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Goals

Here to Help: Workplace communication skills for food services is a resource to support English language learners
find and retain entry level jobs in food services.

Learners will have the opportunity to practice and develop:
» English language skills
» Workplace culture and communication

» Workplace communication skills

The Alberta Government has funded the development of Here to Help. The resource has been designed

to support job readiness for entry level employees. Newcomers to the food services industry with basic

or intermediate English language proficiency will develop effective coonmunications skills, receive an
introductory understanding of what to expect when starting a job for the first time in Canada, and increase
their knowledge of workplace culture.

Materials Overview

Here to Help: Workplace communication skills for food services consists of a Learner Workbook and an Instructor
Guide to support the Learner Workbook.

The Learner Workbook can be delivered to learners electronically; however, learners will benefit from having
printed copies of the resource so that they can write on pages and take notes of example language that they
hear in class. The website addresses are included in the Learner Workbook so that learners can access the
videos and audios even from a printed copy.

The Instructor Guide includes inset pages of the Learner Workbook to help guide instructors through the

resource. Instructors will find it useful to keep a printed copy of the Instructor Guide with them in class. Details
for using the Instructor Guide occur later in this Resource Overview.
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Background and Development

With two of Canada’s largest metropolitan areas, and a thriving tourism industry, the accommodation

and food services industry in Alberta is an attractive industry for job seekers. Newcomers to Canada will
commonly be among those seeking to obtain and retain entry-level positions in restaurants, catering services,
cafeterias, and similar establishments.

According to the Government of Alberta (2017), this industry includes establishments that:

» Provide short-term lodging and complementary services (i.e. hotels, motor hotels, resorts, motels, bed
and breakfast accommmodation, housekeeping cottages and cabins, recreational vehicle parks and
campgrounds and hunting and fishing camps); and

» Prepare meals, snacks and beverages to customer order for immediate consumption on or off the
premises. (p.1)

The Government of Alberta reported that the industry accounted for 6.4% of total employment in Alberta in
2016 and projected that employment in this industry is expected to grow at an average rate of 1.55% from
2016102019 (2017, p.2).

Here to Help: Workplace communication skills for food services has been informed by consultation with industry.
Industry experts shared key knowledge and skills, as well as identified situations where communication can
break down in urgent food services environments.

Information gathering for the development of the resource also included job shadowing and observing
employee communication and interaction in a variety of food services settings. Job descriptions and
desirable skills from a variety of sources were also read during the development stage. From this work, the
priority learning objectives and skills-based outcomes for entry level work proficiency in food services for Here
to Help were established.

The contextualized learning activities in Here to Help: Workplace communication skills for food services, with
their focus on vocabulary, language functions, and cultural awareness will enable instructors working with
immigrants and refugees to assist their learners to succeed in the food services industry. Developed to bridge
communication gaps between potential employees, current employees, and employers, Here to Help aims to
Create pathways to employment.
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Summary

Here to Help: Workplace communication skills for food services has been informed by consultation with
industry and provides opportunities for authentic workplace communication. Here to Help aims to demystify
workplace expectations for newcomers to food services who are also newcomers to Canada.

The resource is designed for learners at Canadian Language Benchmark (CLB) levels 4 — 6. Here to Help
specifically focuses on the development of listening and speaking skills for food services workplaces;
however, all four language skills: listening, speaking, reading and writing are practiced throughout the
resource.

The Here to Help: Workplace communication skills for food services resource is divided into four themed
modules:

I MODULE ONE - INTERVIEWING AND ONBOARDING
I MODULE TWO - KNOWING YOUR ENVIRONMENT
I MODULE THREE - STAYING SAFE

I MODULE FOUR - TAKING INITIATIVE

Each module contains industry-specific audio and video materials that support instruction. The themed
modules incorporate broad workplace learning objectives as well as specific skills-based outcomes. The
learning objectives focus on themes that can help employees communicate effectively in the workplace.
The skills-based outcomes address two areas of focus: language functions and workplace culture and
communication. Learners will practice and self-evaluate their success in achieving the skills-based outcomes
in the exercises and activities of each unit.

Each module begins with an introduction unit. The introduction unit is designed to introduce the theme,
vocabulary, and activate learners' prior experience and existing knowledge about the subject.

The numbered units within the modules center on listening exercises and performance activities. Learners
self-evaluate their performance in these exercises and activities.

The reflection unit at the end of each module is an essential part of the learning process. Learners revisit

the content of the module and are prompted to relate content directly to their own context. The reflection
units also include an assessment of the module content that can be undertaken by instructors in one-to-one
conversations with learners.
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Here to Help was designed to allow for learners to self-evaluate, set goals, reflect on achievements and collect
artefacts demonstrating progress. As such, learners in programs using Portfolio-Based Language Assessment
(PBLA) will be able to use evidence from Here to Help in their language learning portfolios.

Using the Resource

English language instructors may choose to include content from Here to Help: Workplace communication skills
for food services in existing courses or curriculum. The resource, with its focus on workplace communication,
could be used as a core text in classes like Language Instruction for Newcomers to Canada (LINC). Here to Help
could also run as a stand-alone course as it supports forty-eight hours of instruction at Canadian Language
Benchmark (CLB) levels 5 and 6.

It is recommended that instructors follow the sequence of materials as they appear in the resource. Here to
Help has a main character, Anna, who is a newcomer to Canada and to the food services industry. Through
the audio resources, learners will follow Anna's progression from preparing for her interview through to
onboarding with her new employer. Anna’s storyline continues as she learns more about her establishment,
workplace safety and how to take initiative to develop her skills.

Here to Help takes a real world approach for the application of language and communication skills. As a result,
instructors may need to scaffold learning and add to the resource content in order to reflect the needs

of their cohorts. Among the considerations to be made when formulating their instructional approach,
instructors should be mindful of:

» The differences in language ability between CLB 4 and CLB 6 learners
» The subtle differences between learners' overall language ability and their listening and speaking skills
» Previous work experience in any industry of their learners

» Canadian workplace experience and/or knowledge of their learners

The industry knowledge exercises and class discussions outlined in Here to Help will assist instructors in
gathering this type of information.

The audio resources in Here to Help capture authentic workplace advice, exchanges and scenarios. They
range in length from approximately one minute to three and one half minutes. Instructions for the listening
exercises have general suggestions for adaptations. Instructors will need to decide how best to conduct
listening comprehension activities based on the needs of their cohorts, and their increased familiarity with
the listening exercises as they progress through the resource.
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At the start of each unit, the key unit content has been identified for learners. Instructors should establish
what key content requires explicit teaching or review before commencing the unit of study. If learners have
limited English language experience of some skills included in the key content, like rephrasing for example,
they may require time for exploration and understanding prior to applying the skills in activities and exercises.
The language examples in each of the units could prove a good jumping off point for conversations with
learners about language they have heard in language learning classrooms or in daily life. Instructors should
prompt learners to refer to the key content sections often.

Unless otherwise indicated, learners should be sharing information and explaining their opinions orally rather
than in writing. This oral participation is particularly important in the peer-review section of the exercises and
activities.

Themes

The module themes of Here to Help: Workplace communication skills for food services were identified following
consultation with industry. The four modules are:

I MODULE ONE - INTERVIEWING AND ONBOARDING
I MODULE TWO - KNOWING YOUR ENVIRONMENT
I MODULE THREE - STAYING SAFE

I MODULE FOUR - TAKING INITIATIVE

Prior to undertaking activities with learners, instructors should be familiar with the module themes outlined
below, as well as the industry information included at the start of each module. For more information about
the accommodation and food services industry, see Further Reading.
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Module One: Interviewing and Onboarding

The activities and resources in this module assist newcomers
to Alberta as they explore and apply for entry level jobs in food
services and begin onboarding with new employers.

Food services workplace settings vary widely. The interviewing
and onboarding practices at a national restaurant chain will
look very different from the interviews and training conducted
by a small, family-run catering company. Developing learner
understanding of common expectations and vocabulary across
the food services industry in Alberta will assist them when they
begin work at a new employer.

Completion of the activities in this module will provide learners

with opportunities to identify experiences, skills, and strengths

that are transferable to food services. They will also acquire a better sense of what is expected in a job
interview for entry level positions.

Module Two: Knowing your Environment

The activities and resources in this module assist newcomers

to Alberta develop their understanding of the structure and
urgency of food services establishments and the commmunication
skills necessary for industry workplaces.

The way that front and back of houses operate varies from
establishment to establishment. However, across the industry
there are common expectations for communicating in these
settings. The materials and language learning instruction in this
module provide learners with opportunities to develop and
rehearse language skills necessary for effective and efficient
communication in food services or similar entry level positions.

Completion of the activities in this module will enable learners to
act and respond in a timely, accurate, and effective manner in the workplace.
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Module Three: Staying Safe

The activities and resources in this module assist newcomers

to Alberta to create awareness in the workplace and develop

their understanding of safe food handling and storage practices.
Newcomers to Canada may face a learning curve with regards

to identifying and refusing unsafe work, as well as managing

conflicts that arise from misunderstandings in busy settings. [

Health and safety training for each individual setting will vary.
However, across the industry there are communication practices
and skills that can help to create a safe environment in any
setting.

Completion of the activities in this module will equip learners
with language and workplace culture and communication to
complement health and safety training in the workplace.

Module Four: Taking Initiative

The activities and resources in this module will assist learners

to give and seek performance feedback, access opportunities
for skill development on their own accord, and plan their career
pathway. For many newcomers to Alberta, a job in food services
may be their first employment experience in Canada, and so
they will benefit from explicit instruction about the language
and skills necessary for performance reviews and job and/or
career advancement.

Skill development and career mobility varies widely across

the employment sectors. This module addresses a number of
learning objectives that are relevant to food services settings.
Development of workplace knowledge will also serve learners
well if they transition into other industries.

Completion of the activities in this module will provide learners with opportunities to rehearse the language
and skills necessary to take more initiative in the workplace.
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Objectives and Outcomes

Each module in Here to Help: Workplace communication skills for food services addresses a number of learning
objectives, and evaluates language skill outcomes and workplace culture and communication outcomes.
The learning objectives focus on themes that can help employees communicate effectively in the workplace.
The skills-based outcomes address two areas of focus: language functions and workplace culture and
communication.

Module One: Interviewing and Onboarding

The Learning Objectives for Unit 1 - In the Interview are:
» Identify transferable skills for a range of job descriptions
» Recognize the importance of sharing personal strengths, skills, and past experiences

» Learn about the interview process

The Learning Objectives for Unit Two — Onboarding are:
» Learn about policies and manuals you will see when starting a new job
» Recognize personal responsibility for sharing information

» Learn about training when starting a new job

The skills-based outcomes of Module One are as follows:

Interviewing and Onboarding

Unit Name Language Skill Outcomes Workplace Culture and
Communication Outcomes

Unit T —Inthe Interview » Listen for details » Showcase personal strengths,

» Ask and respond to follow up skills, and past experiences

questions
» Use greeting and leave taking
language

» Use appropriate language to
showcase personal strengths, skills,
and past experiences
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Unit Name Language Skill Outcomes Workplace Culture and
Communication Outcomes

Unit Two — Onboarding » Listen for details » Communicate personal

» Ask clarifying questions information

» Use and recognize softening
language to make requests

» Paraphrase and repeat back
information

Module Two: Knowing your Environment

The Learning Objectives for Unit 1 — Workplace Structure are:
» Develop awareness of the roles and responsibilities in food service workplaces
» Distinguish between concerns that require immediate responses and concerns that can wait

» Recognize the obligation to address or report workplace problems

The Learning Objectives for Unit Two — Communicating with Urgency are:
» Develop strategies to communicate in urgent settings
» Learn about decision making in urgent settings
» Recognize the importance of interrupting appropriately

» Recognize the need to complete ongoing daily tasks during down times

The Learning Objectives for Unit Three — Building Relationships and Trust are:
» Recognize the team atmosphere involved in a food services workplace
» Recognize the importance of active listening for building trust

» Become aware of the opportunities to observe and build language skills in a fast-paced environment
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The skills-based outcomes of Module Two are as follows:

Knowing your Environment

Unit Name Language Skill Outcomes Workplace Culture and
Communication Outcomes

Unit 1 —Workplace » Listen for details » Showcase personal strengths,
Structure skills, and past experiences

™

» Use and expand on set phrases

v

» Rephrase information

Unit Two — » Listen for details » Communicate personal
Communicating with » Use appropriate language for information
Urgency interrupting

» Repeat back information

» Communicate information succinctly

» Make requests for more information

» Interrupt appropriately
Unit Three — Building » Listen for details » Use politeness
Relationships and Trust |, ack clarifying questions » Questioning

™

» Rephrase information

» Provide descriptions

™M

» Repeat back information
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Module Three: Staying Safe

The Learning Objectives for Unit 1 — Knowing your Rights are:
» |dentify health and safety regulation information
» Recognize the importance of refusing work that is unsafe

» Recognize the need for direct language in food services workplaces

The Learning Objectives for Unit Two- Conflict in the Workplace are:
» Recognize that communication breakdowns can lead to conflicts
» Develop strategies to communicate in conflict situations

» Recognize the need for assertive language in food services workplaces

The skills-based outcomes of Module Three are as follows:

Staying Safe
Unit Name Language Skill Outcomes Workplace Culture and
Communication Outcomes
Unit 1 = Knowing your » Listen for details » Voice decisions and reasons
Rights » Find key information in workplace
signage
» Provide details
» Use direct language
Unit Two - Conflict in » Listen for details » Address conflict appropriately
the Workplace » Express feelings and opinions
» Recognize directives in softened
language
» Use appropriate language to initiate
conversations about conflict
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Module Four: Taking Initiative

The Learning Objectives for Unit 1 —Taking Initiative are:
» Recognize the benefits of being versatile
» |dentify the importance of building skill sets over time

» Recognize the need to take personal responsibility for your own career path

The skills-based outcomes of Module Four are as follows:

Taking Initiative

Unit Name Language Skill Outcomes Workplace Culture and
Communication Outcomes

Unit 1 —Taking Initiative » Listen for details » Talk about strengths, skills,
and past experience to

» Offer suggestions
persuade others

» Elicit feedback
» Use active listening to be

receptive to feedback
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Module Structure

Each module in Here to Help: Workplace communication skills for food services is organized as follows:

Introduction Purpose

Summary, Objectives, and Outcomes Provides a summary of the module content.
Details the learning objectives, language
skill outcomes, and workplace culture and
communication outcomes of the module.

Industry Knowledge Exercise Assesses and activates prior knowledge that
learners have about the industry in order to get
ready for learning.

» Exercise Discussion Questions — engage
learners'prior learning and existing knowledge,
and elicit vocabulary.

Introduction Video Provides a synopsis of the video and a link to the
video file. In the video an industry expert speaks
directly to learners. The videos introduce the key
themes of the module. Includes:

Video Exercise — introduces advice and
knowledge that is commonplace across industry
establishments and settings.

» Focus Questions — learners will listen for details
to answer questions.

» Video Transcript

» Comprehension Questions — learners will listen
for details to answer questions and connect the
content of the video with real-life experiences.

» Activity Task — provides learners with an
opportunity to develop their industry specific
vocabulary and knowledge of food services
industry settings.
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Introduction Purpose

Industry Insider Provides helpful industry information that
complements the learning objectives and
outcomes.

Unit Review Provides a review of the unit and an opportunity

for learners to set goals.

Unit(s) Purpose

Summary, Objectives, and Outcomes Details the learning objectives, language
skill outcomes, and workplace culture and
communication outcomes for the unit.

» Key Content — information and definition of
language functions. Review these to introduce
them to the learners. They will also provide
a reference for learners as they complete
exercises and activities.

Audio Conversation 1 Provides a synopsis of the conversation with a link
to the audio file. Includes:

Listening Exercise — introduces language functions
and vocabulary in the unit.

» Focus Questions — questions to guide listening.

» Conversation Transcript — transcripts with
blanks. Learners will fill in the missing words
when listening to the audio file.

» Language Questions — questions related to
the blanks in the transcript that focus learner
attention on language functions.

» Evaluation — learners review their answers and
explore ways to improve their listening skills.
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Unit(s) Purpose

Performance Activity — learners use language
examples to complete activities that will help
them practice outcomes.

Audio Conversation 1

» Language Examples — learners are provided
with language examples for reference and to

structure their conversations.

» Activity Task — space where learners complete
an activity.

» Evaluation — learners will score their
performance in the activity on a rubric.

Provides a synopsis of the conversation with a link
to the audio file. Includes:

Audio Conversation 2

Listening Exercise — introduces language functions
and vocabulary in the unit.

» Focus Questions — questions to guide listening.

» Conversation Transcript — transcripts with
blanks. Learners will fill in the missing words
when listening to the audio file.

» Language Questions — questions related to
the blanks in the transcript that focus learner
attention on language functions.

» Evaluation — learners review their answers and
explore ways to improve their listening skills.

Performance Activity — learners use language

examples to complete activities that will help

them practice outcomes.

» Language Examples — learners are provided
with language examples for reference and to
structure their conversations.

» Activity Task — space where learners complete
an activity.

» Evaluation — learners will score their
performance in the activity on a rubric.
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Unit(s) Purpose

Industry Insider Provides helpful industry information that
complements the learning objectives and
outcomes.

Unit Review Instructions Provides a review of the unit and an opportunity

for learners to set goals.

Reflection Purpose

Reflection Instructions Provides instructions on how to guide learners
through a reflection of their progress.

Module Reflection Provides instruction on how to guide learners
through a reflection of their progress. Includes:

» Industry Insider Review — opportunity to
review key points form the industry insiders,
and to practice paraphrasing, note taking, and
summarizing.

P

M

Reflection Questions — learners are guided
through the reflection. They will be directed to
previous sections of their workbook and asked
to think how their learning can relate to their
own life and workplace. They will also be asked
to create goals.

P

X

Evaluation Review — review comments and
goals, and prepare for the instructor/learner
evaluation. One-to-one guided conversations
between instructor and learner so that the
instructor can assess the learner and provide
feedback.

Language Examples — learners are provided
with language examples for future reference.

R

¥
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Instructor Guide Overview

This instructor guide accompanies the Here to Help: Workplace communication skills for food services resource.
The guide provides instructions to facilitate the learning, evaluation, and reflection activities in the learner
workbook.

Instructional support in the guide includes:
» Industry information
» Audio and video summaries

» Instructions for activities, exercises and evaluations

v

v

» Discussion guidelines
» Materials
» Glossary vocabulary

» Answer keys

For ease of reference, the pages of the learner workbook are inset into this instructor guide; however,
instructors will need to cross-reference between the guide and the resource to prepare for classroom
instruction.

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 22




RESOURCE OVERVIEW

BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOOOGOOIHOOOOIOOOOOOOOOOIOOIOGOOIOOOOIOOOOOOOOOOIOIIOOOOAOOOOIOOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

Using the Instructor Guide

This instructor guide should be used in conjunction
with the Here to Help: Workplace communication skills for
food services learner workbook.

Before embarking on exercises and activities in the
learner workbook with their classes, instructors should
consult the corresponding pages of this guide to help
them prepare and support learners. The following
information should also be referred to when lesson
planning:

» Workplace culture discussions
» Evaluations
» Goal Setting and Unit Reviews

» Reflections

Industry specific information is included at the
beginning of each module and unit, as well as in the
workplace culture discussions that precede many of
the performance activities. This industry information
provides instructors with context for the learning
objectives and outcomes that have been included in
Here to Help.

MODULE 0N — INTERVIEWING AND ONSOARDING - INTRODUCTI0N UNIT

Instructions: Video Exercise
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et That thy nuied b with,
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INSTRUCTOR GUIDE - PAGE 31

Glossary vocabulary is specific to the food services industry. Throughout the guide, any glossary vocabulary
that appears in audio transcripts, video transcripts, activities, and exercises has been identified to inform pre-

teaching.

Instructors will need to decide on the level of differentiation required to enable their particular cohorts of
learners to complete tasks. Suggestions for how activities and exercises can be adapted for multi-level classes
are included in this guide. Where adaptations are included, they immediately follow the instructions for

activities and exercises.

Here to Help : Workplace communication skills for food services
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Workplace Culture Discussions

Guidelines for workplace culture discussions are included in the instructions of many of the performance
activities in Here to Help: Workplace communication skills for food services. These discussions are an opportunity
for instructors to help learners:

» Fillin gaps in their knowledge
» Rehearse the language examples and vocabulary of the audio resources
» Expand on the cultural knowledge introduced in a particular audio resource

» Make connections between information introduced in the audio resources and their own personal
experiences

v

» Recognize differences between their culture and the Canadian context in workplace behaviours and
expectations

These discussions focus on a variety of workplace expectations around communication and are not limited to
the food services industry.

Evaluations

Learners using Here to Help: Workplace communications skills for food services have multiple opportunities to
assess their own learning. Time must be set aside to allow for meaningful evaluations, and for learners to write
down comments about their progress.

If using multiple units with your learners, consider adapting the listening exercises progressively as learners
get used to the expectations and format of the exercise. You may eventually be able to assign listening
exercises for homework, for example, or have learners perform extension activities and act out parts of the
audio or write scenes for‘what comes next!

After each listening exercise learners will evaluate their fill in the blank answers and their answers to the
language questions. Learners should discuss their answers with a partner orally, and explore opportunities
to improve their listening skills outside of the classroom. Instructors may need to model this conversation for
learners and assist with idea brainstorming.

These partner evaluations should be followed by whole class discussions about unfamiliar vocabulary
included in the audio.
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After each performance activity learners will evaluate their performance in achieving a number of outcomes
on a rubric. The rubrics have spaces for numerical scores as well as comments. These rubrics will be reviewed
at the end of each unit.

