business client, including
preparation, greeting, and making small talk.

Discuss the importance of understanding the client's interests and preferences to

facilitate conversation.

Step 4: Skill Training (20 minutes)

Divide students into pairs and have them role-play a scenario where they are receiving
a business client at the airport.

Provide a checklist for students to follow, ensuring they cover all necessary steps and

use appropriate language.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to organize the steps and considerations for
receiving a client.

Have students share their mind maps and discuss how they can be used to prepare for

client meetings.

Step 6: Skill Enhancement (15 minutes)
Review the language used in making small talk, focusing on expressions related to
weather, travel, and local culture.

Practice exercises to help students use these expressions effectively in conversation.

Step 7: Summary (10 minutes)

Recap the key points of the lesson, emphasizing the importance of preparation,
politeness, and engaging conversation when receiving business clients.

Assign homework: Ask students to prepare a brief introduction and a list of small talk

topics for a hypothetical client meeting.
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Teaching Plan Two: Advanced Business Client Reception
Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of cultural sensitivity and

adaptability when receiving clients from different backgrounds.

Step 2: Vocabulary Learning (15 minutes)

Expand the vocabulary list with terms related to cultural differences and business
customs, such as "foodie," "Cantonese," and "teahouse."

Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)
Discuss the role of cultural knowledge in client reception, including understanding
local customs and preparing for cultural exchange.
Highlight the importance of being aware of and accommodating dietary preferences

and cultural practices.

Step 4: Skill Training (20 minutes)

Have students role-play a scenario where they are receiving a client with specific
cultural or dietary preferences.

Focus on the use of appropriate language and the steps to ensure the client feels

comfortable and respected.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes cultural considerations alongside
the standard client reception steps.

Discuss how this can help in creating a more personalized and respectful client

experience.
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Step 6: Skill Enhancement (15 minutes)

Review the use of "can," "could," and "be able to" in expressing ability and
opportunity, with a focus on past and present contexts.

Practice exercises to help students understand and use these modal verbs correctly in

client interactions.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of cultural sensitivity and
adaptability in creating a successful client reception experience.

Assign homework: Ask students to research and prepare a cultural briefing for a client
from a specific country, including potential topics for small talk and considerations

for the client's comfort.
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Unit 7 Write a market research report
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Teaching Plan One: Writing a Market Research Report

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of market research in business and its
role in making informed decisions.

Engage students in a brief discussion about their understanding of market research

and its applications.

Step 2: Vocabulary Learning (15 minutes)

Introduce key vocabulary related to market research, such as "market research,"
"energy drink," "advertise," and "present."

Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.

Step 3: Course Content Presentation (15 minutes)
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Present the structure and components of a market research report, emphasizing the
need for clear presentation of data and customer feedback.
Discuss the purpose of a market report and how it can help in discovering market

opportunities and improving products.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to
analyze market data and present it in a report format.

Provide a template and guide them through the process of organizing the data and

writing a report.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to outline the structure of a market research
report.

Have students share their mind maps and discuss how they can be used to organize

the report effectively.

Step 6: Skill Enhancement (15 minutes)
Review the language used in describing market research charts and summarizing
customer feedback.

Practice exercises to help students use these expressions effectively in their reports.

Step 7: Summary (10 minutes)

Recap the key points of the lesson, emphasizing the importance of a well-structured
and clear market research report.

Assign homework: Ask students to write a short market research report based on a

hypothetical product.

Teaching Plan Two: Advanced Market Research Report Writing
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Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of cultural considerations in

international market research.

Step 2: Vocabulary Learning (15 minutes)
Expand the vocabulary list with terms related to market trends, customer preferences,

nn

and marketing strategies, such as "frequency," "white-collar," and "blue-collar."
Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)

Discuss the role of market research in understanding customer behavior and
preferences, especially in different cultural contexts.

Highlight the importance of adapting marketing strategies based on market research

findings.

Step 4: Skill Training (20 minutes)

Have students role-play a situation where they need to conduct market research for a
product entering a new international market.

Focus on the use of appropriate language and the steps to analyze and present the

research findings.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes cultural considerations alongside
the standard market research components.

Discuss how this can help in creating a more comprehensive and culturally sensitive

market research report.
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Step 6: Skill Enhancement (15 minutes)
Review the use of "every" and "each" in English, focusing on their differences and
appropriate usage in market research reports.