Instructors should take time to explain the purpose of the rubrics and the content within. Learners unfamiliar
with this type of assessment will need examples of what would constitute a score of zero, one, or two, and
how to tabulate an overall score. It should be reinforced to learners that scores will not have much meaning
without detailed supporting comments. In the comments section, learners should record short notes about
what they found easy or challenging about the performance activity. Instructors may need to provide some
sentence starters and/or example statements for learner use.

Goal Setting and Unit Reviews

Learners using Here to Help: Workplace communication skills for food services have multiple opportunities to set
goals. Time must be set aside to allow for meaningful review.

Goal setting begins with the evaluations for each listening exercise. In these evaluations learners are
required to brainstorm opportunities for improving their listening skills outside of the classroom. Similarly,
the comments section of the performance activity evaluation rubrics provide space for learners to record
strengths and opportunities for development. Then, in the unit reviews, learners refer back to their listening
exercise scores and performance activity comments. The unit reviews are an opportunity for learners to
briefly revisit their learning and to refine their personal learning goals as they progress through the material.
Instructors may need to provide some sentence starters and/or example statements for learner use.

Additionally, each review walks learners through the learning objectives and key content that they have been

introduced to and rehearsed during the unit. Learners complete the reviews with a classmate, using the
bullet points as prompts. Instructors may need to model this review conversation with a learner volunteer.
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Reflection Units

Learners using Here to Help: Workplace communications skills for food services have multiple opportunities to
reflect on their progress. Time must be set aside to allow for meaningful reflection.

The reflection unit at the end of each module provides learners with an extended opportunity to reflect on
what they have learned, reassess their goals, and receive direct feedback from an instructor.

In each module reflection unit learners will:
» Summarize the information provided by the industry insiders
» Answer a series of questions that connect the experiences of the central character, Anna, to their own
» Review the language goals they set during the module
» Identify language examples and vocabulary that still require rehearsal

» Prepare for an evaluated guided conversation with the instructor

Instructors should take the time to explain the purpose of reflections. Learners should have multiple
opportunities to talk about their progress.

Fvaluated Guided Conversations

Each reflection unit in Here to Help incorporates an evaluated guided conversation. These one-on-one
conversations enable instructors to provide feedback to learners about the language skill outcomes, aiding
them in their reflection.

The learner workbook contains reminders about these one-to-one evaluations at the beginning of
each module and unit. At the end of each module, learners will have time to prepare for the evaluation
independently and with partners. Each reflection unit includes the conversation setting for the evaluation.

A rubric is provided for instructors to assess learners' proficiency in the skills-based outcomes. Instructors
should include comments about learner strengths, opportunities for development, and suggestions on areas
of focus for goal setting.

To set learners up for success, instructors may additionally consider sharing images or video footage of
similar establishments to those included in the conversation settings. Instructors may also consider creating
food services ‘settings' within their classrooms through the placement of furniture and inclusion of props. If
instructors are unable to conduct the guided conversations in a private space, they may consider assigning
group work activities to learners who are not being evaluated in order to keep them occupied and create a
sense of privacy.
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MODULE ONE — INTERVIEWING AND ONBOARDING — INTRODUCTION UNIT

Summary, Objectives, and Outcomes:
Industry Information

The activities and resources in this module assist
newcomers to Alberta as they explore and apply for
entry level jobs in the food services industry and begin
onboarding with new employers.

WHODULE OHE — INTEODHCTION UNIT

Summary, Objectives, and Outcomes

T rrmochbe el Dot yoms i s inhirvdermigg ared oemmunisastion skils & erry bewed o iy ihe b
samvicim Inchiry in AEwra Thee actwithes and resources il aba help i prepure fior sucomahul onboard ng

Newcomers may face a learning curve in terms of D e v s
the interview and onboarding process. In addition to S Y
developing their understanding of how interviews are T e 00 XCad o 4 e s
conducted in the Canadian context, they may benefit TR
from coaching with regards to identifying their skills,
strengths, and experiences that are transferable to new
employment opportunities. Aoz iy

« R i
The urgency of the food services industry dictates that TR | g | e Rt

vacancies are filled quickly and so interview candidates

should be prepared to showcase their skills and

strengths and, in some instances, start work on the day

of their interview. Newcomers who are applying for T S ———

jobs in food services for the first time in their working
lives may consider themselves to have no relevant
experience to include in their application and discuss
during job interviews. Depending on a newcomer's
background, they may also require opportunities to develop the skills and vocabulary necessary to speak
to strengths and showcase previous accomplishments, as is the norm during the interviewing process in
Canada.

LEARNER WORKBOOK - PAGE 13

Onboarding varies from setting to setting in the food services industry; however, there are a number of
common expectations and practices. For example, it is the industry expectation that during the onboarding
period, employees observe other colleagues closely and ask lots of questions to ensure efficiency and the
safety of everyone in the environment. This expectation may be in contrast to learners' backgrounds and
therefore learners may require opportunities to rehearse the appropriate conventions and skills.

Completion of the activities in this module will provide learners with opportunities to identify experiences,

skills, and strengths that are transferable to food services. They will also acquire a better sense of what is
expected in a job interview for entry level food services in a Canadian context.
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Industry Knowledge Exercise: Instructions

This exercise should be completed prior to watching
the introduction video and before the video exercise.

In this exercise, learners will be introduced to the
module theme through a class discussion. The
discussion questions in the learner workbook will help
learners activate their existing knowledge to get started
on the module topic. This is an oral activity and there is
no expectation that learners produce notes to support
this discussion. If needed, learners can take notes in the
margins of their workbook.

Do the following to prepare and support the exercise:

1. Read the discussion questions together as a class.

2. Putlearnersin pairs orin groups of three and
have them talk about the questions with each
other. Assign one question to each group as
applicable.

3. Read and discuss the answers to the questions as
a class.

Here to Help : Workplace communication skills for food services
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LEARNER WORKBOOK - PAGE 14
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Interviewing and Onboarding:
Introduction Video

Video Summary

In this video, a hiring manager
shares valuable information

from her experience of Here to Help:
Workplace Communication

conducting interviews and 5 ;
Skills for Food Services

executing onboarding. She
tells learners that if they have

work experience in any field, D 6
they can transfer skills to the
food services industry. She
points out that in urgent
environments, filling vacancies
is a priority, and so applicants
should know that businesses
usually need them to start as
soon as they can. She talks about the different ways that orientation and onboarding can be conducted in
different settings, but states that in all settings employees need to self-identify what they need to learn.

MODULE 1: INTERVIEWING AND ONBOARDING

The video is three minutes and forty-nine seconds long and is divided into three parts:
» Part 1: Preparing for an Interview (ends at 1:17)
» Part 2: During an Interview (begins at 1:22)

» Part 3: During Onboarding (begins at 2:25)
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Video Exercise: Instructions

This exercise will introduce learners to some of the key
vocabulary and thematic content of the Interviewing
and Onboarding module. They will learn vocabulary
for different roles, responsibilities, and job titles in the
food services industry. Learners will complete the video
exercise in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before watching the introduction
video.

2. Elicit answers to the focus questions after
watching the video. Have learners underline
any additional vocabulary and phrases in the
transcript that they need help with.

3. Read the comprehension questions with the
class and then watch the video a second time.

4. Lead a class discussion about the comprehension
questions.

MOOULE BUE - ITRODUCTION UNIT

Interviewing and Onboarding -
Introduction Video
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LEARNER WORKBOOK - PAGE 15

Suggestions for Adaptations

the focus and comprehension questions.

» Consider leading a discussion about learners'first impressions of the industry employee in the video.
» Consider chunking the video on the first and/or second viewing.

» Consider having learners summarize individual parts of the video before drawing their attention to

MATERIALS GLOSSARY VOCABULARY
» Interviewing and Onboarding Video Catering Hire Orientation
Concession Industry Setting
Conduct Informal Supervisor
Co-worker Manual Task
Efficient Model Transfer
Formal Onboarding

Here to Help : Workplace communication skills for food services
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MODULE ONE — INTERVIEWING AND ONBOARDING — INTRODUCTION UNIT

Activity Task: Instructions

This activity will provide an opportunity for learners to
share and acquire industry knowledge and vocabulary
and identify skills that can be transferred to the food R

services ind ustry. Lok stthe e photogrighe f o e inusry eraplyaes S s e el tha s phctos

could] represent with yor classmates

MODULE 0WE = INTRODUCTION UsIT

Do the following to prepare and support the exercise:

1. Review the term ‘transferable skill’

2. Display and discuss the activity task photos. Ask
learners to share any names of the roles that
they know. Collect roles on the whiteboard.
Confirm the name of each role. Learners are to
record these roles underneath the photos in their
workbook.

'('«l‘ "}'i;;r‘

Fesd th: Lok for sl st eed L oo ser e, Which roie
rvaich o Tk deli? Discuss whur dhivers with & prireer Snd Ther with the dada. Be gre
LTE

Frofle

3. Asklearners what skills they think each of these
roles requires. Collect skills on the whiteboard. Hi“*;”"’”“‘

Ask learners if they can think of other roles where
these same skills would be needed.

4 2 gro Estemer He/she i friendly and makes good
o with rentory and ok, Haihe canuie credit and

Vo . Wil e e i, thih e b racm bl bl elagnny | o aleg Calege J0H fga 18

4. Read profile 1 from the learner workbook and
ask the learners to match the skills in the profile
to one of the roles on the whiteboard. Learners
complete the matching activity.

LEARNER WORKBOOK - PAGE 19

5. Review suggestions and answer any questions as a class. Ask learners to explain their answers using the
words “transfer”and “transferable skills”.

Suggestions for Adaptations

» Consider leading a discussion about different food service settings. Ask learners in which settings
they would expect to find people employed in the roles in the photographs.

» Consider asking learners to search online for photos that reflect the roles in the profiles. How do they
differ from the photos supplied in the activity? What are the differences between the settings?

GLOSSARY VOCABULARY
MATERIALS
Profile
» Module One — Introduction Unit — Activity Task Photos ~ Role
Transfer
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider speaks about
how important reliability is to her. She shares that
having as much notice as possible about changes
to the schedule helps management to make
adjustments.

MODULE ONE — INTROGECTION UNIT

@ INDUSTRY INSIDER

BENGRELIABLE
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Industry Insider: Instructions
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Do the following to prepare and support the i e e
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youll e off 1.8 iving start.

works. Give examples of similar establishments
in the local community.
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3. Asklearners: LEARNER WORKBOOK - PAGE 21

» What advice did the insider give that you can
use right away?

» What did the insider say that was the same as what you already know?
» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content or summarize.
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MATERIALS

» Industry Insider: Being Reliable

GLOSSARY VOCABULARY

Chain
Notice
Reliable
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MODULE ONE — INTERVIEWING AND ONBOARDING — INTRODUCTION UNIT

Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Interviewing and
Onboarding and reflect on new knowledge and skills.

The review concludes with a preview of the content in
the next unit.

Unit Review: Instructions

Do the following to prepare and support the unit
review:

1. Explain to learners the purpose of a unit review.

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to record new vocabulary in the
space provided.

4. Ask learners to think about what they have
learned about the food services industry in this
unit and to share this information with a partner.

MOUULE ONE — INTRODUCT 108 UNIT

Unit Review
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LEARNER WORKBOOK - PAGE 22

5. Asklearners to look at the photos in their learner workbook and, using the language and knowledge
from the unit, write a statement that the person in the photo could be making. Encourage learners to
refer back to the video transcript or other pages in their workbooks.

6. Answer any questions about the unit as a whole.

7. Preview the next unit.

MATERIALS

» Module One — Introduction Unit Photos — Unit Review Photos
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Summary, Objectives, and Outcomes:
Industry Information

Preparing for a job interview is one of the first steps
learners will take in pursuit of a food services industry
job. Learners will need to be able to identify their
transferable skills so that they can talk about them

in a job interview. The language goals in this unit
focus on helping learners respond to questions about
themselves and expand on their strengths, skills, and
experiences.

A job interview in Canada is a cultural experience

and learners need to be comfortable talking about
themselves. The materials and activities in this unit will
expose learners to the range of formality they might
encounter in a job interview.

Here to Help : Workplace communication skills for food services

MODULE ONE - W GNE ~ INTHE INTERVIEW

Summary, Objectives, and Outcomes

T sscimsalil wiberwiew foi @ oosd sevabors ol you eed 1o prnpare. Yo freed 1o idently your
trarviersble skl 0 that you Can tak sbout therr in 8o e Lo oak. In this unit wil el
" sk, and espsriences

omicrabls talking shous yourielt The

Ths rellexticn urit 1 tha el e this ok be providiet Iangusgn sarsphis Tha you o Lss 04 rsbmsncs
vt Ackd 1o tts iccarmiplin with liegrigre you rceurterin clas srelin duily i

» idervify transferabie siills for a range of job descriptions.
» Recognize the impcriance of sharing personal strengthe, etk and past esperiences
» Learm b the interew poces

The it s strucried s follows

Macdels Ona: Linit One - In the Interview
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Aethiy » Showease person strengths, shils, and pas expesiencss

» Use appropriete language 1o svowcase percral srergths,
sl ared st R eI

Auchi Comriation 1 - Listeeing » Livter for chotsl

Eneucise » Recogrioe types of lngusge fanetion
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

In the Interview -

Audio Conversation 1

Audio Summary

Anna is a newcomer to Canada. She has an upcoming
job interview for a food services job. Anna is not feeling
confident because she doesn't have food services
experience.

In this conversation, her friend gives her interview
advice. She helps Anna identify transferable skills to talk
about in her job interview. Her friend also explains why

it is important to share experiences during an interview.

The audio is two minutes and fifty-five seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

MOOULE OME — UNITOME — IN THE INTERVIEW

In the Interview -
Audio Conversation 1

T
She helps Arvs ety
Her fierc also eplains why it s importan 10 share wspasiences during anintenvies:.

tervieu schice

cast i e job intivie:

Listening Exercise
1 thia bt coerie you wilk
» Listen for desaly

& ety types of Languiage Functioes

To peepure for s enercioe, e the ocus quemions. Then, i you iten. read 310G i The comwensaion
transCript andd fillin the bianks as kst a5 you can Undstine arywork or pheases that you woiskd b o adka
equetion about

Adver you lsben, revisit the focus questians and wite down your answers Then, answe: the anguage
questions.

et 1 bk et oo s b ko sobscomm bomabopcsagucs | #livs Valey Cologe, 300 Page 37
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1. Read the focus questions with learners to guide their listening before playing audio conversation 1.

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any

words or phrases that they have questions about.

3. Have learners record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

MATERIALS

» In the Interview — Audio Conversation 1 R ——

FOCUS QUESTIONS

iRt e series of Al st enperiercesd

GLOSSARY VOCABULARY

2 What s theme skills mantiorad in the sudio that are good f22 any indusery?

Industry

Personable S D i et i e g ot o o et
Reliable
ShOWCaSe Ef CONVERSATION TRANSCRIPT
Frands Hi, b e rsing? | st i v o 3 e .
Arnec O, T Qoo How aee you
Filentz ). e ot b The one ot e
CONVERSATION TRANSCRIPT: MISSING il e
Friend: Oby why net?

WORDS Arra Well | ckors e ary expesierice weabing with oo, foe crue ['ve eedy been in Caradda kv s

shart e, s all of my weork back horme was elites Laking care of o famiy farm,
o working for my undle in his cistribution office.

Frberet: % e Wasyour

uncles cerkaricn office buey!
a. Pretty good. R o s b o e

s abwirys 0N My Cane. bt in o end, when | left io.come 1o Canada, he couldn thark me
b. we worked long hours there. sy R

Friend: Sea?

c. Lookatme.
d. Oﬂe Of my best Sk|||5 |S b r A e e o,k o Bt o e braralyrclege.a | 8 o ey (olege X090 fage

e. Here's myride, I gotta go. LEARNER WORKBOOK - PAGE 28

LANGUAGE QUESTIONS: ANSWERS

MCOULE 9N - WhIT O~ I THE INTERVIEW

‘I C Fondt Talkthe i o e
Arnac But dont restaurants want peogl who know how o cook and handle food? Feople wha've
wereed in retaumants beke?
Frenc: Wel, e, but = There are
2. e 0 e o T
A Hmr | Quasss 50, 1 Lt expecied that having 1ood experience wak th MOsE Imponant.
Trieret . B Pt . e 3 i iy
3 a i R
. and ae food a5 | worked.
e Thar's greo. Thin rakes me foel 3 kit mere pesit st ey interdew Sermeres Do yeu
think thesy sk stoout my previous work?
4 d Frieret. They shouid past
: WL 18 get that
Hhey inneraew, Alsa, you mfae they
g ‘sormthing, snd they
5. b st orget to ag.
e etk | never Brought sbout thar, But wee't it sound bke e bragging o talkdng sbout
vyl o
Frierct Paubatiy o The. pontdl.
FOWCESING your experitnae b5 Mg of expecied hewe in Canada. Af lea, Fats what's abays
> =
Ao Hight, cheimy | think | urcderitand, this is tisting b make more s
Frienc: el | donit sec you, go M do g
Hrwa Thanks. Thariks for pour sdvice too.
Frlert P e Lates!
Ana Sy, Score /S
LANGUAGE QUESTIONS

1 Wiich Hlie ths ek desiwant ciesst Aneals s s 10 indicats it the will Evk st bl

2 Which fllies the b arsmest b a foren of losve takig

3 Which fillin the bark srewer s a grewtingl

4. Inwhich fillin the blank answer does Arrals fend shawase ber silli?

5. Inwhich illin the bilank answe dogs Anns mention a pait experionca’
Score S5
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MOCULE O - T ONE - INTHE INTERVIDW

EVALUATION

Wk s 10 CHSCUSS youur I v Dl AW AN ot AT 0 T INQUAgE Qesions,
Communicats uiing your v, rot by mading rach athed worthock

Do the following to prepare and support the evaluation: He S et g ek s e s o, Sk e

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. 11 e o k30 1t e B e e

2. Have learners listen again while they check their
work after pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Direct learners to record their scores out of five
for each activity in the spaces provided. s T s s St S

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 30
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Performance Activity: Instructions

In this activity, learners will identify their transferable
skills and have a conversation with a classmate. In
this conversation, they will also practice asking and
. . Performance Activity
responding to follow up questions as they talk about Wit down s oy et expetencs i {wkandiese] Putmibe e otk i
Ty b

their transferable skills and share strengths and past S

. . .. » ST the CONMRrEIion by aking your parret VWSt ane yeur past epenence
experiences. Learners will complete the activity
described in their workbook.

MODULE NE — WAIT OME - INTHE INTERVIEW

n LANGUAGE EXAMPLES

Do the following to prepare and support the activity:

k L
O What an soma of your past ‘mn.ﬁwm

1. Review the transferable skills that Anna and her B i T
i irtereising, 1ell rma s, O Mmgosdat..
friend discuss in audio conversation 1. S S e
encivrg, pood, useful erc) O 1kcamred howrto.. .
2. Leada class discussion to come up with other 2 e SR

examples of transferable skills that could be
useful in any industry.

3. Instruct learners to write down some of their
past experiences (work and leisure) that might
be relevant to talk about in an entry level job
interview.

Vou11 i, Werkp = e, e b e bbb ingn | © ey legn 10 Fage

4. Direct learners'attention to the language LEARNER WORKBOOK - PAGE 31

examples they will be using in this activity. Read
through the language examples as a class.

5. Write a sample conversation, as a class, using one of the photos from the introduction unit and the
language examples.

6. Putlearners in pairs to have informal conversations about their past experiences.
7. Have one learner start the conversation by asking “What are your past experiences?”

8. Have the other answer, referring to their notes. Each learner must ask their partner at least one follow
up question.

9. Tellthe class that after each learner has had a chance to ask and answer questions, switch partners.
Learners should speak with at least two different partners.
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Suggestions for Adaptations

» Consider discussing the differences between experiences, skills and strengths and brainstorming
examples of each.

» Consider brainstorming“l have...”and "l can...”statements on the board prior to writing the example
conversation on the board.

» Consider having learners ask a single question and a single response instead of having a longer
conversation.

MATERIALS

» In the Interview — Audio Conversation 1

» Module One — Introduction Unit — Activity Task Photos

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MODULE WE — UNIT OWE - |NTHE INTERTIEW

EVALUATION

Do the following to prepare and support the evaluation: e

ratches your periormance

cursell accerdingly Cirdle the descrigtion tt best

» White cormments abour your performance. What was easy? What was difiodt?

1. Review the conditions of the activity on the

Audio Conwersation 1 < Perfoamars Aetrvity

rubric. Learners are to check each condition that SN
they met. D s e
O | sk wit o learss tvwo: chfferent partners.
2. Read through each outcome and ask learners S ———
to reflect on their performance and circle the e s
appropriate statement. T | e, | it | s dpaans
showcase pesoedl 1 ity Ihowaseddpesonal | | showcased perseral
3. Asklearners to total their score for the activity. e, | i | e | e
4. Ask learners to think about their performance s e Ih“’xu:*: e L?;.f".:“.‘::‘.f“m
overall. What was easy? What was difficult? Ensure T [ o

Commant. S

learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit . St e S o
review.

LEARNER WORKBOOK - PAGE 32
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

In the Interview -

Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with a Hiring
Manager in an interview. The Hiring Manager is polite,
but also informal. The interview is short because

the Hiring Manager is busy. Anna speaks about her
experiences and skills. The interview ends positively.