Practice exercises to help students understand and use these words correctly.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of cultural sensitivity and
adaptability in international market research.

Assign homework: Ask students to revise their previous market research report,

incorporating cultural considerations for a new international market.
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Unit 8 Introduce a new product
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Teaching Plan One: Introducing a New Product

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of product introductions in business
and the role they play in marketing and sales.

Engage students in a brief discussion about their experiences with new products and

how they are introduced.

Step 2: Vocabulary Learning (15 minutes)
Introduce key vocabulary related to product introductions, such as "product manager,"

"travel package," "recommendation," and "destination."
Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.
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Step 3: Course Content Presentation (15 minutes)

Present the steps and considerations for introducing a new product, including
understanding customer needs, highlighting product features, and addressing
concerns.

Discuss the importance of a clear and persuasive presentation.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to
introduce a new product to a potential customer.

Provide a template and guide them through the process of preparing and delivering a

product introduction.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to organize the key points of a product
introduction.

Have students share their mind maps and discuss how they can be used to structure

the presentation effectively.

Step 6: Skill Enhancement (15 minutes)

Review the language used in product introductions, focusing on expressions that
convey the benefits and features of the product.

Practice exercises to help students use these expressions effectively in their

presentations.

Step 7: Summary (10 minutes)
Recap the key points of the lesson, emphasizing the importance of understanding
customer needs and presenting product benefits clearly.

Assign homework: Ask students to prepare a short introduction for a hypothetical new
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product.

Teaching Plan Two: Advanced Product Introduction Techniques

Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of cultural considerations in

product introductions for international markets.

Step 2: Vocabulary Learning (15 minutes)

Expand the vocabulary list with terms related to international product introductions,
such as "full board," "airport transfer," and "exclusions."

Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)
Discuss the role of cultural understanding in tailoring product introductions for
different markets and customer preferences.

Highlight the importance of adapting the presentation to the target audience.

Step 4: Skill Training (20 minutes)

Have students role-play a situation where they need to introduce a product to an
international audience, focusing on cultural sensitivity and language adaptation.

Focus on the use of appropriate language and the steps to address cultural differences

in the presentation.

Step 5: Mind Mapping (10 minutes)
Guide students in creating a mind map that includes cultural considerations alongside
the standard product introduction components.

Discuss how this can help in creating a more culturally sensitive and effective product
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introduction.

Step 6: Skill Enhancement (15 minutes)

Review the use of "as... as possible" in English, focusing on its common usage in
expressing the extent of an action or quality.

Practice exercises to help students understand and use this structure correctly in

product introductions.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of cultural sensitivity and
adaptability in international product introductions.

Assign homework: Ask students to revise their previous product introduction,

incorporating cultural considerations for an international audience.
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Unit 9 Reply to customer queries
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Teaching Plan One: Responding to Customer Queries

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of effective communication with
customers, especially when responding to their queries about products.

Engage students in a brief discussion about their experiences with customer service

and the challenges they've faced.

Step 2: Vocabulary Learning (15 minutes)

Introduce key vocabulary related to customer service and product information, such as
"query," "exhibit," "potential," and "catalogue."

Use flashcards and short sentences to help students understand and memorize these
terms.

Group activity: Students create their own sentences using the new vocabulary.

Step 3: Course Content Presentation (15 minutes)
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Present the steps and considerations for responding to customer queries, including
understanding the product, preparing responses, and maintaining a professional tone.

Discuss the importance of providing accurate and clear information to customers.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to
respond to a customer query about a product.

Provide a template and guide them through the process of preparing and delivering a

response.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to organize the key points of a customer
query response.

Have students share their mind maps and discuss how they can be used to structure

the response effectively.

Step 6: Skill Enhancement (15 minutes)
Review the language used in responding to customer queries, focusing on expressions
that convey product information and address customer concerns.

Practice exercises to help students use these expressions effectively in their responses.

Step 7: Summary (10 minutes)

Recap the key points of the lesson, emphasizing the importance of clear
communication and professionalism when responding to customer queries.

Assign homework: Ask students to prepare a response to a hypothetical customer

query about a product.
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Teaching Plan Two: Advanced Customer Query Response

Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of understanding customer

needs and providing tailored responses.