The audio is three minutes and twenty-five seconds
long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

MODULE OWE = UNIT ONE = | N THE INTERVIEW

In the Interview -
Audio Conversation 2

¥ this comwrersation, A b spassking with & Hirksg

Listening kExercise
e this Istering exercise you wil
+ Listen for detads
» baernfy fypes of nguage funcons

o pre e fox this s s, reacd Thee focus euestiors. Ther, asyou Bter, sead along i the conversadon

10 e ik bt ey can. Uiederre: ey wonchs o pleinses thit you would o 10 sk s

s, peviat the $adue quasitions sndwiity down your srsmr Tin, snswer e Linguage

FOCUS QUESTIONS

Wit sapesiences doms Aans tik shoutin e irterds!

2 Whn Anra talks sbout werking on ber farmm,what is one théll the the mantior?

Ve 4. esddaon o i, i - eracm ol bralirieges | @ B aley ol 200 fage i
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2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any

words or phrases that they have questions about.

3. Telllearners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

MATERIALS

» In the Interview — Audio Conversation 2

GLOSSARY VOCABULARY

Application
Duty
Efficient

Log

Lunch rush
Paperwork
Short-staffed
Track

CONVERSATION TRANSCRIPT: MISSING
WORDS

nice to meet you as well

a.
b. what type of jobs?

0

This might not sound like much
d. I'mused to filling in forms while | work

e. sorry to cut this short

LANGUAGE QUESTIONS: ANSWERS

vk N
I8

Here to Help : Workplace communication skills for food services

MCDULE N - WAIT O - I THE INTERVOEW

T Wiy st the Hiring Mavuage: st the rtervien”

B CONVERSATIONTRANSCRIPT

Hiring Marages: Hi Wlcoorme. N [0 et you.
Area Thanik yeu, (a5
= Come in. stdamn. Sorry e b Fad
e i caw ot
Everything seema 1 haooer st once, doesn ie?
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Arva e obs, Faing thi They usualy last fom afow

b y
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Arnac Wedl, m L] Back horme | - farvily frm The
ek weas chtien Fasy [t e digging.
Oh ok Aficul weetc | did

augh Conyoutel
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LEARNER WORKBOOK - PAGE 34

MCOULE 9N - WAIT O - I THE INTERVEW

them, who knows when ctuff would get deaned.
Arnac That rrakes seree 1 me. (. | think Pl bz
ke b pick L thast pat of the job casiy

A tut
Diclyou sy ehar your schedule & aoen?

Arnar e it s Wi, #scept for Monces. r Py
O, thae's good c!
o sasdyafh

the then?
Ao Scrry, i you mean weskerd or evenings?

sy pecioke chont warnt b0 work Satardiys o Surdeys.
A e | can veork beth days. | v dose, & well. ' JUsta shait dive.
Hring Manager: Gooear Thar's geeat. Lsaen, SR el bt sty neecl 3 et hack
e Se cy

"
e 1t seorms to work, Ml get back to.

‘youand we can aange
Hrwa O, rus prebicrr. Carleapect s bear b yeus withies a weee, theeid
Hiring Marages: i, hat sourh sbout ight.
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Score /%
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Sooe S5
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

NODULE OKE — UNIT OKE — INTHE INTERVIEW

EVALUATION

Work in pairs o cscuss your Hllin the blank ansers and your srmwers o th lingsge cuedtions
Communicate Lsing your woioe, nat by rading sach cthers workook

Do the following to prepare and support the evaluation: Mmoo yicymeiiog i Pk of e e b devs et

i Lk

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. I v o ook ot s e s e o o e

Parformance Activity
Mlinghe srounc the clasioom s hive comverations with s ates, Af you meaet your csmates bave s

2. Have learners listen again while they check their
work after the pair work is complete. ——— A

» sk il vieene e i,

vy et ek, g appreprisne liegnga for taliing bt your sl

3. Answer any questions they have about the fill in £ Erlecimat b sepeaoesmat
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. Hs e et t it | e s

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 36
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOOOOOOIOOOOOOOOGOOIOOOOIOOOOOOOOOIOIOGOOIOOOOIO OO OISO OOIOAOOOOOBOOOOIOOOOOOOOOOOOOOOOIOOO OO

Performance Activity: Instructions

In this activity, learners will mingle around the
classroom and have short conversations with each
other to practice greetings and leave taking statements.
They will also ask and answer interview questions, using Yot hoskato oy i etk e et o mbromor g o
appropriate language to talk about their strengths, et s cpporntes o e koin s e ofthe s Wi iy
skills, and past experiences. Learners will complete the

activity described in their workbook.

MODULE OKE — UKIT ORE - INTHE NTERVIEW

EVALUATION

Do the following to prepare and support the activity:

1. Lead the following workplace culture discussion PSR S————
W|th the ClaSS: Performance Activity

oo i i ot s thorsd with i ates, A you frosel your cissrnates b &
0 the Lrgriage examipiess a4 v Ting posnt, you thoukd

you o ankend, sing apprcpriane lang asge for talting skeu your k.

Workplace Culture Discussion

4 Bpprapriate At

In Canadian workplace culture it is expected that people
talk about themselves in a job interview. They will need
to showcase the skills they have, and talk specifically

about attributes that make them a good person to hire. ottt s o ooz | iy G i
This might be different from their own culture and from

. . LEARNER WORKBOOK - PAGE 36
their past experiences.

Lead a class discussion about the need to talk about
yourselfin a job interview to showcase skills

» Ask learners:

» Are you expected to talk about yourself and “showcase” your skills at a job interview in
your own culture?

» Do you feel comfortable telling someone about what you are good at?

» Have you had a job interview in Canada? Did you talk about yourself and your skills?
Was it easy to do?

» Review the language examples from audio conversation 1.
» Point out the softening language used by Anna in audio conversation 2.

» Answer any questions.
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

2. Review the greetings and leave taking phrases in audio conversation 1, audio conversation 2, and in
the language examples.

3. Point out the difference in formality between the examples. In audio 1, the friends are casual. In audio
2, even though the hiring manager is casual, Anna remains more formal.

4. Instruct learners to mingle throughout the classroom. As they meet each other they should greet each
other politely.

5. Direct one learner to ask the other an interview question.

6. Direct the other to respond to the question they are asked, using appropriate language for talking
about their skills when applicable.

7. Instruct the learners to each end the conversation with an appropriate statement. Learners should
alternate between asking and responding to questions and speak with at least five partners.

Suggestions for Adaptations

» Consider preparing an example conversation and invite learner volunteers to read aloud as the class
follows along.

» Consider modelling the conversation with a learner volunteer.

» Consider brainstorming who, what, where, when and why interview questions before learners
undertake this activity. What questions have they been asked in interviews?

MATERIALS

» In the Interview — Audio Conversation 1

» In the Interview — Audio Conversation 2
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MOCULE ONE - UNIT ONE - INTHE INTERVIDW

EVALUATION

Do the following to prepare and support the evaluation: Uit the oo b oy PEOTIE TN OV

» Rt o deseriprions K each cuicome s ghee yourssif 8 scone. Crcie Eh description that best
reachen your perirmance

1. Review the conditions of the activity on the e e W
rubric. Learners are to check each condition that s e —
they met. ST
2. Read through each outcome and ask learners e
to reflect on their performance and circle the ermrmraime [t momirs | iomigneneme [IESSSSSY
appropriate statement. s .:’1:{::; ?gd;wi E;.;m':;:n::
3. Asklearners to total their score for the activity. i W"’,"‘:: TE:’;:, %‘;.:’fi;,..
4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit RN S P ———

review.
LEARNER WORKBOOK - PAGE 38
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Industry Insider

Audio Summary

In this audio clip, the Industry Insider gives five key
pieces of interview advice to newcomers to the food
services industry: research the establishment; arrive
early; prepare to be interviewed in a range of conditions
and settings; copy body language and show your
personality.

This audio is one minute and fifteen seconds long.

Industry Insider: Instructions

Do the following to prepare and support the discussion:

1. Discuss the job title of the Industry Insider and
the type of establishment where the insider
works. Give examples of similar establishments in
the local community.

2. Listen to the audio.
3. Asklearners:

» What advice did the insider give that you can
use right away?

MCDULE 9L - W8T oL - INTHE INTERWDW

@ INDUSTRY INSIDER

ADVICE FOR JOB INTERVIEWS

how your et
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eprtience o even your kgusge abiity.
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» What did the insider say that was the same as what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

vocabulary, rephrase content, or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOOOOOOIOOOOOOOOGOOIOOOOIOOOOOOOOOIOIOGOOIOOOOIO OO OISO OOIOAOOOOOBOOOOIOOOOOOOOOOOOOOOOIOOO OO

MATERIALS

» Industry Insider: Advice for Job Interviews

GLOSSARY VOCABULARY

Ability
Catering
Establishment
Formal
Overdo
Relevant
Reliable
Setting

Tone
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT ONE — IN THE INTERVIEW

Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they

have learned about the theme of Interviewing and I R
Onboarding and reflect on new knowledge and skills. b st oo g e Al SO

WOUrSH! 10 thee DErSON CONGUCTING The Intenviewwill g T the Normamon they need.

MODULE L - URIT ORE - |MTHE IKTERTIEW

Unit Review

These veere the hearring obpsctives for this urée
O ety traevorsble dell for

The review concludes with a preview of the content in I Rescpie e mporans

O Leam sbout the intenview process.

11 pretsonsl stengthe, il snd st experiences

the next unit. e D s A b g
wach ol L.
Tht wirk thes bomy etetert fr this ueit
O Feliows up queitiens
O Acpecxiste la

Unit Review: Instructions i ORI

Wiith & pértres:, sharie an mcrmple of evenything in thee 68 sboe. I you nesd 10, reread the Language examgie
boscriptions in the key connent sction.

Do the following to prepare and support the review: e o A i ik skt
were used Rensad the tao conversstion transcrions in this uni

O Vewrenary i i the blaek e didyou geteeneer? /10

1. Explain to learners the purpose of a unit review. D Howmiry s ostons i puecconscd 10

g % shomesas peraonal strsregtivy, shila, and pant sxperieron

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to
explain to a partner what they did to achieve the LEARNER WORKBOOK - PAGE 40
objectives.

oo e Wosoh conmuncation ik o kod srecs chdncnbosancciega | ¢low fuler Gleoe 09 Taorss

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Summary, Objectives, and Outcomes:
Industry Information

Starting a new job is an exciting experience. Learners
will need to be ready to handle a lot of new information
and ask the right questions to clarify any confusion.
Learners will need to know where to access information
that will help them complete their daily activities. They
will also need to know where to find information that

MODULE 9 — WAIT THT) — DHEBOARDING

Summary, Objectives, and Outcomes
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and will need to have a sense of how much personal R [
information is culturally accepted for any given *»:w:%:m «:m

situation. e
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Onboarding - Audio Conversation 1

Audio Summary

In this conversation, Anna is speaking with the Hiring
Manager on her first day at work. The Hiring Manager
gives Anna an employee manual and talks about
training procedures. The Hiring Manager tells Anna to
be self-responsible and give the right information to the
right people.

The audio is two minutes and forty-two seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 1.

2. Asklearners to fill in the blanks while listening to

mowoR-wew-gwwONS
Onboarding - Audio Conversation 1
in this conversation, Anna i+ spesking with e
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the conversation. They should also underline any words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

MATERIALS

» Onboarding — Audio Conversation 1

GLOSSARY VOCABULARY

Accommodate Notice
Administration Policy
Co-worker Procedure
Hire Section
Legal Shadow
Log Supervisor
Manual

CONVERSATION TRANSCRIPT: MISSING
WORDS

a. But, whatis shadowing?

b. please read this on your own time when you get
a chance.

c. lIsitokay if I do that over the next week?
d. ifIdont understand anything, I'll ask you.

e. I'llmake sure to refer any food questions to a chef.

LANGUAGE QUESTIONS: ANSWERS

1. a
2. C
3. e
4. b
5 d

Here to Help : Workplace communication skills for food services
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MODULE SE - WMIT TWO = DNBOARING

LANGUAGE QUESTIONS
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MCOULL oL - 1T TWO - ONBOARING

EVALUATION

Work e b clicusa your il in Ehe blirk snswers il yout snswers 1o the Languige cussiond
Cormreuricane uing oo voce, fed by resdng sk otfers werkdook

Do the following to prepare and support the evaluation: e e e e e

e bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other’s workbook. U e e o ek o 1584k i ey o

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. Vet e o e bt it 08

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 48
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Performance Activity: Instructions

In this activity, learners will match the names of various
types of workplace documents and information with
their descriptions. They will use clarifying questions to
check their answers and then create a description for
one additional document that they might find in a food
services workplace. Learners will complete the activity
described in their workbook.

Do the following to prepare and support the activity:

1. Review the types of documents mentioned in
audio conversation 1.

2. Lead a class discussion about other types of
documents, information, policies, and manuals
that they might encounter when they start a new
job.

3. Instruct learners to complete the matching
activity. They should use their best guess based
on the name to match the document with the
description.

4. Put learners in pairs to check each other’s
answers.

5. Instruct one learner to ask the other for a
document on the list.

6. Have the other learner use the language
examples as a starting point to respond with a
clarifying question.

7. Instruct the first learner to read the answer that
they think is correct. Discuss any discrepancies.
Read the example in the learner workbook if
needed.

Here to Help : Workplace communication skills for food services
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Suggestions for Adaptations

» Consider talking about each document in the list prior to starting the activity. Ask learners to
brainstorm the type of information they would expect to be included and share vocabulary that they
think would be included.

» Consider asking learners to think of an additional workplace document that is not included on the
list. They should write a description of the information contained in the document and present their
idea to the class.

» Consider searching for examples of the different documents online to see how they are organized
and the language that is used.

GLOSSARY VOCABULARY

Code of conduct
Handle

Incident

Log

Manual

Outline
Performance review
Procedure
Regulation

Report

MATERIALS

» Onboarding — Audio Conversation 1
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MOCULE ONE = UNIT TWO = ONBOLRDING

EVALUATION

Do the following to prepare and support the evaluation: M P A

» Finac e desripgions bor each cuscome and ghee yoursell @ scone. Crcle the description that et

b yeur perlermines
» Wilte cormenents sbour your periormance. What e easy? What was difiout?

1. Review the conditions of the activity on the

Audio Conwersation 1 - Performance Activity

rubric. Learners are to check each condition that e ————r—r——
O | completed the ma tohing eeeorss.

they met. 3 ek st g e i v
B | used language oxamples.

2. Read through each outcome and ask learners T TR —
. . Oz Semnm Seorgm | Scomm3
to reflect on their performance and circle the PP y—— FTO TR [
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appropriate statement. e [pesen

Comnments Souar.

3. Asklearners to total their score for the activity.

4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit b st b
review.

LEARNER WORKBOOK - PAGE 51
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Onboarding - Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with one of her
co-workers. The co-worker explains a task and shows
Anna a binder with useful information. Anna is eager
to learn more. Her co-worker reminds Anna to focus
on her current task. Anna tells her co-worker about a
scheduling concern.

This audio is two minutes and forty-eight seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

2. Asklearners to fill in the blanks while listening to

MOCULE ONE - UWIT TWO — ONBORRDING

Onboarding - Audio Conversation 2
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the conversation. They should also underline any words or phrases that they have questions about.

3. Have learners record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

MATERIALS

» Onboarding — Audio Conversation 2

GLOSSARY VOCABULARY

Prepare
Shadow

CONVERSATION TRANSCRIPT: MISSING
WORDS

a. soit'songoing?
b. prepare the lettuce first.

¢ how do I know which salads go with which
entrées?

d. Isthat okay?

e. My sonis off school and has a medical
appointment.

LANGUAGE QUESTIONS: ANSWERS

ok W
o)

Here to Help : Workplace communication skills for food services

MCOULE 9N - I TWO - ONBOARING

3 Wit chedule information does Annals co-worker want to knaow]

B CONVERSATIONTRANSCRIPT

Lo Worker: I & goad
cha, let’s get started before we get oo behind,
A Sure. The manager v for e cf che caay noce Thanks for
hielping e £ et 10 know what's what daring ry Arst et here.
LMoo Ha protleren. ¥ el thirgn and g
e Oy scuancts. oo, 11 sk | nased 2 U, b o sl | shhadbow e for?
Lokt Wil gt st ol neiths scen of L oanier ks Ut i caih pick ugs cpaichly. Aller that
wel just e how I goes.
Anrx b, cary i
CorWorer e Th first thing | neec o o toclay are the satacks W y e cy
Arrac Oy
Corrker. B saladh: will ok p ot
o o a0, 0] want 10 Gk o thant spage for s Sk dime a: posible.
Arni g that rrskes sere - L]
Cororer » hock
ot 8 thowe tiercss. Altor that gt pinner. .
Annec Oh, f?
Co-Worker. Oh.yesh, uenm. . well &% and s,
simoke, Forno
yena sty by
Arna Heh, yean, ol
o Worker L shoun I's yous Fest wee
ey, Wil just fexcus an o thineg at atire.
Ao Righi, that mekes sere For vow, salads.
Co-iorer. Tis, sy Ch,
£ne o
three wasberedy, cae youl
Arnac i, | can weork theen | ket those days chest
o Worker Good, Mt him knove.
Ferts e Wesheletr s, o bl s bt bemabapeslionc | ©Sowbaley Cobeoe 1008 Ram 3

LEARNER WORKBOOK - PAGE 53

MODULE DNE = UNITTWO = ONBOARDING
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE OHE — UKITTWO — OMBOARCING
EVALLIATION

Wiork i paak s 1o ciscuss your Tt bk ermwers and youn andwers 1o the linguage questons.
COMITUICIDR LIS 0L VKR, NOE Dy 183 £ach Sihers workhone,

Do the fo||ovving to prepare and su pport the evaluation: s e e e e

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. I st o,k e o M3 e ey i

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Have learners record their scores out of five for
each activity in the spaces provided. P N

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 55

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will have guided conversations
to use softened language for making a request. They
will practice repeating back information and get a
sense of how much personal information to include in a

request. Learners will complete the activity described in o e il

their WorkbOOk. Fee & conversation sbout e epuest on the emmpioyee .

» Thebearner neith the emgicyne card beging by miakineg e request. Une the larguage sampkes asa

MODULE OKE — UKITTWO - CABOARDING

Performance Activity

slarting pont

the supervisor cand shold respondby repeating back the request 1o confirm whak the

1o-the roqueest accaedingly sher the employee confms or comecs. The

sther b bt "o er e achangs, o bat o borgges corwertation where & salution

Do the following to prepare and support the activity:

At youa finish a corveersacion, trace cands and Find a rew partner.

1. Lead the following workplace culture discussion
with the class:

! LANGUAGE EXAMPLES

Making requests Paraphresing and repeating back
0 Could you piesse ... Information
0 Canl aska swal frecr 7 Okt tobe cloar you mant 1o, 7
H g Ineed .. 50 it b o O Sa, yeute mbdrgma. .7
Workplace Culture Discussion S 3 Oclmdesnt.__
O .. thet i O s | b wlant s s, yoms
. . . .. . O Mlaskyou ta. .. [uoually s pelite forrn wanL..7
Sharing personal information is important, especially ki comrond) Do e

when it comes to scheduling and asking for unexpected
time off. Managers and supervisors often like to be
flexible and accommodating, if they know enough
information. Some learners might feel like they

are overstepping a line when they share personal LEARNER WORKBOOK - PAGE 56
information with their manager. They will need to

develop a sense of how much information to share,

without sharing too much.

Lead a class discussion about the importance of sharing personal information with an employer,
yet sharing only relevant information.

» Asklearners:
» Have you ever needed to talk about personal issues with your boss?

» What information do you share with a supervisor or a manager? When do you need
to share more?

» How comfortable do you feel talking about yourself and your home life with co-
workers and supervisors? Has anyone at work ever shared too much information with
you?

» Use Anna’s statement near the end of audio conversation 2 as an example of sharing
enough but not too much.

» Answer any questions.
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2. Review the language examples for making requests.

3. Putlearners in pairs and give one of them an “employee” card and the other a “supervisor” card.
» On the employees card is a request
» On the supervisor card is a restriction

4. Instruct learners to have a conversation about the request on the employee card.

» The learner with the employee card needs to decide what information to include in their request.

They should greet the supervisor and make the request using the language examples as a starting
point.

» The learner with the supervisor card should respond by repeating back the request to confirm what
the employee is asking.

» After the employee confirms (or corrects), the supervisor can respond to the request accordingly. The
conversation will either be a short “yes”or “no” exchange, or be a longer conversation where a solution
needs to be negotiated. Learners can make up any details as needed.

5. Model the activity.

6. Direct learners to trade cards and find a new partner after completing a conversation. Learners should
speak with at least two partners.

MATERIALS

» Module One — Unit Two — Activity Cards

GLOSSARY VOCABULARY

Supervisor
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

Do the following to prepare and support the evaluation:

1.

Review the conditions of the activity on the
rubric. Learners are to check each condition that
they met.

Read through each outcome and ask learners
to reflect on their performance and circle the
appropriate statement.

Ask learners to total their score for the activity.

Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit
review.

Here to Help : Workplace communication skills for food services

MCOULL oL - 1T TWO - ONBOARING

EVALUATION

s ehe Foliowr nubne 1o necord your perforrnance in this seaity.
» Binacd thee descr prions o each outcome and ghe yoursella score, Crale the descripton that bes
rratches your perfaemance.

» Write correnerts bt your perfamence. What wics easy? What was difcut?

Audio Comversation I - Performance Actvity
R ther czanelidons of this acity bekow:
O Deore having & cormenaton | revired the informetion on the cerd.
O lued language eamphes.
O3 1 spockee with at heaest e chfleent pariners.

Lok 3t ganch of the £4T0crTves Extiow, 500 yOUr ERTICTTANGE of ¢t CLngome in this actv.

Outcors Scorm=01 | secee=1 Scone=1
Tunet and recogrized
sedtenieng language %

mostor
allof the timae.
Tparaphiwed wod
iepeation back | bernaion some o | inkormation st seal
Infarrriation | thetime ol the rme.
| e cifficulny | | communicated Ienmmunicated
eareruritrg perional inkornation panierlinforration

pesonal information. | some of the tme. mmwcest o all of he time.
Comments Scone
Vs s, ok s e s, iy b e g s e oo | 0 ey Cibegm B Page 57
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider shares that
onboarding looks different at every establishment. He Moot o - - ORRONG
talks about three different onboarding experiences
before describing the process at his current
establishment. He also shares one constant element:
the expectation that new employees ask questions.

@ INDUSTRY INSIDER

ONBOARDING LOOKS
DIFFERENT EVERYWHERE

P wiarbend i 4 banifl of
LI, and hene's whnt M
leared onboarding tacke diffrert
everprehere.

This audio is one minute and three seconds long.

4 my st job hod an infenshve one
with

Industry Insider: Instructions . ——
Naticnal Chain Restaurant Here, P ervploymes hine o corrglete
i-Counes online. Ther, we ger
N . . e every few wivss 0 o
Do the following to prepare and support the discussion: e, e sl ks et
Cormpary In betuen thise umsitr we
e Sahe kot i s 1o
1. Discuss the job title of the Industry Insider and e e
ke question.
the type of establishment where the insider e —
works. Give examples of similar establishments in g s
e Lo

the local community.

o e oo ot i o o ercm o bl | @ fow Valey Golege, XA fagaal

2. Listen to the audio.

3. Asklearners: LEARNER WORKBOOK - PAGE 58

» What advice did the insider give that you can
use right away?

» What did the insider say that was the same as what you already know?
» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: Onboarding Looks Different Everywhere

GLOSSARY VOCABULARY

Chain

Front of the house
Gig

Lead

Onboarding
Orientation
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MODULE ONE — INTERVIEWING AND ONBOARDING — UNIT TWO — ONBOARDING

Unit Review

This review details the module content that was

introduced in the unit. Learners will have an

opportunity to record additional vocabulary that they

have learned about the theme of Interviewing and R g 2 we o peses s e
Onboarding and reflect on new knowledge and skills. Yowddormina ety Sk raen

Thyas wes thes b i urie

MOCULE ONE = UNIT TWO = ONBOLRDING

Unit Review

O Lesem sbeeus policien 5 oms wrll st et stiving  remw 150

fex sharing idcrmnation

The review concludes with a preview of the content in e e g ool

H Dhid you achicve these chioctes? Describe o2 partrer o b thee rest of the class what you did i complen:
the next unit. gt

Ths we thee by corbent &or this urit

Unit Review: Instructions

With & piarines, hune an esenpls of svanything In e e s, If you fessd b, rresd Ehe Lancusgs e
SCTIENONS in theekey cornent secTion.

Do the following to prepare and support the review: i s b it oo b g e e i e o ey

were used Feead the two conversation tronscrioes in this uni.
T Howrnary Bl i the blank sriwers did you getemeet? 110
O Hewrraryliguace austions &d wu gt comeer? 1D

1. Explain to learners the purpose of a unit review.

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to
explain to a partner what they did to achieve the LEARNER WORKBOOK - PAGE 59
objectives.

L ol bl e | o Valey oo M0H Fagath

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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Module Reflection

Industry Insider Review: Instructions

This exercise will help learners to review the information
presented in the module by the industry insiders. It will

give them an opportunity to summarize information, so B
that it is easily accessible for later review. Module Reflection

e thi oo yes e introc,
commriction sklls for jobs
Orboarng. You lesmed about transfesabl

Fowe b iy b caimarcling with @ few vy,

MCDULE 9L - REFLECTION UNIT

s i

Do the following to prepare and support the exercise:

Industry Insider Review

1. Read through the review introduction with the S i iyl S e o e i
C|a55 Iitechaztion Lt = Intervecsirg ard Ciroerding fleing rlakle i
2. Replay or reread each Industry Insider, if needed. *
3. Invite learners to share their ideas aloud before e e A b
recording summaries in their notebooks. @
4. Have learners complete their industry insider

Uit 2 = Orbaunling Onbosmdog locks &t cverpatie

reviews.

Vs s, ok s e s, iy b e Ghlacrm tmebegeegn i | © R el Cege 08 Page?
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Suggestions for Adaptations
» Consider reviewing paraphrasing and summarizing skills prior to this exercise.

» Consider identifying the key points made by each insider as a class, evaluating the suggestions made
by learners.

» Consider drafting summaries together as a class and having learners copy reviews into their
workbooks.
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Reflection Questions: Instructions

In this exercise, learners should use the reflection
questions to prompt connections between Anna’s
experiences and their own. They will also need to o )

) ) ] Reflection Questions

identify what was the most useful content in the Pt on e loingepsions. Wy soewes v

I thes o Annatzlbs to her frend sbout herjob ntervien: Whit do you thisk i the mese

module. it g s

MCDULE ONE - REFLECTION UNIT

Arra succrashily cormeuricates about her sl ard experienon Heve pou ever

Do the following to prepare and support the exercise:

Caranda?Whiat b oroe tireg yons oo froen that wapamier et

1. Read through the reflection questions with the
C|aSS. "":"'a‘-::"::‘:“""'“'”'“J‘"\“'“'“‘“"“ it chny Blor? Whea cid you Wk o the medt on iy

2. Refer to audio summaries and transcripts, if
4. Arwva begirs hes rairing ather new job in this module. Wass hey expariance the same s your
needed. e et

3. Tell learners that when they select the most
helpful learning in the module, they should
provide a reason explaining how this information
will help them specifically in the future.

5 Inthimodie what did you Snd moss e d Bplain

4. Have learners answer the questions in their
workbooks. s e ARG

LEARNER WORKBOOK - PAGE 63

Suggestions for Adaptations
» Consider having learners share answers with a partner before recording their own in their workbooks.

» Consider making connections between Anna’s experiences and your own life as an example for
learners. Give both workplace and personal examples to learners.
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Evaluation Review: Instructions

In this exercise, learners will look back at their self-
evaluations throughout the module to review the goals
and comments that they recorded. They will comment

. . Evaluation Review
on their goals and revise them as necessary. P g i

sece bekow 10 1wk, sevbe, anwd comiment on the goals you have set

MODULE 9L - REFLECTION UNIT

Do the following to prepare and support the review:
1. Direct learners to the reviews for each unit in their
workbooks. Voo i cne 500 sk by Tl ot o eranndonend

theen giver oo fee dback.

2. Direct learners to read the goals that they i s o A
recorded and ask themselves if they have
achieved these goals.

e v tior with e Bt

Heites Bse Orie-te-Dne Fushavticer

3. Direct learners to reflect on how they achieved
their goals or why they haven't achieved them

Whth 2 parmer or In groups. grepase for the conwersation with your insmactoc Fead the corwersaton seming
seserierinn bk CRESL WA o st o o empect your Patnckee i sk, snd whit langusge your

yet et wl ety B e Hie punctios o et Lioe the iuuies seseplid ied veesbuliry
that you wrote down sbove. Lise the anguage related 10 your goals

4. Direct learners to comment on their goals and
revise them as needed.

5. Direct learners to identify key vocabulary and T R T L
language examples that they need to rehearse
in preparation for their guided conversation with
you.

LEARNER WORKBOOK - PAGE 64

Suggestions for Adaptations

» Consider modelling the reflection by conducting a think aloud for learners as you turn to the relevant
pages of the workbook.

» Consider modelling how to comment on an achieved goal with,“l have”or | can”statements.

» Consider modelling how to revise a goal to make it more specific or achievable.
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Guided Conversation: Instructions

In this guided conversation, learners will have the
opportunity to demonstrate the skills they have been
learning, and receive feedback from you about their
strengths and opportunities for development.

Do the following to prepare and support the guided
conversation:

1. Direct learners’ attention to the outcomes for the
module.

2. Read through the conversation setting that
appears in the learner workbook.

3. Asklearners, in small groups, to discuss potential
questions that they could be asked in this
situation and the language examples and
vocabulary they would need to answer these
questions.

4. Asklearners, in pairs, to practice the conversation,

MOCDULE 9K - REFLECTION UNIT

Comvensathon setting:

Yot instructon bs 3 mmansger of a resteursnt in your reghiorhood Vou have just drepped in tosee

g o 3 st ok The s st Kok Sl Ul Besuime vl #ks Yo 18 1 down For

I your conversation, you need o use The speaific langusge stils iom T made. Feview the cuscomes
3t e anart of #ach LTVE, L T i thee COMRTAION with Yo nenier

B Language Examples

ou wese inrockuced o the foliowing language examales in this madule. Can you add any additional
Language exameles fom clis dacussion or from your daly be?

= What ene some of your past
eperterce?

» Thet's inenesting, bel e more.

» What was that lke?

» s dhat. ey, fun, escivng.
pood, bl edc)

» How cl you get stanmed doing thac?

» Did e enfoy than?

Interview questhons that you might
heas st ajobinterdew

» Howhong have you been in Canads?
+ Whene have you worked bedne?

» What are some of your dolis

» Can you bviefly vell me aboat youre?
= Wher con yoea start werking?

Vers1a s, Weskpdr s e racanen, iy b i

strengthd, thills, and past experience
» Some of myskils re.

» fm gocdat...

» frm o to. .

‘» This might nat sound libe much. .

* Hlearned how to....

» One ofmybest s, .

Grestings.
* Hi, ndce to meet you.

» Hello, how are you toctay!

= H thuari for messting with me ioday.
» Hello, my nerve s
= Hello,

rice to mest you.

ghialacrm tmsbeglega | © B el Colegm B e

taking turns to be the instructor and the learner.

5. Sit with each learner individually and work
through the following conversation outline:

Conversation Outline
Greet the learner and ask them to sit down.

» The learner should use a formal greeting.

LEARNER WORKBOOK - PAGE 65

Ask a few simple, information questions to let the learner relax. Ask follow up questions when appropriate.

Examples:
» Whats your name?
» How long have you lived in Canada?
» How did you get here today?

» How long is the bus ride? Or, How long have you been driving?
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Tell the learner that you are looking for some kitchen help for some shifts during the week, or maybe on the
weekend.

» Pause to allow them to ask a clarification question. If not, ask them if they are interested in this type of
work, and if they are available during these times. Pause again and wait for clarification questions.

Ask the learner to tell you a little bit about their work experiences and skills.

» Listen for their ability to talk about themselves and use language to describe their skills. Ask follow up
questions as necessary.

Tell learners more about the job — that they will be expected to help out in the kitchen as necessary, putting
away deliveries, cleaning equipment, and eventually they will start learning some of the prep cook work and
simple customer service. Ask learners if they understand.

» Listen for learners to repeat back and paraphrase the information.

Let the learner know that you will consider their resume, and that you will call them before 2pm on Monday of
next week. Ask if they got that information?

» Listen for learners to repeat back the information.

Use a polite greeting to end the conversation.

» The learner should also end the conversation with a polite leave taking statement

6. Use the instructor evaluation rubric to score the guided conversation. Provide comments as needed.

MATERIALS

» Module One — Instructor Evaluation Rubric
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Language Examples: Instructions

In this exercise, learners will add to the language
examples from the module. Learners will record
additional examples in their workbooks.

Do the following to prepare and support the exercise:

Convessathon setting

Yot instructon bs 3 mmansger of a resteursnt in your reghiorhood Vou have just drepped in tosee

ey e hiring o & -t ol Thes s Iooks CoveT yOUI Resuimi avd 5k you 13 St down foe an

Infeml ot intenen.

I your conversation, you need o use The speaific langusge stils iom T made. Feview the cuscomes
3t e anart of #ach LTVE, L T i thee COMRTAION with Yo nenier

1. Read through each set of language examples.

B Language Examples

2. Invite learners to share other examples they have
collected in the classroom, community or the
workplace.

3. Discuss any unfamiliar vocabulary.

4. Suggest that learners keep these pages
with them throughout their day and at their
workplace to help build their fluency.

ou wese inrockuced o the foliowing language examales in this madule. Can you add any additional
Language exameles fom clis dacussion or from your daly be?

= What ene some of your past
eperierce?

» Thet's inenesting, bel e more.

» What was that lke?

» s drat ey, fun, exatng,
pood, uwh, sdc)

» Howcic you et staried doing that?

» Diyon emiy than?

Inberview questions that you might
heas st ajobinterdew

» Howlong have you been in Canacs?
» Whese have you worked betore?

» What are some of your dolis

» Can you bviefly vell me aboat youre?
= Wher con yoea start werking?

Vers1a s, Weskpdr s e racanen, iy b i

sarengh, thills, and past experience
= Sormee of oy skils e, ..

» I gocdlat...

» Frn wsed to.

‘» This might ret aound libe mach. .

» Ve how ..

» One of my best sailsis. .

Grestings.
* Hi, ndce to meet you.

» Hello, how are you toctay!

= H thuari for messting with me ioday.
» Hello, my nerve s
= Hello,

rice to mest you.

ghialacrm tmsbeglega | © B el Colegm B e
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Summary, Objectives, and Outcomes:
Industry Information

The activities and resources in this module assist
newcomers to Alberta to develop their understanding
MEIJ.[['IWI‘T.—.IN”WJ.[.HMUM.'
of the structure and urgency of food services L
_ o : Summary, Objectives, and Outcomes
establishments and the communication skills necessary
This madue wil beip you undersared the opemeion of food ssnces weriplaces in Alberts and deviop the
for industry workplace settings. it el
It ik vou will develog: the Lnowhindge and lengiiage 10 helgs ol
» undersiand the roles and responsiblicies of co-workens
Newcomers to industry, who are developing their e psh
English language proficiency, may face a learning curve L S
with regards to the rapid and succinct communication e s R e
of food services settings. Additionally, learners may o e e e
et i wrkplaces
benefit from an understanding of how relationships » Dt s gt v s
and trust are built in these quick-fire workplaces. _ | "o e
Unie2 Communiciting | » Dewko (1 5tagie 16 communicah in Lgeet ttingt
weth Ungency = Laam st cbserior making m (KT S Nlings
= Recogrla the Importarce of inkenupiig sponopdsishy
Every food services setting has its own unique » o e ool orpirg by ke
language, but there are expectations for Reiprand | ot e
) . ) Trust » Brcogrioe The impormanee of actrve liaening for busdng
communication that learners could encounter in any i N
Canadian workplace. Key to the smooth functioning T T [ e— RS R
of an operation is the assumption that instructions are o e

understood when they are given and, if they are not,
that clarification is immediately sought to ensure that
the team stays on track.

LEARNER WORKBOOK - PAGE 69

Self-responsibility is a key message of this module. Learners will develop their awareness of opportunities to
build language skills in the workplace, as well as their understanding of workplace hierarchies and roles and
responsibilities. They will also learn to distinguish between problems that require immediate attention and
those that can wait and should be noted for discussion later.

Learners will also develop their understanding of both front of house and back of house food services

settings. Learners will have opportunities to rehearse communication skills and language that is customer
facing and workplace appropriate.
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Learners will practice the communication skills necessary for urgent work environments. They may find
communication norms in the food service industry to be in contrast with their own cultural background,
or previous work experience in or outside of Canada. Developing an understanding of how to interrupt
appropriately and make small talk will have positive impacts for learners either looking for entry level food
service positions, or those already working in industry.

Completion of the activities in this module will enable learners to act and respond in a timely, accurate, and
effective manner in the workplace.

Industry Knowledge Exercise: Instructions

This exercise should be completed prior to watching
the introduction video and before the video exercise.

MODULE TWO - INTRODUCTION UNIT

This unt introduees the there s, ccnecpts, and veabulsry of getting 1o kraw food serices emvenenerits

In this exercise, learners will be introduced to the it

module theme through a class discussion. The e B s

discussion questions in the learner workbook will help e e
learners activate their existing knowledge to get started e by
on the module topic. This is an oral activity and there is [ e [ e e e e

no expectation that learners produce notes to support Industry Knowledge Exercse

this discussion. If needed, learners can take notes in the ooy

perteies o .8 v g Your et vl

margins of their workbook. sy s e T sheaeyor

bnoséadye and eperance with the dass Othess wil
bericht frorm hearing your theughts

EXERCESE CASCUSSION QUESTIONS

Do the following to prepare and support the exercise: - Mo etadin s
2 lfyes, describe the ermironment.
1. Read the discussion questions together as a class. s v s
4. How do you think pecpile tali 1o each other in 2 peofessional kitchen?
2. Putlearnersin pairs orin groups of three and % T s nporinl i refeters sy e

have them talk about the questions with each
other. Assign one question to each group as
applicable.

Vo e esddaon o i, i o b eracm ol bl | @ o daley Colege, 08 Fage T8

3. Read and discuss the answers to the questions as LEARNER WORKBOOK - PAGE 70
a class.
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Knowing your Environment:
Introduction Video

Video Summary

In this video, a chef shares a

behind-the-scene view of her

commercial kitchen. She details Here to Help:
her expectations of her staff. Workplace Communication

Skills for Food Services

She states that there is not a
lot of downtime in industry
and little time to communicate - @
when things are busy. She
describes the communication
skills and trust that underpin

the successful running of her
kitchen, and comments on

the positive atmosphere. Key

to this success is asking direct
questions at the appropriate time.

MODULE 2: KNOWING YOUR ENVIRONMENT

The video is three minutes and eighteen seconds long and is divided into three parts:
» Part 1: Everything is Urgent (ends at 1:13)
» Part 2: The Right Questions at the Right Time (begins at 1:16)
» Part 3: The Stress of Service (begins at 2:36)
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Video Exercise: Instructions

This exercise will introduce learners to some of the key

vocabulary and thematic content of the Knowing your

Environment module. They will learn vocabulary for the
workplace settings and situations for the food services Knpwng you: Enironment =
) P 9 i ) o Introduction Video

industry. Learners will complete the video exercise in

i this video, &n industry expert descrbses hes lichen
. anvirorment. She expiains thas things huggen quicdy WAICH THE INTROCUCTIGN VIDED.
their workbook. o e

Shye Bl soout the irportance of Wearmork i her
bitchen.

MOCULE TWO - INTRODUCTION LnIT

Ve sriee . bRALS it Widee

i f Videc Exerci
Do the following to prepare and support the exercise: e

Before you wanch Tie wdes, sead the focus Quesions 1o Quide your itening. Fecod any answers of rotes in
The tpace pronicled Vour inatnscton will 3tk yens B chire yeur st

1. Read the focus questions with learners to guide st e e e

space pranidied Yonr iutnucion wll ash you e has your sndwers,

their listening before watching the introduction Focus auestions

. 1. What is the mdefobs tile of the person in this video? How do you krowd
video.

2. Elicit answers to the focus questions after
watching the video. Have learners underline
any additional vocabulary and phrases in the 5 Oces o adacec o e S4By W w15
transcript that they need help with.

2 What e the main kdeas of this videa?

3. Read the comprehension questions with the
class and then watch the video a second time.

Femta e e e o ey b 308 T T

4. Lead a class discussion about the comprehension

. LEARNER WORKBOOK - PAGE 71
questions.

Suggestions for Adaptations
» Consider leading a discussion about learners'first impressions of the industry employee in the video.
» Consider chunking the video on the first and/or second viewing.

» Consider having learners summarize individual parts of the video before drawing their attention to
the focus and comprehension questions.

MATERIALS GLOSSARY VOCABULARY
» Knowing your Environment Video Admin Lead
Downtime Line
Fast-paced Shift
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Activity Task: Instructions

This activity will provide an opportunity for learners to
share and acquire industry knowledge and vocabulary
and identify differences in communication between the

ACTIVITY TASK
front and the back of the house. Bt peto o e iy e MAch e i cn f e e o ikt

b ook i that setting. Ekseuss your anawers with. 3 parve: srel ther with the das Be prepared 16 explain
YOur argweTs

Do the following to prepare and support the exercise: o & iﬂ@
1. Display and look at the activity task photos with <P =
the class. Discuss each one by asking questions
. 4 ——
BPEFS

like:

» What would you call this space?
» |S thls a no'sy or QUIet en\/lronment') 1 :;«::IrmnmmnrcﬂrN-_-trmcxusrﬂmh“aMluc-"'l-n'r\o\mm-ﬂ’]s'smu;»

I e e e it Dt o thee sour crearl

MODULE TWO - INTRODUCTION UNIT

» s it front of the house or back of the house?

ood evenin lades. Plesse follow me o your ssble. Your server oright wil be Mark”

» What type of work is done in this space?

5
4. Hithered Corne on 1 0nd grod & 3ot smywheere yor Bl Your sorer will be right oves”
5. Mo, thene e i peanuts It cury e’
&

“Tuws ipring lack, cres chef aalact n fotn™

» What roles would people have who work in this

e W it | ave retion for four, W it Lol your party. r
2 B Tour stnaka redin rare arvd one salenort”
SpaCe W “Tabde 61t upl Leth oo bt ga®

161 "ok Thankettew barirg e ko 1 el ot e crrder 1 s vk i thes rcssing”

» What kinds of things would employees say or
hear in this space?