Step 2: Vocabulary Learning (15 minutes)
Expand the vocabulary list with terms related to product details, such as "FOB," "lead

nn

time," "capacity," and "accessory."
Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)
Discuss the role of product knowledge in providing effective customer service and
how to use this knowledge to address specific customer concerns.

Highlight the importance of understanding and using industry-specific terminology.

Step 4: Skill Training (20 minutes)

Have students role-play a situation where they need to respond to a customer query
with detailed product information, focusing on the use of appropriate language and
terminology.

Focus on the use of expressions related to product details and customer service.

Step 5: Mind Mapping (10 minutes)

Guide students in creating a mind map that includes product details and customer
concerns alongside the standard response components.

Discuss how this can help in creating a more comprehensive and tailored customer

response.
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Step 6: Skill Enhancement (15 minutes)

Review the use of modal verbs, especially "may," in expressing permission,
speculation, and wishes in customer service contexts.

Practice exercises to help students understand and use these modal verbs correctly in

their responses.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of product knowledge and the use
of appropriate language in providing advanced customer service.

Assign homework: Ask students to revise their previous customer response,

incorporating detailed product information and industry-specific terminology.
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Unit 10 Write an order confirmation email
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Teaching Plan One: Writing an Order Confirmation Email

Step 1: Introduction (10 minutes)

Begin the lesson by discussing the importance of order confirmation emails in
business transactions and their role in maintaining clear communication with
customers.

Engage students in a brief discussion about their experiences with online shopping

and the types of confirmation emails they have received.

Step 2: Vocabulary Learning (15 minutes)

Introduce key vocabulary related to order confirmation, such as "confirmation,"
"quantity," "delivery time," and "payment method."

Use flashcards and short sentences to help students understand and memorize these

terms.
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Group activity: Students create their own sentences using the new vocabulary.

Step 3: Course Content Presentation (15 minutes)

Present the structure and components of an order confirmation email, emphasizing the
need for clarity, professionalism, and attention to detail.

Discuss the purpose of an order confirmation email and the key points to consider

when writing one.

Step 4: Skill Training (20 minutes)

Divide students into groups and give each group a scenario where they need to write
an order confirmation email for a hypothetical customer.

Provide a template and guide them through the process of organizing the email and

including all necessary information.

Step 5: Mind Mapping (10 minutes)

Teach students how to create a mind map to outline the structure of an order
confirmation email.

Have students share their mind maps and discuss how they can be used to ensure all

important details are included.

Step 6: Skill Enhancement (15 minutes)
Review the language used in order confirmation emails, focusing on expressions that
convey gratitude, confirmation, and future cooperation.

Practice exercises to help students use these expressions effectively in their emails.

Step 7: Summary (10 minutes)
Recap the key points of the lesson, emphasizing the importance of a well-structured
and clear order confirmation email.

Assign homework: Ask students to write an order confirmation email for a
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hypothetical order.

Teaching Plan Two: Advanced Order Confirmation Email Writing

Step 1: Introduction (10 minutes)
Review the previous lesson and discuss the importance of adapting order confirmation

emails to different customer needs and expectations.

Step 2: Vocabulary Learning (15 minutes)
Expand the vocabulary list with terms related to international shipping and payment

" "advance," and "invoice."

terms, such as "transship,
Use real-life examples and context to help students understand the application of these

terms.

Step 3: Course Content Presentation (15 minutes)

Discuss the role of intercultural communication in writing order confirmation emails
for international clients.

Highlight the importance of understanding and using appropriate language and

expressions for different cultures.

Step 4: Skill Training (20 minutes)

Have students role-play a situation where they need to write an order confirmation
email for an international client, focusing on the use of appropriate language and
cultural considerations.

Focus on the use of expressions related to international shipping and payment terms.

Step 5: Mind Mapping (10 minutes)
Guide students in creating a mind map that includes cultural considerations alongside
the standard order confirmation email components.

Discuss how this can help in creating a more culturally sensitive and effective email.
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Step 6: Skill Enhancement (15 minutes)

Review the use of "would like" in expressing requests and suggestions, focusing on its
polite and indirect tone.

Practice exercises to help students understand and use this modal verb correctly in

their emails.

Step 7: Summary (10 minutes)

Summarize the lesson, highlighting the importance of cultural sensitivity and
adaptability in writing order confirmation emails for international clients.

Assign homework: Ask students to revise their previous order confirmation email,

incorporating cultural considerations and international shipping and payment terms.
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