Vo e esddaon o i, i o b eracm bl brmaliecceges | @ o aley oo, 08 FageTd

o . LEARNER WORKBOOK - PAGE 74
2. Putlearners in pairs or groups and instruct them

to match photos with one of the statements that
might be spoken in that setting.

3. Review suggestions as a class and answer any questions.

Suggestions for Adaptations

» Consider watching video footage from different food service industry settings to demonstrate the
differences in communication between the front and the back of the house before starting this
activity.

MATERIALS

» Module Two — Introduction Unit — Activity Task Photos
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider speaks about how
important it is to observe. He suggests that taking some
time to get used to the new environment is a good way
to start. He also talks about finding a co-worker who is @ INDUSTRY INSIDER
willing to help.

MODULETWE - INTRODUCTION UNIT

OBSERVE OTHERS AND FIND
SOMEONE WILLING TO HELP

Whhen you start a nerw b, theses a o
13 leaurs, Dioelt pus b much presaure.
o youmel il everyhing rght
v, |1 ot Tt 3 rclersTand how
TR et chone in A new workpiace.

This audio is fifty-three seconds long.

My scdviee .t cbndrve vt
hanpening acund you ans much 5 you
£an. 5w wha works tegether inthe
s and back of the house, Watch hew
they share respenibaities, Wich who.
peapibe o to or inorration and fer
confmation

Do the following to prepare and support the discussion: otepebst Woont st wtedcnatoe

Wher ke 4 whies It 3ok sorme time for
e A0 .and 0 il my hyhm. | was
hacky that rey were wilkyg 1 rwver
iy quesTons. One gy especialy va
Sway boking out for me and pontng
e 1 s gl chrmction, Bowe | Slaars
oL of oy vry o bedp rew hires. |
s thare oaice |brcmewhid By
paing thiough.

Industry Insider: Instructions

1. Discuss the job title of the Industry Insider and
the type of establishment where the insider
works. Give examples of similar establishments in SE
the local community. S

bk

2. Listen to the audio.

Ferria e = 5 1 by Coboom, 2048 Pace 73

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 75
use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.

MATERIALS GLOSSARY VOCABULARY
» Industry Insider: Observe Others Back of the house Observe
and Find Someone Willing to Help Front of the house  Responsibility
Line cook
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an I —
opportunity to record additional vocabulary that

Unit Review
they have learned about the theme of Knowing your S et e B s A e i
Environment and reflect on new knowledge and skills. mw,wm e
Tophe. Tou larned vocabulary relaied 10 knowin your erviienment, and practced this vocsbulary n an
e e e i A SE A S
The review concludes with a preview of the content in s s s o vt oo s it bl

O urdarsta red th reies

the next unit. i

O i redstonatiips and tust with yous co-workers

and respenibiites of co-werb s

v ol

Wit - ythaty

Unit Review: Instructions

Do the following to prepare and support the unit
review:

D0 yous s it o e Pracess abeout theser topacs T WTFast wars ipornant For youT Shase with a paitees
same o the riew shils and vocabuliry that you have karmed.

1. Explain to learners the purpose of a unit review.

2. Read the review introduction as a class and
review the learning objectives.

Vs s, Weakpdrs e s, i o i gt tesbagrslegars | O il Colegn 108 e

3. Asklearners to record new vocabulary in the
space provided. LEARNER WORKBOOK - PAGE 76

4. Ask learners to think about what they have
learned about the food services industry in this
unit and to share this information with a partner.

5. Asklearners to look at the photos in their learner workbook and, using the language and knowledge
from the unit, write a statement that the person in the photo could be making. Encourage learners to
refer back to the video transcript or other pages in their workbooks.

6. Answer any questions about the unit as a whole.

7. Preview the next unit.

MATERIALS

» Module Two — Introduction Unit — Unit Review Photos
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Summary, Objectives, and Outcomes:
Industry Information

Food services establishments come in all styles and
sizes. Throughout their employment, learners will
experience different types of workplace hierarchies o
: ) Summary, Objectives, and Outcomes
depending on where they work. They will also
Fooxd services establishments come inall styles end sizes, Depereing on where you work, peopte will heve
encounter various job titles, implying different roles and S e e B e

MOCULE TWO: - UNITONE ~ WORKMIACE STRUCTURE

responsibilities for each person they work with. T e bt TR S

The reflect: 1 IrLsge e That yous can s s 8 feference
st A 10 themie e with Lrvgasce yo snctumts in class and incaly e,

When a question or concern arises, learners will need et e R
to be able to assess the problem for urgency and s G s
determine ifitis a problem that they can try to find T s e scune o hors
| Windule Two: Unit One - Workplace Stnacture.
an answer for by themselves. To help them address i ——
concerns, learners can use set phrases and rephrase 1 S Rl P | 3 P
information. Formality and politeness will be a concern, e > Resoin e o s
Aucho Conmersaton | - Performance » Rephrases Irformanon
especially when talking with customers. e
o Conmversation 2 - Listening # Listem for detads
e || » Becogrioe tyaes o anquagefuncions
Aucdo Comersation 2 - Perfomance » Rephrase informason
Actiity » Uhe s exgoared o st plhrases
» Uhe peliteress
.- Industry Irscs » o Dy tascr and mui-tasking

LEARNER WORKBOOK - PAGE 79

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 81




MODULE TWO — KNOWING YOUR ENVIRONMENT — UNIT ONE — WORKPLACE STRUCTURE

BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOBOOOOIOOOOOOPOGOCIHOOOOIOOOOOOOOOIOIIOGOOIOOOOIOOOOOOOOOOIOIOOOOAHOOOOIOOOOOOOOOGIOAOOOOOBOOOOIOOOOOOOOOOOOOOOOOOIOOO OO

Workplace Structure -
Audio Conversation 1

Audio Summary

In this conversation, Anna is speaking with one of

her co-workers. Her co-worker shares examples of
workplace problems and tells Anna who to talk to
about each type of problem. Anna learns that people
expect her to tell someone when there is a problem.
Her co-worker also shares set phrases that she can use
with customers.

The audio is three minutes and thirty-two seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 1.

MODULETWO - URIT ONE — WORKPLACE STRUCTURE

Workplace Structure -
Audio Conversation 1

In this comversation, A is spesaing with ore of
Tt comrbers Her cocrker shases sxampies

el werkgplitn prokbéen s il Arrawha to talk
o akout each type of peolblem. Anna ks that
people evpect her totell somesre when there i3
okl Het orvrorber sl shaees set pheases
the €0 L8 W LTRSS,

& usToaTo THE AUDIO COMVERSATION

Lt wee i el U1 ACY

Listening Exercise
In theslistering essecize you wik
» Litter for dutail
» Henbfy types of lsnguisge functor
To prepate fon this e Clse, resd the focus qrestioni. Thar, i you e, ined skong i the Comersation

ErnacTipt 3 il in thee ok 25 et a6 you can. Underine any worck of phvases that you ‘would Fe 1o s
csstion ibens

Al yoma Bt it the fou cpmitiorns. s el wrtle dows yeur § P . Thery srawen the language
questiors

FOCUS QUESTIONS

1. Whst does Arwas co-weorken ol be wanis o sernerbes infrmetion that he reeds 6 tell someone
!

2 Whoare the theee poople that Anna coubd tll i thene bs a probliom that needs a sobiton right away?

e ks Wi comr it k! e o braaycshegacs, | ©Fiow Vel Cabegn 1006 Sxgem)

LEARNER WORKBOOK - PAGE 81

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any

words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content, or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar

Here to Help : Workplace communication skills for food services

globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018
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MATERIALS

» Workplace Structure — Audio Conversation 1 Moo W one oA T
L Whet cmrmpk docs Andies give ke wehry she rrigh sinterupt the Head Chef during &
oy thmed
GLOSSARY VOCABULARY
a" CONVERSATION TRANSCRIPT
Aller T T
e gy CoWodiar ::h.m 'm “:’ and 2z yeu cun se fom e
Co-worker Ao mll;n-mnmwa. ¥ omethiong gors wiong, b If et s besks cr
Gluten oot W e ek s
Arrac O, chy.
Lo Wadin: Weah, we sy i dpinndr Aght Py
Legal - i
Prep - e your i perior b quicicly. o
Supervisor e ——
Co-Wodoer: Thqun;bmml" Icva thids ks Peorie | ¥ :
Ave G!;.hsr;vmlhmmmu? s
CONVERSATION TRANSCRIPT: MISSING ' ae o am e
WORDS T YT
Cotoker, D e din st Bont
. . Arvac e [
a. Because those machines need to get fixed right
away?
b.  What would | ever need to tell a chef during
dinner rush? LEARNER WORKBOOK - PAGE 82

c. butalways stay polite, too.

d. Most of our food is gluten free.

MODULE TWO:— UNITONE — WORKHLACE STRUCTURE

e.  Most of our food is low in fat.

oo ) s eut, for oxample. If e

they'l ey ack a burch of question o et 4 st nformtion 2 they can, then ey
probisbly get you forthern, This Jst makes £ quickss
for them 12 make The sauce.

drra ey this s goad 1 know. Andll hs siscn ot fin

that should wak undl wee nat busy

LANGUAGE QUESTIONS: ANSWERS PN s sy e W e

Cooer: Wl st of o ot .
st que
Arrac Like which ones]
ColWoker  Basicinformation, about when we gpen of cicas of whatevee Nic, poople will sbvays sk
1 a [ — @
| dhwirys et cuestions sbous: ghuten these diys.
Arrac Ghren!
2 b Ceforer  Waat Herdin vt phrirte you can uie Wit of cur oo it ghaten fres”
Arrac P Gl "What thry ack for
rrone specific infammation?
Co-hrker; e or sah, o whateves
3. d o
e o pis
Arrac iy ealot lhope | d
4 e Colodorr,  Well, itll likely hagspe, ot some g "
churing the busy times.
Scoe A5
5 C LANGUAGE QUES TIINS

1. Which Hllim the blarc srowes i 8 clurifyineg question Bt Arva uies o seobease infamation

Wikick. Hllim thes b arvanse: . arither clarifyag quession?

Which fill i the blarw snawe: 5 5 set prease that Anna repeats back to her coworker?

Wikich Hlim the Bl vt it 8 ot pireass it Ber car uisd

S Inwhch fill in the bilark answer choes bher co-workesr remind Anna tobe poite to custamen?

Score S5

Vo e esddaon o i, i o b eracm ol brmnalieccegecs | @l aley Colege, 08 Fagelh

LEARNER WORKBOOK - PAGE 83

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 83



http://bit.ly/M2_U1_AC1

MODULE TWO — KNOWING YOUR ENVIRONMENT — UNIT ONE — WORKPLACE STRUCTURE

BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOBOOOOIOOOOOOPOGOCIHOOOOIOOOOOOOOOIOIIOGOOIOOOOIOOOOOOOOOOIOIOOOOAHOOOOIOOOOOOOOOGIOAOOOOOBOOOOIOOOOOOOOOOOOOOOOOOIOOO OO

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MCOULETWG - UNITONE - WOREFLACE STRUCTURL

EVALUATION

Wi ey by your fill i the ilinik angveess ancd your answers 10 The Linguage cusstiont.
Corrruricane g your v, rol by resdng each olfers workbonok,

Do the following to prepare and support the evaluation: e e e e e

e bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other’s workbook. I o e oo g st et e v o s

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. e e e

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 84
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will identify problems that either

need a response rlg ht now or that can wait. They will MODULL TWE - UNIT ONE - WORKFLACE STRUCTURE
need to rephrase the problems in their own words, or Performance Activity
explain why the problem needs an urgent response. B e e B e et m e ek
Learners will complete the activity described in their ki himiitseieivpiantiviioolbivi i
V\/Orkbook “:&:zr‘.[:cher||=Q'vu':m".»'r.(mrm.rn.llﬂu.rv}p«.lw:c,lmlbrn.dlucx||=&vr|':
ACTIVITY TASK
Do the following to prepare and support the activity: ke g
i . . 2 Acumommes it complaining That they neceived The winng ceder
1. Lead a class discussion about the difference AT
between concerns that need an immediate : I“"“f‘_:‘;“““‘*‘”"”“"‘
response and concerns that can wait. Use R

Tecn wak J Right raowe

examples from audio conversation 1.

5 Wi Sl ek anct e 16 g6 hiorees

2. Instruct learners to complete the activity by SR
. . . . . 6 You would le totake 3 few doys off nea month,
reading the problems listed and identifying each ek ghren
as either “right now” or “it can wait”. 1 Dot eyl s e

Trcan wak S Right row

3. Inform learners that for the “it can wait” problems,
they should rephrase the problem as if they b Mo i e ki | by G s
were writing a note to remind themselves to tell
someone about it later. Model one for the class as
an example.

LEARNER WORKBOOK - PAGE 85

4. Have learners write an explanation for why it is an urgent problem for the “right now” problems. Model
one for the class as an example.

5. Instruct learners to work in pairs to check each other’s answers. They should communicate using their
voices, not by reading each other’s workbook.

6. Discuss the answers as a class.

Suggestions for Adaptations

» Consider using the first problem to guide the class through the decision making process aloud.
Decide if this is an “it can wait” or “right now" problem.

» Consider splitting the activity into two distinct parts. First, have learners classify the problems
individually and then check answers together as a class. Second, direct learner attention to the
transcript for audio conversation 1. Identify where Anna rephrases information and review what it
means to rephrase. Select an ‘it can wait” problem from the activity and discuss different ways to
rephrase the problem into a reminder.

GLOSSARY VOCABULARY

Complain  Gauge  Self-serve
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MCOULETWG - UNITONE - WORKFLACE STRUCTURL

EVALUATION

Do the following to prepare and support the evaluation: Ut b b oy DT S
» Riac the: descrptions. for each cutcome end ghee younelf s scone, Orde the description that best
ranches your perfoemance.
’I ) ReVIEW the COﬂdITIOﬂS Ofthe aCUVlty on the » Whice crreneris abous you perfoemance. What wis easy! What veag. diffhout?
rubric. Learners are to check each condition that e S b R

Resad the condiions of this scivty below:

they met. i oo g
3 | checkert my arewers oraly wih 8 pertner
2. Read through each outcome and ask learners (koo b e e s i
to reflect on their performance and circle the — B o
. iepheeseg Ffeeraton. | some ofthe bme. st o all of Pt
appropriate statement. — - - '

3. Asklearners to total their score for the activity.

4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit P S e
review.

LEARNER WORKBOOK - PAGE 87
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Workplace Structure -
Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with a customer.
Anna is answering the customer’s questions politely
and courteously. Anna uses the set phrases that she
learned from her co-worker, and eventually decides to
get help.

MODULE TW— UNITONE —WORKHLACE STRUCTURE

Workplace Structure -
Audio Conversation 2

I thi conversaton, Anng f ipealting with a
e Aneis swering he cutiemer's
autiens poltely s courtecunly Brrw et the

B usToaTo THE AUDio CoRVEREATION

set phrases that she keamed from her co-worker, and
wveraally cecides o get el Lty el Bk 2 U _ACT

This audio is one minute and thirty-nine seconds long.
Listening Exercise
oA

» bdervify rypes of langiage functions

s o o thi i, . ke s et et Thary wiyeas Bitir, o Msng i The cemmsristion
arvieri aecd flin B blinks a0 bes aiy S onch o phesse That you weaskd ot 1o sk 3

Listening Exercise: Instructions

In this exercise, learners will listen to an audio — T T e
conversation between two people in the food services s e N
industry. Learners will complete the exercise described

in their workbook. & Weo oo it e ek cotoer et

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide

their listening before playing audio
conversation 2. LEARNER WORKBOOK - PAGE 88

Vo e esddaon o i, i o b eracm ol brmaliecegecs | &l aley Colege, 08 Fagetl

2. Asklearners to fill in the blanks while listening to
the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Workplace Structure — Audio Conversation 2

MCDULLTWE: - UMITONE - WOAEFLACL STAUCTURL

GLOSSARY VOCABULARY

ﬁ CONVERSATION TRANSCRIPT

Arvac ‘es,can | help you?
Cumorres Wit in o soup off the dey?
Gluten e Ok sy P e
Lttt P | iy witlt I .| i B0 By Wit I 1L
P |' Arnac |mm|mwmmximmmm,ﬁwmao-. fal
O |Cy 18 chack tha ingraiersty. Thatingrecier s sme: chicknn, curry patts, gk, orore, Fratheocmd,
cobiry, and cther Lpacet
. PR - e —
Strict e Ok s emaaty aoms Sk oo
Cunterres Why not?
1 Ay 113 cur policy Pere. | ust cant [}
Supervisor R R ;
Arrac I yewie intaretecd,___ -~ - - (e O ghatien froe pizzs
8 our et popule e
Customen But.. you canit tell me the sxact gpeces in the soup?

v Pl ey, | g0 o et e of our cheh o B 30 b veith them?
Cuabrre. Pl shat's chary, | ol bl 0

CONVERSATION TRANSCRIPT: MISSING R ST

Mot of o St s Bow In Sl angd socum. W

s s v scrmen docd allergn!
WORDS il

Cumprres Thank yoa, sy 6 boaisin yo

please waik for W o aned ach one, theyl i

A O i, it's 0 troubbe atall ot wait o @ minuee please while | go get thern
Superviod (=4
a.  One moment please P
b. Sorry about that
c. most of our food is gluten free.
i SR RN

d. We don't add any extra table salt.

e. Canlaskyou something? LEARNER WORKBOOK - PAGE 89

LANGUAGE QUESTIONS: ANSWERS

vk~ W
)
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MCOULETWE - UNITONE - WOREFLACE STRUCTURL

LANGUAGE QUESTIONS

1. Inwhich fillin the blank answer does Anea use 5 set phiase fiak she leamed inthe prvious sudo
oW 4

Do the following to prepare and support the evaluation: e e e
1. Asklearners to find a partner. Learners should 4 '"*f-hm-lh'“-'w-*--'mw*-:w--m?:*
compare and discuss their fill in the blank e mm——
answers and their answers to the language EvALUATION
questions. They should communicate using their Comrursaee iyon on ot oy o
voice, not by reading each other’s workbook. o T e S et

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

B o with e Clacs, i QoG abiout the acthters and the weoechs you underlined

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. AR s TR A

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 90
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review.

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will use and rephrase set phrases

that can help them ina fOOd services indUStrijb. MODULETWG - UNIT OHE - WOAKFUACE STRUCTURE
They will also practice using polite language when Performance Activity
they speak with customers. Learners will complete the Fapsiapnla)onlcr Y S S
activity described in their workbook. 0 M ST
: KTT:T«L“LT::::LT;H. dade pofite language wher irsponding ta cuitomen.

Do the following to prepare and support the activity:

B wnsuasE ExampLES

1. Review the set phrases introduced in audio Potebnguage s
3 . . . O Sorry abmout thee. O | can exchange & for anewideandresh.
conversation 1, used in audio conversation 2, and 3 One et S
. 01 Coulld you wait for a mmomenti =] :mmmwu?x
O Thar's 3 good question....
in the language examples. I Tt e g
. listeecd Oy o e
2. Point out to the class how Anna rephrased the D iatots o dutms
BOTTAONNE WD SO SR DU
statements in her own words. -
3. Instruct learners to complete the activity by using
one of the set phrases to write a response to each
of the customer questions. Learners rephrase the
responses as needed. Model one for the class as
an examp|e. R ——— [P T P —
4. Tell learners to work in pairs to check each other’s LEARNER WORKBOOK - PAGE 91
answers by playing the roles of customer and
employee. They should read or recite questions
and responses to each other. They should also
) ) MOOULE TWO = UNITONE — WORKMLACE STRUCTURE
use the language examples as a starting point, I
include polite language when responding to DR SRR RPRR N —
customers. S ——
5. Invite learners to share their role plays with the k  Cnosncomnindtizonsenied
ClaSS 4 Terrwve noven hae bekors, what' gocd?

Do yous s any veetilan of vegan disnes?

[ Whatssomething cheap.and good?

Vit & croition, whenite i yoms ey LS st i

& Canyyou vell v what the wallness' raeree b2

[} Who's the cwnar has?

10 e wou hiring nohe nawl

Vo e esddaon o i, i o b eracm ol braliciegea | o faley (ol 309 fage )

LEARNER WORKBOOK - PAGE 92
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MCOULETWE - UNITONE ~ WORKFLACE STRUCTURE

EVALUATION

Do the following to prepare and support the evaluation: U bbbt oy P 4y .
1. Review the conditions of the activity on the M e
rubric. Learners are to check each condition that [

Headd e conedrions of Ths acity blows:

they met. S Fei e
0 lendlrgumgeomrin
2. Read through each outcome and ask learners lockstascha e — .
to reflect on their performance and circle the A ey |
appropriate statement. g e I ]
P— -
3. Asklearners to total their score for the activity. T ;:::” :;:::m ﬁ
4. Ask learners to think about their performance e -
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit — - S,

review.
LEARNER WORKBOOK - PAGE 93
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider explains that even
during downtime there's work to be done. He shares
the value employers see in staff who can multi-task and
take initiative. He also speaks about owning mistakes
and moving on with tasks.

MOCDULE TWO — UNITONE — WORKFLACE STRUCTURE

@ INDUSTRY INSIDER

DAILY TASKS. AND
MULTETASKING

What Can | 5T Thi b a by incusiry.
Even when things ane Quiet Twne is
il 15 8w il Soresthie

This audio is one minute and five seconds long.

sy rwedks refiling, putting away,
deating, or preperng Bermarem
1u,.9t-mdra::», ks
rmakes i eaves when Fie iush cormes.
Industry Insider: Instructions e
o
. . . Fwrirg bt o Hea s Marces When you do your daly work without
Do the following to prepare and support the discussion: Cadsliounes e o
anvurgent ervironeent rule-tasking
. . . . " 14 an ipartant sl because things
1. Discuss the job title of the Industry Insider and 3?”;"‘”.‘1”,;
the type of establishment where the insider B T
And Isten, youlre gaing to make
. . . . . mistabes, e <o, mabea
works. Give examples of similar establishments in e
the local community. sl oyl
et the jobs done.

2. Listen to the audio.

Vers1a s, Weskpdr s e racanen, iy b i ghalacrm tmsbegega | © B el Colegm B P34

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 94
use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: Daily Tasks and Multi-tasking

GLOSSARY VOCABULARY

Cocktail
Co-worker
Front of house
Industry
Lounge
Multi-task
Prepare
Reputation
Responsibility
Supervisor
Urgent
Versatile
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that

MODULE TWO = UNIT ONE = WORKFLACE STRUCTURE

) Unit Review
they have learned about the theme of Knowing your
b this ki = el beam your partioular weorkplace Heerarchy ard
Environment and reflect on new knowledge and skills. e e Do v el s e e
et Loy gy vl stk yoa) %65 Ackclee LIRS Sareng B s bt sty
Thiese were the leaming cbuectives for this une
. . . . 1 Dhewslegs s et f s b i et i B i werbplacin
The review concludes with a preview of the content in @ et N— setcinwan

B Recognize ihe oblgetion i sddess o report workobsoe problema.

the next unit.

Db you achizve these cbpectives? Dascrine to2 partner of 1o the rest of the class what you did bo complese.
ol ot

This waas the key connent lor Fesuna:

O Reghrasng formaton

O Setphvazes

Unit Review: Instructions S
With ap.r:\:. 1»::1::2:: :W]-r e st abowe. Fyou need to, rersad the language sxample
Do the following to prepare and support the review: sy i
O Homernary fll i the blerk arewers did you ot comest? £19
1. Explain to learners the purpose of a unit review. Aimmommmre——m

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to RV R M SR R
explain to a partner what they did to achieve the
objectives.

LEARNER WORKBOOK - PAGE 95

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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Summary, Objectives, and Outcomes:
Industry Information

Most food and service industry establishments

are busy places. Learners will need to become
comfortable working in an environment that requires
urgent communication. Becoming comfortable with

MOCULE TWO = UNITTIHO = COMMUNICATING WITH LIRGENCY

Summary, Objectives, and Outcomes

Mozt food and senvice indusry estabilidhments are busy plces You need ta become comforable working in

interrupting and repeating back information will help e o e o e gl Yo 4o e s e
itk e SIONS N W4T STNgs
them in the workplace. Learners will also need to be Yosus —
1 corvy pericds ared 3 prericech. Yo will need 1 comnpiete claly tasks when theet i3
succinct so that they and others can make decisions in St
. The reflecton e s e TS That YOu Gan e 35 @ feference
u rgent Sett' ngs it A1 i marrpient with Lirsguices you st mbi in Sl ded indiy e
The bearming objecthees for this uni ane:
» Develop statogies 10 commuricans in LKJEnt softing:
» Ledr sbecast clacrion rrking in uegpent sttings
Learners will need to regularly request more e e der—
information in order to pinpoint and assess any R ——
potential problem. Busy times will often come in waves [P B Conmmmicntonth U
| Section Outcomes and Purpose
and learners will need to complete daily tasks when [ s Ctioches v Ducomes | » v
there is available time. [ | » oo maun s
:::::“mlml : J‘i’:a’mrt rlormation o

» Lse chiect anc abrus comemanication

usie Cometation 1- Lisering » Litwn e sotait
Exiciae 3 Rserrrae s of rgusoe furenons

Ve 4. esddaon o i, i - eracm b brmacegncs | @ b aley oo, 00 Fagesa

LEARNER WORKBOOK - PAGE 98
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Communicating with Urgency -
Audio Conversation 1

Audio Summary

In this conversation, Anna is speaking with the Head

Chef. The kitchen is busy so she needs to talk directly R

and abruptly. Anna needs to respond to a problem Communicating with Urgency -
quickly and listen for instructions. Anna and the Head Audio Conversation 1

Chef ask questions, repeat back, and rephrase what they b s covrion, o kg wihthe v

Ched Thee tebers s sy 56 shet eseci 4tk directly

B UISTEN 0 THE MIDIO CORVERSATION

each said to avoid miscommunication. S
Head Chef ask ousemions, sepeat back, and repihvase Lisdes oriine ot DAY LT ALY

Listening Exercise

This audio is fifty-nine seconds long.

i this ltening ewerdse you wil
& Lsizn for detals

+ idorvify types oflanguage funcions

Toprapare fr this exeeciss, read the focus questions Than, 3 yous beten, read long i the conversition
trariscripn andd fill in the blanks o bt o you can Undeding any vecrds or sheaios thae you would Hes 1o stk

Listening Exercise: Instructions

Al yous en, pevisl the Soous Quesions and weite dowe your arwers. Then, arswet the ngusge
BN

In this exercise, learners will listen to an audio FOCUS QUESTIONS

conversation between two people in the food services bR St b
industry. Learners will complete the exercise described
in their workbook.

1 Dis Arva bevow whvtne they hiveg: the iettace ot Frit? How oy kndna?

Do the following to prepare and support the exercise:

Vs s, ok s e s, iy b e Clobalacrm holeribegnra | 0 Bow ey College 200 Page 0

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 1.

LEARNER WORKBOOK - PAGE 101

2. Asklearners to fill in the blanks while listening to
the conversation. They should also underline any words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content or summarize.
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MATERIALS

» Communicating with Urgency — Audio Conversation 1

GLOSSARY VOCABULARY
DOZG n R :'v“::: ::‘:}.Ial—ckmhu-a erusks Wit cheaes. Ehes Mo U any e bt buse ko it s juse &
CONVERSATION TRANSCRIPT: MISSING & ConvERsATONTRASCRPT
Hoad Chef: e () - we're gorrared & dagon more salbd & big tekde just came .
WORDS 7 s—
a. Hey...you! .EM o ot @
Hood Chef, Mn;:‘:um«nk-m
b. Hey! Chef...over herel Hudont e —
C. How many salads do you think you can make 'EM E:;T"xx'mmm”
with what's there? P : .
d. Lettuce is below the pizza sauce, and to the left. D |
e Dby, tharks
e. below and left of the pizza sauce. Got it. —_
LANGUAGE QUESTIONS: ANSWERS
1. a
) e LEARNER WORKBOOK - PAGE 102
3. C
4. d
5 b
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MCOULETWE - UNITTWD ~ COMMUNICATING WITH URGINCT

EVALUATION

Wi ey by your fill i the ilinik angveess ancd your answers 10 The Linguage cusstiont.
kA g o v, ot by reading sach ot weridonk

Do the following to prepare and support the evaluation: Bl chet e rmittoac npava g Sl o e Wb sy S

e bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other’s workbook. I ot e oo g st et e v o s

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. e e e s it e e

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 104
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will practice interrupting, asking
questions, and repeating back information abruptly and
directly as if they were in a busy kitchen. Additionally,
they will also learn vocabulary related to kitchen tasks.

MCOULETWE - UNITTWD ~ COMMUNICATING WITH URGINCT

Performance Activity

Creste and vrite dowir: thees"sbrpt bt iroat” Gue stior #hat you right ik in 3 Busy Ktehen Your
rtruscton whl peterd bo be o hesc chefin & itchen and act cut 4 bk, As s dess, shout cutquestions 2

Learners will complete the activity described in their ichocitvmioosoiaper oot
WOI’kbOOk S F o car Quess what Bk your insmmacton s doing.
B LancuAcE ExAMPLES
Do the following to prepare and support the activity: _— Aot e sl
[et— ki e T: i
1. Lead the following workplace culture discussion Lol —— @ upe.
. second? : u""“"‘“"‘“‘; O Hese's whatl got...
with the class: 8 Ceter e o
o Inodmlp- st =R
O How man___ comect?
s b7 ow mary
e thare]
. . O Wihai rusor that
Workplace Culture Discussion =

Communication in a busy environment often requires

urgency. People need to be direct and abrupt, and might

not have time to be polite or confirm understanding.

There is a lot of room for misinterpretation in these

situations, yet the expectation is to communicate et s o et i Gt
quickly. Learners will need to feel comfortable talking

to co-workers, supervisors, and managers in such a
manner, and without taking it personally when they are
on the receiving end.

LEARNER WORKBOOK - PAGE 105

Lead a class discussion about abrupt and direct communication in the workplace.
» Ask learners:
» Have you ever needed to communicate quickly? Why?
» How comfortable do you feel communicating abruptly and directly?

» Have you even been in a situation where someone talked to you rudely? How did you feel? How did you
know they were rude?

» Preview the performance activity as a way to practice abrupt and direct communication.

» Review the language examples for interrupting, asking direct questions, and repeating back information.

» Answer any questions.
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2. Instruct learners to create and write down at least three “abrupt but direct” questions that they might
askin a busy kitchen.

3. Explain to the class that you are the Head Chef in a kitchen and you will act out a task. As you are doing
this they should shout out questions to you in rapid succession (establish an order for asking) as you
answer them one by one.

4. After you answer each question, the learner who asked it should repeat back that information.

5. After 5 or 10 questions in a row (depending on class size) stop and see if they can guess what task you
were doing. Repeat as many times as needed.
Possible activities to mime:
Washing vegetables, cooking noodles, cutting vegetables, cutting fish, kneading dough, making pizza,
making soup, grilling steak, washing dishes.

Suggestions for Adaptations

» Consider watching video footage of a variety of busy food services settings to create context for
learners.

» Consider watching video footage of a variety of busy food services settings and have learners provide
commentary. What do they think employees could be saying to one another?

» You can also let a learner play the role of head chef if their language level is suitable.
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.
MODULE T JIIIITWJ ﬂ:M\fUI)H'I'!I.I’.-WI'I-llHE.(Il(“ =
EVALUATION
Do the following to prepare and support the evaluation: U o st e pshrce i ki
» Redcd the desiretions for sach autdome ird ¥ i1 scene, Orcle The de
raches your perfamience.
1. Review the conditions of the activity on the T P T s
rubric. Learners are to check each condition that T —
they met. e
2. Read through each outcome and ask learners — Toe
to reflect on their performance and circle the pa | spleuiopae (a1 R
) erpteg forintomupting. ::m-trngwa dwmkmmﬂl
appropriate statement. —
hack | hnct elifhiculny | repeated back Irepeated hack
inflorrtion repating back inkormation g of infrmation e o sl
. P inforrration. the time. of the tme.
3. Asklearners to total their score for the activity. —eea |
oAk 8300 et andd abrupt
4. Ask learners to think about their performance — R e e
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit i - s

review.
LEARNER WORKBOOK - PAGE 106
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Communicating with Urgency -

Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with the Head
Chef. She needs to get his attention because she has
discovered a problem. Anna has already decided that
this problem needs quick attention, so she explains
the problem directly to the chef. The chef interrupts
Anna to ask for more information so that he can find a
solution quickly.

This audio is fifty-five seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

MODULE TWO = UNITTING = COMMUNICATING WITH URGENCY

Communicating with Urgency -
Audio Conversation 2

1 s conversanion, Anng 1 pealing with the Head
Che, e rucs 1 ot i, terion becaus b hus
dcovered a problem. Arna has slreacy cecided
that this prolem neesds quick stention, 50 she
emlaivn e gaoblom dvectly b the chel The ched
Intemapts Anna 10 sk for more information so thet he
< find # seluton quckly.

Listening Exerciss

s thls Il et you will
» Listen for ety
+ Kervify types oflenguiage functions

prepa evondse, | Then, as you ksten, iead aling inthe corversatgion
wraruscrin sl in e blanks o bt s e can, Underbe ey wenchs o plenser that yeu weukd o 10 aks
T

e yout 60, BeviST the $0us aeTions andd wiite down your anssers. Then, answer the lnguage
aquitens

FOCUS QUESTIONS

1. Wiy cecss the bannd Chel liser: k5 Anvias problerm éswr Buh b i by

2 Wkt immeediate sobution cors the Head Chef decide on, sfier e eales trat something might b
wrnhg?

LEARNER WORKBOOK - PAGE 107

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any

words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content, or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MATERIALS

» Communicating with Urgency — Audio Conversation 2

GLOSSARY VOCABULARY

MCOULETWE - UNITTWD ~ COMMUNICATING WITH URGINCT

Log
V\/ | k . LANGUAGE QUESTIONS
alk-n 1. Which filin the biark srwer b & diect question the chef uses toshow he b busy
2. Wrich fillin the Dk arswer doet e M iUt the chef?

3 Inwhich fillin the blank answer does Arwa respord directly and sucdinety? ____

& Wirich filir the bk arswast B S0 eTRcTv: wary 10 et othars knaw there & & potenaal dinger inthe.

CONVERSATION TRANSCRIPT: MISSING ses

& Inwhich fillin the blank answer does the Head Chef give Aone enabrupt ondar?

WORDS S

a. Do you have a second?
b. Can it wait for a few minutes?

Go look at the temperature, Anna.

0

d. It's plus four degrees.

e.  Watch out behind you!

LANGUAGE QUESTIONS: ANSWERS

1. b R A T
2. a LEARNER WORKBOOK - PAGE 109
3. d
4. e
5 C
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to

MODULE TWO - UNITTHO — COMMUNICATING WITH DRGENCY

improve their listening skills outside of the classroom. .
Work in paies 40 Ciscuss your il n Ehve tslirk ariwers anc yout #nvwers 10 Tw 2NQuage Quesions.
Comimunicate wiing your v, not by mading oach athels werthook.

Do the following to prepare and support the evaluation: et e A s S e

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. 1 o o ke s s e o e

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. B S s

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 110
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will have short conversations
to solve problems that could arise in a food services T
setting. In these conversations they will use appropriate A
language for interrupting and practice communicating ot il s O s s a e e of o e e
information succinctly. They will also make and respond Jeersieiain ,
to requests for more information. Learners will complete i;ivtw;vﬁ:mw:wt I
the activity described in their workbook. sl P
Do the following to prepare and support the activity: W&wmmfj%::':r;m
1. Review the language examples for interrupting ?;Ey%:}ngrg:d%:;;u“wm
appropriately. ot o st o s i i o gk s
2. Give one half of the learners a problem card and B ucuAceExanpLes
the other half a role card. L.
O Hey {rarme oe penition)
3. Instruct the learners with problem cards to think Semm e
about how to communicate the problem on their Rl
card succinctly.
4. Instruct learners with the role cards to listen to ol b Mttt Sttt S et e

the problem described to them and then ask a

. . , LEARNER WORKBOOK - PAGE 111
question to request more information.

5. Explain that the learners with the role cards
need to decide if they are the appropriate person to solve a problem. If they are, they should suggest a
solution. If they are not, they should suggest who the learner with the problem should speak to.

6. Instruct learners to exchange cards at the end of each conversation and speak with another classmate.

Suggestions for Adaptations

» Consider first asking learners to share some of the problems they have encountered at work. Who did
they need to talk to and why?

» Consider having learners create their own problems and roles for an additional round of the activity.

MATERIALS

» Module Two — Unit Two — Problem Cards

» Module Two — Unit Two — Role Cards
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MCDULE TWO - UNITTWD — COMMUNICATING WITH URGINCY

EvnLuATION
Do the following to prepare and support the evaluation: s s
1. Review the conditions of the activity on the T et
rubric. Learners are to check each condition that S
they met. oo
2. Read through each outcome and ask learners —
to reflect on their performance and circle the ”wu:;’: g..f“w:":::_“', :mfmw:xd :‘...;:““’.,'“":“
appropriate statement. N ::_w 4 B ——
3. Asklearners to total their score for the activity. r:mm in":"’"“"’ e
4. Ask learners to think about their performance im N":F"'E:* ==
overall. What was easy? What was difficult? Ensure vty i | Fecomrore) | o)
learners are specific in the comments they record s o
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit e e Sttt i 1

review.
LEARNER WORKBOOK - PAGE 112
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider explains how

he uses questions to train staff and develop trust. He MEGULETWG - T TWD - COUMURKATAC T G0N
shares that in a fast-paced environment his questions
demonstrate to employees everything they need to be
thinking about and over time he asks fewer questions.

® INDUSTRY INSIDER

YOUR SUPERVISOR
15 ONYOUR SIDE

Ths i crwe o thee cy's buest
evstsrsrtsl P rorver b 3 et shidt,
‘which maes & challonging 1 train
ey bar s5af. W don't have sime set
ik fia aing, 0| gk questions all
e e Thiat’s just b | i resw.
‘anaft Chuestions like, The! you g2t the
rinics ot For Taba Tamve 7 T s
e all the leman?® “Why did that

s e wire e bk "How mary
shabes of Tabesco did you put in that
g

This audio is one minute and two seconds long.

Industry Insider: Instructions

sk cp st 1 deveslop i, These
aee the questionss | conetarsty ask mrysef
uring ary given shift, and | want to
kil # Lame thought praces and
the samve sense of urgency in my neam.
Iebonit el st 1 vy vy
unrtion Conecty,[Ust e 10 show
Therm what | Expec, B arew eTpiaree

Do the following to prepare and support the discussion:

1. Discuss the job title of the Industry Insider and

Lo ol . A L AR mesussup, ey, i no big deal Irs

the type of establishment where the insider ot m pomeiyiope b
works. Give examples of similar establishments in R e i B
ookl
the local community. i
T on their s, they know that | want

thern b uaened 25 uch 1 thay ks

2. Listen to the audio.

Vs s, Weakpdrs e s, i o i Ciobalscrmm beibribegars | B aley g 200 Pige 111

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 113

use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: Your Supervisor is on your Side

GLOSSARY VOCABULARY

Bartender
Shift
Urgent
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that

MCOULETWE - UNITTWD ~ COMMUNICATING WITH URGINCT

) Unit Review

they have learned about the theme of Knowing your T T -

Environment and reflect on new knowledge and skills. esremiis o e red i e sl i g
smqueits for e inforrnatian, in erder 1 make goosd deciiorin et wgert weting,
Thezse were the lessrirg cbiecives o this unt

. . . . O Do Siratieghes k- COMyTURKHE IF) LIert SeTtings

The review concludes with a preview of the contentin 5 e s s g et e
O Fimcesgriinn the impertance of reernsting spproprinsly

the next unit. O Recognint the need 1o compkete ongoing daly Lasks dring dowr bmes
Do you achisve these objecthen? Descrive 102 pariner o o the rest of the duss what you did 1o complete
This was the key corvent for fesurt

. . . [ gty hack indermatien
Unit Review: Instructions e

O Aoproprste lingusge ko rrupting
O ierrupeing

Do the following to prepare and support the review: Gk

Wit 2 partnet shase an example of eerything in the o sbove. Byou need to, rerzad the language sample
amserirns in e by ok Lo

1. Explain to learners the purpose of a unit review.

i theeltieninyg ominc e i this wnit, o stere for Languages ecanpsles and ted ta understand bow they
woere o Rewsad thes bwo conversation trnsciipts in this unit

. . . O How rmary Sl n the blerk anmwers ad you get comectl 10
2. Read the review introduction as a class and T I
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to
explain to a partner what they did to achieve the LEARNER WORKBOOK - PAGE 114
objectives.

Vs s, ok s e s, iy b e Clobalacoms bowaleeribegers | Bow ke Coinge 20 Page 114

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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Summary, Objectives, and Outcomes:
Industry Information

Food services workplaces bring together many types
of people working in a variety of roles. Teamwork is an
essential part of the industry because all of these roles
will rely on each other to complete their own tasks
and create a smooth operation. Learners will need to
recognize and build trust over time with co-workers
and with management.

Active listening is a key concept that often includes
language based skills and provides opportunities to
demonstrate trust and build relationships. Not only
will learners need to develop language skills for active

listening, but they will also need these skills to fit into Dgmesshiennd |SORBIN,

the fast-paced environment of the food and service T e

industry. Asking questions to a supervisor and providing g Il sl N

detailed descriptions to co-workers and customers alike T s | g i

might be culturally uncomfortable for some learners, ettty N

yet they will need to develop these skills for the _ . e

workplace.

Here to Help : Workplace communication skills for food services
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Summary, Objectives, and Outcomes

Faad sorvicies werkpplacos biing tagsther many Types of peoply werdngin & vardaty of rolen. Tearrwerk it
esservial becsuse il of these ks nely o esch sther to.00m plets trsis and ceste 8 smooth operation You

il Povecd 12 e TS Ot e with Co-werkets and with ranageTen.

e Litirir bR B 8 Al Erieh lisnibus Yous mll P 16 il icpaiegs iR actros
Rciering and wse thece dilks to fit into the fst-naced industry of food seraces. Adong & supervion questions
migint be etally uncomiortabls for o, butyou will reed 1o because vl be expected.

Thee reflecton un Ut the end of this modube peovides lenouasge exampies. that you cnue o5 8 reference
sheet ta th L i class and indaly ife.

T by cjecsivs for thi urid e
» Hecognie ihe team atmaosphere invched in a ood servioes worpiace
» Recogricee thee Imporance of active ening for bulidng st
» Becerne sware of the epgertunities 1o cbierve i sl i

The wit s structured s folows:

|| Mhocbate Tovec ot T - Duking Blatiomahips sad Trast
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Summary, Chjectives, and Ouscomes » Preview unit
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Building Relationships and Trust -

Audio Conversation 1

Audio Summary

In this conversation, Anna is speaking with her
supervisor. The supervisor is showing Anna a new task
and there is some miscommunication between them.
The supervisor and Anna both rephrase questions, to
clarify what they are talking about. Anna also learns
some vocabulary specific to her workplace.

This audio is two minutes and six seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 1.

2. Asklearners to fill in the blanks while listening to

MCOULETWE - UNITTHRLE - BUILDING RILATIONSHIPS AND TRYST

Building Relationships and Trust -
Audio Conversation 1

e this corweniion, Anna i ipssskieg with ber
superstion The supereisor it showing Anva 8 new
task s thesse b sorme miscomrTnication between
them. The supenvsor anclAnna both reprvase
et o clarity what they sre Eakng about
v i e serres sy e 10 her werkplace

B LISTEN 1O THE AUDIO CONVERSATION

Lt e . B NGB MG

Listening Exercise
e s g emencise you vl
& Listen ir detais
& idervafy ryoes of language funcions
To prepane for this evencse, read thee foous questions Then, a5 you bsten, read aiong in the convrstion

Wrarvscrign arvcd i in e blanks i bast e pou can Urderding any werds r shraes thae yeu weuld les i sk
question sbout.

Al yous en, pevisk the focus Quesions and weite dowen your arwers. Then, answet the Lngusge
UL

FOCUS CUESTIONS

1. Wt scin i Are leaerieng in Ao Cornariation 17

I Hew mary quettions dees Aeea it duig B cermeriation sbous Iniering 3 few bask?

Foow 2 s sk cnem i, i oo s, clobalacrms boaleribegnra | 8 o aley olloge W10 Puge 138

LEARNER WORKBOOK - PAGE 120

the conversation. They should also underline any words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content, or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MATERIALS

MCOULETWE - UNITTHREE - BUILDING RILATIONSHI®S AND TRUST

» Building Relationships and Trust — Audio
Conversation 1

3 What names does this ertablichment use for the three types of Fies that they serve?

B CONVERSATIONTRANSCRIPT

GLOSSARY VOCABULARY e S
v — -
Deep fryer o W T
Grill S S o
e et
ShadOW Eﬂﬁﬂ' :M“w..mmmwmmwamam
Side dish i‘““"‘ :”' R o ens
Station o eyt e e
e {:’; i T
A Oy, sy, | 3o | cidr’t know sbout the sives.
CONVERSATION TRANSCRIPT: MISSING R ekt
WORDS Somter o Koyt I —
theyre the mest commen.
Arnac mn me———— _—
Sumivber, e theth At
a.  What does the helper do? s e eyt
b. doing whatever's needed and following T T A R
instructions, right? LEARNER WORKBOOK - PAGE 121

c. Bring six bags over.

d. except not exactly.

MOOULE TWO - UNITTHEEE - ELBLDING FELATIONSHIPS AND TRUST

e. Do you want me to put these back and get
regular fries?

Suprvann youlll 3o f et The cthe

orange.

Arnac Oy hore. S bargss of meguilar fies, theee lrge ordors.

Superisor Oy great ow, ths ssitch b ¥ Youcan
chuck the termperatue |t thould b gt o thres wreirty-froe

LANGUAGE QUESTIONS

LANGUAGE QUESTIONS: ANSWERS

1. Winich fllim thee blar sngwsr b 3 quesstion That Arra probably knovs the ansmes (o but warts 1o maks
e

L Inwiich fill e bark answer cdons the supenser rphrs what sheba elready saidi

] e B Which Bl the Blari st b the s P tion shout the Typet.
ciies they servel

Which Bl the blas i arowees s & qrmscion Anva anka o clarify sormething that i new iobe T

2' C S Inwhich fill in thee blark anpvesr choes Anna rephvace har supenisor’s description nthe form ofa
cuestion!
3 d Score 3
bty a* S X P

LEARNER WORKBOOK - PAGE 122
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE TWO - UNITTHREE - BULDING BELATIONSHIPS AND TR¥ST

EVALUATION

Wik s B chaiuds your 17 Ehe Blirk areivwers e your afsine 15 the Larguage Gusstioni.
Tt i yoar ek, it by readrg mach others workhook

Do the following to prepare and support the evaluation: e s oo ro e Ml s oot v, Wi cvr o o

b bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook.

i el sk with e class, sk questions about the actities and e weeck you underined

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided.

Vers1a s, Weskpdr s e racanen, iy b i Clobalucores boasaleeriege s | 0 Bow ke Coinge 30 Puge 178

. . LEARNER WORKBOOK - PAGE 123
5. Next, learners should brainstorm ideas of how

they can find opportunities to improve their

listening skills outside of the classroom. They

should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review.

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 113




MODULE TWO — KNOWING YOUR ENVIRONMENT — UNIT THREE — BUILDING RELATIONSHIPS AND TRUST

BOOOOOOOOOOOOOOOOOOOOOOIOOOOOBOOOOIOOOOOOOBOOOOIOOOOOBOOOOIOOOOOOPOGOCIHOOOOIOOOOOOOOOIOIIOGOOIOOOOIOOOOOOOOOOIOIOOOOAHOOOOIOOOOOOOOOGIOAOOOOOBOOOOIOOOOOOOOOOOOOOOOOOIOOO OO

Performance Activity: Instructions

In this activity, learners will write answers to different
types of clarifying questions and practice asking and
responding to these questions with a classmate.

MODULE TW®— UNITTHREE - EANLDING RELATIONCSHIPS AND TRUST

Performance Activity

Learners will complete the activity described in their Sen e mowe ek ot i e v down achvkomi i W e e carpis
WOI’kbOOk. :l‘.a:l:\:::\::::;)c:s oo willrreed b rephiase the odginal requests. Uss one or 3 combiration of the

Be rore speciic
Do the following to prepare and support the activity: @ de

1. Lead the following workplace discussion with the
i padrs, practioe Lpeaking yous sequesns ard reponse. Comimunicae Lsing your veioe mot by eading sach

c | ass ather’s werkisook, Try te sk daefication quertian e miminy net by reading,

‘ LANGUAGE EXAMPLES

Clarification questions

Workplace Culture Discussion e Pt

el B
Learners might feel uncomfortable asking questions to 2 ﬁ‘ﬁﬁ“w B
a supervisor when they do not understand something
because, depending on their background, it might
signal that the supervisor did a poor job of explaining
or giving instructions. Some learners may avoid
asking questions to “save face” for their supervisor. Yet, e s i Gl e

questions are expected in the Canadian workplace.

LEARNER WORKBOOK - PAGE 124

Lead a class discussion about questioning in the
workplace.

» Ask learners:
» Do you ask a lot of questions in formal situations? (At work? At school?)
» How comfortable do you feel asking questions at work?
» When do you expect others to ask questions?
» How do you feel when co-workers or classmates ask you questions?

» Review the questions that Anna asks in audio conversation 1. Point out the two questions where she

rephrases the supervisor’s requests. (“So, doing whatever’s needed and following instructions, right?” and
“You want me to put these back and get reqular fries?”).

» Answer any questions.
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2. Read through the requests for help as a class.

3. Have learners write down a clarification question
for each request. Then, they should write down
a response to the clarification question that
rephrases the initial request. Learners should
write down their responses in the space
provided.

4. Direct learners to read their written responses out
loud to themselves and to listen for any mistakes
and for clarity.

5. Putlearners in pairs to practice speaking
their requests and responses. They should
communicate using their voice, not by reading
each other's workbook. Learners should also try
to ask clarification questions from memory, not
by reading.

6. Tell learners they can present some of the
answers to the class.

MODULE TWO - UNITTHEEE - ELBLDING FELATIONSHIPS AND TRUST

ACTIVITY TASK

A Cam yeubuslp e IV Bty riws, wafust got of sadbars sod ws

£ Claificaton question

e Nlepheass sequsst:

e Hey, cover el e gril s meally Eusy, and weTe 4 it short-staffect a1 fhe: moment. (an you oo s the walt
sl 1 bk with custesmannt

B Clrificason guestion:

A Rephrase request:

e Masers wont e sick His isasally weorks The pizzs station. Can yea cewes ez him?

B Olification question

A Rephrase request:

A iher ouTte done that. I ware you 1o 00 oo e froge and get some Ingredients for omenow, s before
yexr ek, ks surs 1hat wes Furve ensugh bresd fon Esright

B Olsification question

A: Rephrase request:

st Chef kcoms Thet v rieed hier 10 kook st somsthing, Thaned s ociern with b delivery. The drivs hast the
g Dles ancl he's wlting ke someone 10 Sign e napers

B Clarifcaion: cumtion.

A Rephrass et

W 4l P o a* onringecs | ow ML age iz

LEARNER WORKBOOK - PAGE 125

Suggestions for Adaptations

before commencing this activity.

into their workbooks.

» Consider giving learners time to further practice asking clarification questions and requesting help

» Consider splitting the activity into two distinct parts. First, have learners work in pairs to first identify
appropriate clarification questions and discuss answers as a class. Second, direct learner attention
to the first request in the workbook. Identify all of the important information. What does the person
making the request need? What information explains why the request is being made? How can this
information be put together into one short request? Collect suggestions on the whiteboard. Discuss
which rephrased request is the most effective and why. Have learners copy the rephrased request

GLOSSARY VOCABULARY

Backed up
Cover
Short-staffed
Station
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MCOULETWE - UNITTHREE - BUILDING RILATIONSHI®S AND TRUST

EVALUATION

Do the following to prepare and support the evaluation: o PP At

» Rinac the descriprions. for sach cusgome and chee youtielfa scere, Crele the dercripton that L
Franches yous perfamarge.
» Writg

1. Review the conditions of the activity on the R e

Audio Conversatian 1 - Pesformance Actity

rubric. Learners are to check each condition that [TS———
3 | competad the il inthe blank scihity
they met. 3 iy i o by g i
0 | chveckoeed iy araweers oraby with & partiess
2. Read through each outcome and ask learners okt o e Sy oy
Outcorw Score =0 Score = | Score= I
to reflect on their performance and circle the [oTm—— T
. repheeng rformation, | jome of the bme. et ol of e e |
appropriate statement. py— I iyt | 1
A wAbes withut imacling some | withews mading mat
reedig .dllnumt. o ol of the ime.
3. Asklearners to total their score for the activity. P =

4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit ot it i (b0 o
review.

LEARNER WORKBOOK - PAGE 126
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Building Relationships and Trust -
Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with a customer.
The customer is confused, and Anna stays patient and
takes time to explain information. Anna rephrases some
of her questions to help the customer.

MODULLTWE - UNITTHRLE - BUILDING RELATIONSHIPS AND TREST

Building Relationships and Trust -
Audio Conversation 2

I this conwersaion, Anna b speakirg with a
This audio is one minute and twenty-one seconds long. M s e s
— pr————

& LSTEN 10 THE MUDIO COmVERSATION

Listening Exercise

e this i faeveie you vl

Listening Exercise: Instructions ol s N

In this exercise, learners will listen to an audio biris i e el e ek b
conversation between two people in the food services e eSSy —————
industry. Learners will complete the exercise described foces o

1. What questions does Anna skt el prompt the customer i male an ceder?

in their workbook.

L Pow meny questions doss Anna sk bn this convensacion? How mary times does she repeet back
Informaon?

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

Vs s, ok s e s, iy b e Clobalacrms bowaleeriegers | B aley Coinge 20 Page 137

. — . LEARNER WORKBOOK - PAGE 127
2. Asklearners to fill in the blanks while listening to

the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Building Relationships and Trust — Audio Conversation 2

GLOSSARY VOCABULARY
NEM['!WF JIIIIT_MF([ G_J!DIKR?L.ITIOMSII’S.UDTRM.I
Gri” B What uet pheie cioss Ared uie that g samed inAudo Cormmriation 1 in this unit?
Station
i CONVERSATION TRANSCRIPT
CONVERSATION TRANSCRIPT: MISSING e
Cusiomes  Lim, which meenu can b omber froms Ay of thems
WORDS ::ww g:v:;:uz::a::::dmmnﬁuﬂmmm.
Arrac Db you need a few maose minutes to dedde?
Cunterms M, 11 e e Hersier B,
¢ ? :\:‘w rﬁm;:wewmmw . -
a. canlhelp who's next? R T A -
Pt ritsionmadisda i deietidoioog
b.  We have three types of fries. ; iy @
Pl R A—
c. Were the ones you had before straight or curly? T ol w
Cuiores  Lageplease.
A Dby, el r
d. Large or small? T e
Arrac (5 [ ‘youn Hose Burger and Curty Fries Hen's .
e. large Curly Fries and a House Burger. P
LANGUAGE QUESTIONS: ANSWERS
Db A S o R
C LEARNER WORKBOOK - PAGE 128

ok W
)
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE TWO — UNITTHREE - BULDING BELATIONSHIPS AND TR¥ST

EVALUATION

Work npars todiacuss your Al in the blirk arovwers s your answers 10 the Larguige cusstiond.
Eommunicane uting yourvokoe, not by eading sach other's workbook

Do the following to prepare and support the evaluation: M, i cppatuciesto gy kit f h oo Wi oy

b bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. e i o i iy

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. S ——— B —

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 130

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will have conversations with
classmates pretending to be a customer trying to order
an incorrect item from a menu. They will ask clarifying
questions, provide descriptions, and repeat back
information to confirm orders. They will also practice
polite greetings. Learners will complete the activity
described in their workbook.

Do the following to prepare and support the activity:

1. Review the language examples for polite
greetings, asking clarifying questions, and
repeating back information.

2. Review the part of audio conversation 2 where
Anna describes the fries to the customer.

3. Putlearners in pairs to have conversations where
a customer tries to order a food item from
an employee. Learners can use the language
examples as a starting point, the menu, and the
customer questions provided.

» The learner who is the employee should begin
with a polite greeting.
» The learner who is the customer should reply

with one of the provided questions to order
something not on the menu.

» The employee must then ask a clarifying
question and provide a simple description to
find out or help the customer decide what they
want.

» As the conversation progresses, the customer
can decide what item on the menu they would
like to order.

» To end the conversation, the employee should
repeat back the correct order to the customer.

Here to Help : Workplace communication skills for food services

MOOULETWE - UNITTHREE - BULDING RELATIONSHIPS AND TRUST

Performance Activity
e i, b & e aation whers 8 Sustomer RS e arder o fosd ikt Fom ar rnphoyes. Lse the Lingusge
examples 23 a starting pownd, the men snd the customes questions peovidsd,

» The barrver whesia the srpliyes shoudd begin with & polite grecting.

» The Bearrs whooin Eue custormes bl iy with can of th gronicecd cetion & ancer scrrathing not

» A e COPMETEITON EXOOM-HE, e CLHI0RWY (3N Gecide what flem on the memw they would ikt
ekt
» Toerd the corversation, the employes should repeat back the comct s 10 the ousiome:

Snitch reies aftes mvery cornrietion, sad weitch partrnn Frughot the astiity

Bl LANGUAGE EXAMPLES

Poitie crestings L Ll
questicns b e with repeating beck
v
=] Hrna-u«cnw =] e
B Hi canl nake your O Frm Aomy. vee: dorit O Sonhary,
onfer? e e 0 Ok lge...
O H, how are you? Are b O Here'swhatlgot..
yous peadly b order? O Dl o mesan o
O Helloycan | helpp ) anything esal
et net? O i you mean O ust o check, thar's
O i what can | make. of ! comect?
e il O Whatkirdaf
u— T}
eant?
O Sorry trwee
crly cormm in
skze,
Nevor
Forns Ar, Wk = e, PR Ot brmlngigecs |0 b iy Coiegn 18 Poge T
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MODULE TW - UNITTHREE - EANLDING RELATIONSHIPS ARD TRUST

ACTIVITY TASK

Aihes the errgdoyes grists the

Baurger Ol anel a sty
shakai

» H, can s & House: Burgen
with frisi

» T bz Choociane smoathie
[

» T ke 1o hevr 3 e kb

+ 1, s you e chicken brungers!

+ Can | & Houzos Sancwich
with Shaep Fiéca?

» an | b & L Cireken Salsel?

» Can Fherae & Frshy Salaed el
amanthie!

» Ml edlice b e 2 Emmgers.
and 2 ke

Vo 4 Wesdpdaon o i, i o b eracm Jisbalucrm omegringacs | 0Row WhleyCollagn 7014 fige 113
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4. Tell learners to switch roles after every conversation, and switch partners throughout the activity.

5. Invite learners to share their role plays with the class.

MATERIALS

» Building Relationships and Trust — Audio Conversation 2

» Module Two — Unit Three — Menu

Suggestions for Adaptations

» Consider brainstorming a list of food items that might be available at a similar establishment, but are
not included on the menu provided. Learners could also bring menus from community restaurants
to class, or search for similar menus online. Collect answers on the whiteboard for learner reference.

» Consider reviewing scanning and skimming strategies and have learners cross reference the food
items in the questions with the menu beforehand. Learners can then identify which customer
requests will require clarification requests beforehand.
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

Do the following to prepare and support the evaluation:

MODULETWO - T THRCE - BURLCING RELATIOMSHIPS AND TRUST

EVALUATION

Lkis thie illowrey rubi2 1 risciond wour periarmances in Ehil sy,

» Read thee desariptions for eah curcome and give yoursella scone. Crcle the deseription Tat e
skches your perfarrance.
» White cieritents abeut i pedrmande Wt e ety What i it

! Auslio Cormvaruation 2 - Parformancs Activity
P ther coneiione of thi actidty beiow
D Defiore: haning 2 conwersation | revieveed the infametion on the menu

1. Review the conditions of the activity on the R

rubric. Learners are to check each condition that O sxtentrat st e

they met e

Aok catfying qusitiors | lhaed. y kg [ g

2. Read through each outcome and ask learners el

to reflect on their performance and circle the Pt [ . | [

appropriate statement. — . _!nm-mv. ™ B

. - rasagiil fuoa il [l

3. Asklearners to total their score for the activity. T || o

Cernmarer: e

4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their R e
successes as well as what needs improvement.
They will return to this rubric during the unit
review.

110 b ey g 2900 P V1
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider shares the
importance of knowing when a suggestion is actually a
request. She also talks about the differences in the tone
of workplace communication between the front and @ INDUSTRY INSIDER
the back of the house and before and during service.

MODULE TW®— UNITTHREE - EANLDING RELATIONCSHIPS AND TRUST

WHEN A SUGGESTION IS
ACTUALLY A REQUEST

My rusrmbans e e o4 schien 4
leaim wehery a suggestion s sctually
et Fos el whir iy
Gamtvoral Mgt 3 in arsd b sy
“Vou FrighE wers 10 resrrange the
‘unhions on the couch The mearns,

This audio is one minute and one second long.

Faarange the cushions on the

couth®

I e s in B bavck of e s
“Condel you grak e an e ot
pan means, Treed a hood panand |
e it o

Industry Insider: Instructions

Do the following to prepare and support the discussion: oeves i W b
ave sabel Birfore service you'l hear
requests i 8 nowmel wice, even

1. Discuss the job title of the Industry Insider and & vsmoromics et
shouted scrcss the kichen, often ina
the type of establishment where the insider e P
iy they can.
works. Give examples of similar establishments in Ao b el

. mine erd you ga from back of the
the local community. okt
Clnnoeriars pafier & soft, polte lone i

shouting.

2. Listen to the audio.

Fona e sk * ecinge s | Dhow s ML e

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 134
use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: When a Suggestion is Actually a Request

GLOSSARY VOCABULARY

Back of the house
Brewery

Front of the house
Host

Tone
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that

MODULETWO - AT THECE - BUILCING RELATIONSHIPS AND TRUST

. Unit Review

they have learned about the theme of Knowing your

Environment and reflect on new knowledge and skills. S e it S R S
o socomolsh, Yo will fee e yo ft in wheen wou sie fortkd [ uestions s L]
o= pote.
These wee the kearnig obiectives o this unic

The review concludes with a preview of the content in A i s o kS

the next unit. Kt e s R

Dl yn e thheser olbectives? Descilbe (0 partres o bothe pest of the class what you g 1o complete.
@adh chiectioe

Thit i ths by esnbent fee this unit

D Hephvving ekrmuten

Unit Review: Instructions

Do the following to prepare and support the review: S

With s Factner, share an examiie of everythin in the st above, F you reed 1o, revesd the Languags sampke
essipbzns i the key tortent sectisn,

1. Explain to learners the purpose of a unit review. ,
e
O How many language questions dd you get comea? /100

I the lster

vt you Isvened i
e LTI O U

usge exsmpres and tled tounderstand bow ey

the biank arsevers. did you geto

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to RS T P R e i
explain to a partner what they did to achieve the
objectives.

LEARNER WORKBOOK - PAGE 135

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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Module Reflection

Industry Insider Review: Instructions

This exercise will help learners to review the information
presented in the module by the industry insiders. It will
give them an opportunity to summarize information, so
that it is easily accessible for later review.

MCOULETWE - REFLECTION UNIT

Module Reflection

I thi il d i dhevmsiop your unch

food senvices establishments and setings operate. The undis in the module were Wodkplce Struciue,
‘Commuricaing with Urgency, and Buliding el atiorships and Trus. viou developed yous svareness of food
srvicrs pole ared ikt s drarhoprd stiatngies Lo comimunisaty i muhe dnghiorn i uigent

Do the following to prepare and support the exercise: e e bt sy

Industry Insider Review

White 3 summary for mach unit's inchustry Insidst Include the key poines Shive your srowers with the cass

1. Read through the review introduction with the

C | ass et tion Lrit = Kroming Yo Ermdrorment: Oerv ot and find scrmecoe silling 1o help

2. Replay or reread each Industry Insider, if needed. ﬁ
5

3. Invite learners to share their ideas aloud before
recording summiaries in their notebooks.

Uit 1 - Worieplacss Soructun: Dily ks and i taiking

4. Have learners complete their industry insider

reV|eWS Uit 2- Cormenuricating with Ungency: Vout supenvisor is on youn soe

-

[

4

Vs s, ok s e s, iy b e Clobalacrms boaleyribegers | B ke Coinge 20 Page 1M

LEARNER WORKBOOK - PAGE 138

Suggestions for Adaptations
» Consider reviewing paraphrasing and summarizing skills prior to this exercise.

» Consider identifying the key points made by each insider as a class, evaluating the suggestions made
by learners.

» Consider drafting summaries together as a class and having learners copy reviews into their
workbooks.
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Reflection Questions: Instructions

In this exercise, learners should use the reflection
questions to prompt connections between Anna’s
experiences and their own. They will also need to
identify what was the most useful content in the

MODULETWO - REFLECTION UNIT

Lt - Ralieing Beationinips sl Tt Whan & sggestions i sezualy & st

module.
Do the following to prepare and support the exercise: Reflection Questions
Fisflac e thes iedbinaireg casttioes. Whts war artwert demr
1. Read through the reflection questions with the 1: ke e o s s At ks Wbt e )
class.
2. Refer to audio summaries and transcripts, if mpor o e
needed.

¥ ina busy i the cne A in?What d you o to make

3. Tell learners that when they select the most JRsontat
helpful learning in the module, they should
provide a reason explaining how this information Rt
will help them specifically in the future.

ity chimsthy aid wegen ty Bl Arvia doms with the Head Chef® Wt

4. Have learners answer the questions in their
workbooks.

et ey e 110 b g g 900 P 198

LEARNER WORKBOOK - PAGE 139

Suggestions for Adaptations
» Consider having learners share answers with a partner before recording their own in their workbooks.

» Consider making connections between Anna’s experiences and your own life as an example for
learners. Give both workplace and personal examples to learners.
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Evaluation Review: Instructions

In this exercise, learners will look back at their self-
evaluations throughout the module to review the goals
and comments that they recorded. They will comment
on their goals and revise them as necessary.

Do the following to prepare and support the review:

1. Direct learners to the reviews for each unit in their
workbooks.

2. Direct learners to read the goals that they
recorded and ask themselves if they have
achieved these goals.

3. Direct learners to reflect on how they achieved
their goals or why they haven't achieved them
yet.

4. Direct learners to comment on their goals and
revise them as needed.

5. Direct learners to identify key vocabulary and

MCOULETWE - REFLECTION UNIT

Evaluation Review

Fievicov the languags goali that you ereated in cech of the unit revicwn. leflest on yousr goal progreas Use the
soece below 1o rewrite, sevie, snd comment on the goals you have set

Language Goals.

Veur instruastsn nill b 8 ene-10-¢ b yena Thy weill guide sagh & comerastion, and
Then give you bee dbece

Py The O R NES Tt you e mracle thcwGhout This medule in the exaiuacions and In the it
revews I wine any ey ansc kesy vocabaulary that you want 16 Eracice e
yeur e ation with youe Fwtnacr

Heites fow O Ot Burshastions

With a parmes er In groups geepase for the conversation wih your nsmscToc Fiead the conwersaton seming
SescTiEnon Do, DHSCUSE WhT CLIesTion Jou SEpect Your InaITLICI 12 ek, and what nguage your
evtrctin will sty 6 i Have fusctios = L tha 7 deet e vorebudl

that you weote down abowe. e the anguage nelabed 10 your goals

Vs s, ok s e s, iy b e bl hoaleeribegnrs | 0 Bow ey College 200 Page

language examples that they need to rehearse
in preparation for their guided conversation with
you.

LEARNER WORKBOOK - PAGE 141

Suggestions for Adaptations

» Consider modelling the reflection by conducting a think aloud for learners as you turn to the relevant

pages of the workbook.

» Consider modelling how to comment on an achieved goal with “l have” or“l can” statements.

» Consider modelling how to revise a goal to make it more specific or achievable.
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Guided Conversation: Instructions

In this guided conversation, learners will have the
opportunity to demonstrate the skills they have been
learning, and receive feedback from you about their

MODULE TWO - REFLECTION UNIT

Comessathon setting
strengths and opportunities for development. e L e e
ordering something off of the rmenu, ther they shauld order ot the counter. pay o the regrter. and thes
. . \vw-h:x-m:wr' o the you work HefShe | 30you need to
Do the following to prepare and support the guided i om i e v
conversation: I your st youroed atse e spechic kmgusge ik om s rod e Fetew the cutermes

o the start of cach unvt, Use themn i the coversarion with your insucrer,

1. Direct learners’ attention to the outcomes for the T
module. e b

g language sxamiies in this modude. Can you add any acditional

Lirgpasge exsrmplis bem clis duevstion o frorm your daly Bie?
2. Read through the conversation setting that St phee
appears in the learner workbook. . e
o e ki oy s
3. Asklearners, in small groups, to discuss potential N e » s rwnginkioe
H . . » | gan'y gihve oyt that information.
questions that they could be asked in this » Wi e o ot
situation and the language examples and
vocabulary they would need to answer these
questions.
4. Asklearners, in pairs, to practice the conversation, . b ey i R

taking turns to be the instructor and the learner.
LEARNER WORKBOOK - PAGE 142

5. Sit with each learner individually and work
through the following conversation outline:

Conversation Outline
The learner should start the conversation.

» Listen that they are using language to interrupt politely.

Tell the learner that this is your first time here and it is confusing. Ask the learner where you can order.

» Listen for the learner to communicate information succinctly.

Tell the learner that you are not sure what to order. Ask the learner if they can recommend something that is
healthy.

» Listen for a set phrase or for a request for more information.
Respond accordingly. Or, state that you are not interested in their recommendation, and ask if them what their

most popular item is.

» Listen for a set phrase or for a request for more information.
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Ask them for more information about the item that they recommended, or another item.

» Listen for a description of the food item.

Make a basic order
» Listen for the learner to ask questions to politely clarify the order.

Respond to any questions, and pause to allow the learner to ask additional questions about the order or to end

the conversation.

» Listen for any questions and politeness.

6. Use the instructor evaluation rubric to score the guided conversation. Provide comments as needed.

MATERIALS

» Module Two — Instructor Evaluation Rubric
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Language Examples: Instructions

In this exercise, learners will add to the language
examples from the module. Learners will record
additional examples in their workbooks.

MEDULETWE - BEFLECTION KT

Convessation setting
e S e e i e B
Do the following to prepare and support the exercise: et RIS mEy Soen teE CRELOYE seRg s e
Yourndincto s cusomer who e the dek whese you work He/She 30y need to
1. Read through each set of language examples. e i e i
2. Invite learners to share other examples they have i e e B et
collected in the classroom, community or the . :
B Language Examples
workplace. M it
3. Discuss any unfamiliar vocabulary. e e e P—
onetoryens : ey
4. Suggest that learners keep these pages e bond o
. . . by the bes value meal sach day. » Thckapsedqueion...
with them throughout their day and at their M ekt m S re——
. . » ot that information.
workplace to help build their fluency. ,E“r.::;'w"lmmw

LEARNER WORKBOOK - PAGE 142
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Summary, Objectives, and Outcomes:
Industry Information

The activities and resources in this module assist

newcomers to Alberta to develop their understanding OB THE - WTHODUCTON AT

of safe food handling and storage practices and create Summary, Objectives, and Outcomes
awareness of both in the vvorkplace. Newcomers ooty i i b O o
to Canada may face a learning curve with regards B
to identifying and refusing unsafe work, as well as e B e S
managing conflicts that arise from misunderstandings o : B

in urgent food services workplace settings. i i S gt st

This module does not replace or supersede health :T.ZM.M jmm :‘fb:::m,mwwmmw,
and safety and legal information made available to o sl et v T
learners by their employers or in the public domain. Nor : -

is it a preparatory module for the completion of food i

safety courses and certificate programs approved by | e

Refecnen Urit Stying Safe = Reflect on the hils a%d nguege in the moduke

Alberta Health Services. Instead, this module focuses
on workplace objectives, language learning, cultural,
and soft skill learning outcomes to supplement that
information and regulations.

et el Arsace o mussaten soh ks b srace bt b e 4 | © SwWiley Lo, STV e 1

LEARNER WORKBOOK - PAGE 146
[tis the norm in food service environments for health

and safety information to be posted prominently for ease of reference by employees. Newcomers to the
industry should be aware that they are not expected to memorize all of the information that they are exposed
to, but rather know exactly where to find information quickly when it is necessary. Learners will benefit from
experience in identifying different types of workplace charts, posters, and tables and the vocabulary and
phrases used across industry. It is essential that newcomers to industry understand that co-worker and guest
safety is paramount and food must be stored, prepared, and served safely.

The urgency of the food services industry generates specific communication challenges. Learners should be
aware of the health and safety information and regulations to perform their tasks safely, as well as their right

to refuse to do work that is unsafe. During service, or during rushes, there is little or no time to step aside and
address misunderstandings. A misunderstanding may not be followed up, as there is always something else

to do in preparation for the next shift. Errors are normally rectified immediately to keep service for customers
moving forward. These norms could be in contrast to learners’ cultural background and experience.

Completion of the activities in this module will equip learners with language and workplace cultural skills to
complement health and safety training in the workplace.
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Industry Knowledge Exercise: Instructions

This exercise should be completed prior to watching

the introduction video and before the video exercise.
l_l(M['!l'li'_[ N[b_{-[IK'JJ_IIL!HII ~
In this exercise, learners will be introduced to the mandublons '
. . Modele Theee: Introduction Unt
module theme through a class discussion. The = e
discussion questions in the learner workbook will help [ iy kst Oy | = e o
| Incdusiry Knowledos Exsrche | » Inrocuce moduke theme and scivats poior learming
learners activate their existing knowledge to get started Mkoowce 2 I ot g ed oy
Iradustry limider » Toxsic Thwe tight bo heaith and saiety formation
on the module topic. This is an oral activity and there is ke [+ botmvmcasesnctas s
no expectation that learners produce notes to support Industry Knowledge Exercise
this discussion. If needed, learners can take notes in the ey e e
margins of their workbook. v“.;“mm“
e e —_—
. . EXERCISE DISCUSSION QUESTIONS
Do the following to prepare and support the exercise: -
Fderad
L Wor, whal v oo b aied el v ypcas
1. Read the discussion questions together as a class. o
2. Putlearners in pairs or in groups of three and 5l pei iy Sshiakh s o ks i et == bt
have them talk about the questions with each
other. Assign one question to each group as
applicab|e' s 1) e Wb e nicanon il o wnacm itk howsleyrriege cn | fow Valley College 2800 Puge W7
3. Read and discuss the answers to the questions as LEARNER WORKBOOK - PAGE 147
a class.

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 134




MODULE THREE — STAYING SAFE — INTRODUCTION UNIT

BOOOOOOOOOOOOOOOOOOOOOOIBOOOOOOOCIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOIOGOOIHOOOOIOOOOOOOOOOIOOIOGO OGO OOOOIOOOOIOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

Staying Safe: Introduction Video

Video Summary

In this video, a restaurant
Supervisor explains the

key elements of a safe and Here to Help:
effective kitchen. He talks Workplace Communication

about the responsibility of Skills for Food Services

employees to follow policies
and regulations that keep
themselves and customers safe,
by completing training and
consulting information readily
available in their working
environments. He also talks
about misunderstandings
within urgent environments
and how, left unaddressed, conflict can arise.

—

MODULE 3: STAYING SAFE

The video ends with the Supervisor explaining the importance of the customer dining experience and the
responsibility of restaurant employees to know what exactly is in the food that they serve their customers.

The video is three minutes and twenty-nine seconds long and is divided into three parts:
» Part 1: Following Regulations (ends at 1:31)
» Part 2: Managing Conflict (begins 1:35)
» Part 3: Dietary Requirements (begins at 2:35)

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 135



MODULE THREE — STAYING SAFE — INTRODUCTION UNIT

Video Exercise: Instructions

This exercise will introduce learners to some of the
key vocabulary and thematic content of the Staying
Safe module. They will learn workplace vocabulary
associated with safety and regulations in food service

MCOULL TRREE - IRTRODUCTION UsIT

Staying Safe - Introduction Video

e thi i, a1 chaity e thinss bl empaienc

industry workplaces. Learners will complete the video i R oo
. . . He talis abanl expedt, the reigirnilitio of

exercise in their workbook. A A e e S
Thot s Ll b b3 bl mitndberitirdirgs with to-aarbort bed custorrar bty

Do the following to prepare and support the exercise: Video prarckie
Belore you wanch the video read the focus guestions 1o guide your listening. Riscord any answers of noles n
The space prwviderd Your inatrUCs il 2k oo fo shase your answers.

1. Read the focus questions with learners to guide R A S o T s i

s preniched. Vo itructe will ask yina 16 SarE pour anwers

their listening before watching the introduction

FOCUS QUESTIONS

\| d eo. 1. Wt s cher rolesiob Trie-of the Deerson In this vides! How do you know?

2. Elicit answers to the focus questions after
watching the video. Have learners underline
any additional vocabulary and phrases in the
transcript that they need help with.

2 Wit ane e main kdeas of this ks

3 Does aryof the sdvice cr inkrmaion in the vides suriie youl Whiy or why net?

3. Read the comprehension questions with the
class and then watch the video a second time.

Vs s, ok s e s, iy b e Clobalacrms bowaleeriegers | B ke Coinge 200 Puge

4. Lead a class discussion about the comprehension

questions. LEARNER WORKBOOK - PAGE 148

Suggestions for Adaptations
» Consider leading a discussion about learners'first impressions of the industry employee in the video.
» Consider chunking the video on the first and/or second viewing.

» Consider having learners summarize individual parts of the video before drawing their attention to
the focus and comprehension questions.

MATERIALS GLOSSARY VOCABULARY
» Staying Safe Video Ability Front of the house Resolve
Conflict Log Sanitized
Dietary requirement Misunderstanding Spotless
Efficiently Policy Standard
Food sensitivity Regulation Walk-in
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Activity Task: Instructions

This activity will provide an opportunity for learners to
share and acquire industry knowledge and vocabulary
and identify key features of workplace signage.

MCOULL TRREE - IRTRODUCTION UsIT

ACTIVITY TASK

P the tabibe: drd ook 1 the saenile pasbers, il The table by detalle I feituss of the poster aod the
vocabL ¥y sed o e poster DHSCUSS YOUF ANGWers with a pariner and thenwih e cligs e prepamd m
explainyour answers.

Do the following to prepare and support the exercise: . .
Type of Text Exsmple ::::‘:-uqmu Ky Vozabulary

1. Watch the video again with the class and instruct | ot ] R | e vt | e
learners to scan the environment behind the | =
Supervisor to identify notices, posters, or signs gl
that could have important information. P E—
» Learners should call out“Stop!”when they see w,a,:*ﬂ :—:_
signs in the video. In each instance, pause the _ é
video and discuss what the information the S— -
signs likely contain. :*" E)?
2. Display and look at the warning notice to learners 000
after the video. Lead a class discussion about —

the features of the notice. Point out the different
features of the text:

Vs s, ok s e s, iy b e Clobalacrms boaleeribegers | B aley Coinge 20 Page 752

» Use of block capitals.

LEARNER WORKBOOK - PAGE 152
» Use of colour (black on yellow text and white

on blue text).
» Use of punctuation.
3. Discuss any unfamiliar or alternate vocabulary.

4. Read the table as a class. Put learners in pairs or groups and instruct them to fill out the table.

5. Asaclass, review answers and answer any questions.

MATERIALS

» Module Three — Introduction Unit — Activity Task Posters
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider speaks about
workplace hazards and how to find information about
them. He talks about the right to work safely and the
need to communicate safety information to supervisors.

MOMULE THREE — INTRODU CTION BNIT

@ INDUSTRY INSIDER

THE RIGHT TO HEALTH AND
SAFLTY INFORMATION

This audio is one minute and five seconds long.

You will oiuer: hass sbout WHMLS
orwhimis’in this indusrg o

sbeut GHS. WHMIS eands for
Workisaor Hecarns Matrish
Informaion Syrtem. This i e way
hat infvmation ancut hazeds bt
mmmmm ect This s the infomation
that betpn ye ind the ol sroud
o sl on the job.

Industry Insider: Instructions

Do the following to prepare and support the discussion:

1. Discuss the job title of the Industry Insider and St

Al ermployers must powide their

the type of establishment where the insider IR okt bbby
works. Give examples of similar establishments in e e EH“E”MD“:Z:“}",

. e A
the local community. A s u
harve B cuesamion sbout safety atk your

2. Listen to the audio. e e e e

3. Asklearners:

Mors ok, Bt aremusicares, il b e Clobalicrmbomsaleoiegnra | 0 Rowshley e 1008 e 191

» What advice did the insider give that you can
use I’ight avvay? LEARNER WORKBOOK - PAGE 153

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content or summarize.
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MATERIALS

» Industry Insider: The Right to Health and Safety Information

GLOSSARY VOCABULARY

Hazard
Industry
Supervisor
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MODULE THREE — STAYING SAFE — INTRODUCTION UNIT

Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Staying Safe and T I,
reflect on new knowledge and skills. R R R S

T Tiona bebrmrad vecbuliny selates 12 itinang e e practiod e vocabulity o s ScTnity At
e and i : o vy et You ako watchd 2 video where 3
supersortalked about wha k needed to communicate successfullyin a busy workpiace.

The review concludes with a preview of the content in e i

5 wrke seicy

MOCULE TEREE = INTROBUCTION UnaT

Unit Review

O daal with zenfice and

the next unit. i e 5 oo i

Wit chomyry sormee o the peew e bulary thiae yeu have Baairesdt

Unit Review: Instructions

Do the following to prepare and support the unit
review:

Do you feel prepared 10 kearn mone about these toples? What was imporant for you? Share with » parme:
someef the new shill and vocaiubaey that you have leamed

1. Explain to learners the purpose of a unit review.

2. Read the review introduction as a class and
review the learning objectives.

Vomta iy e o i, i o b e shbaluermy boalesrmingaca | Row leyColgn JUL e 184

3. Asklearners to record new vocabulary in the

space provided. LEARNER WORKBOOK - PAGE 154
4. Ask learners to think about what they have

learned about the food services industry in this

unit and to share this information with a partner.

5. Asklearners to look at the photos in their learner workbook and, using the language and knowledge
from the unit, write a statement that the person in the photo could be making. Encourage learners to
refer back to the video transcript or other pages in their workbooks.

6. Answer any questions about the unit as a whole.

7. Preview the next unit.

MATERIALS

» Module Three — Introduction Unit — Unit Review Photos
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Summary, Objectives, and Outcomes:
Industry Information

Food service industry workplaces are unique spaces
and have a lot of activity. Learners will need to be able
to read workplace signs related to health and safety
and be able to recognize some of the dangers that can
occur in the workplace. It will be their responsibility to
initiate the steps to resolve any dangers. e 31 s s o g 43 M S e s

e 1o prorache reasons and detais for your aCons and decesion, and you will need 1o be comiorabie in
veicing these decisons and masne

MOOULL THIEE - WRIT Q6L - KNOWIRG FOUR RIGHTS

Summary, Objectives, and Outcomes

Pl sarwicn industry weorkplbcns anp iy e 20 and Fue 8kt el setiiny You will el s b slbe 10 rend
¥ h alblie 50 reoogr ofd s dhat can ooour in
e weork places ¥ el e yous resgeenality ESinitiste the 12050 13 tesobe any dangers

When accidents do hanpen, you 10 contactboth imeraly and exeraty. k wilhelp
o becorne famdlar with Feealth and safety regulatiors and know wheee to-fd informertion.

Learners will need to be assertive and direct when
communicating about unsafe conditions. At times, SN

they may have to provide reasons and details for R S T
their actions and decisions, and they will need to be

comfortable in voicing these decisions and reasons.

The reflextion uni 1 che-erd of this macube provides nguace earples 1es you cin e a3 refemence
ST AT Fe-se PAmIeS with [IRQLDE o encounter in class and i dadly ife.

» Recegriize the eed for cirret Lorgaage in bood services vl kptnzes

Ths it s truetored e follomes

Unis One - ok

| Section | Ouscomes and Purpose

| Surnmary, Do ctives, and Outoomes: | Presow unit
When accidents do happen, learners will need to know e
who to contact both internally and externally. Learners | i e, | SN
will need to become familiar with health and safety i M ko

* Pangrize types of Langusoe fanctiong

regulations and know where to find information.

R L T G ot

LEARNER WORKBOOK - PAGE 157
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Knowing your Rights — Audio
Conversation 1

Audio Summary

In this conversation, Anna is speaking with one of her
co-workers. She is shadowing him for the day and the
co-worker shows Anna where some health information

IMODULE THREE = IUNIT ONE ~ KNJWING YOUR RIGHTS

Knowing your Rights -
is located. Her co-worker describes a situation where an Audio Conversation 1
employee was asked to do something that appeared bt e o oyt
unsafe. Anna develops her understanding of safety in (e
the workplace and her co-worker reminds her that it is ”*“”‘“T“:;;%* s s

always okay to ask questions.

» ety typess of language fonctions

This audio is two minutes and thirty-eight seconds long.

T reguaee on T e chies, e v et uesiions. Theer, s yena Biter, e g i the comversation
transcrips an Fllin the bianks as st asyou can, Undeding any woiss o phrases that you would e 1o.ash a
auestonabaut

e you lsten, reviat the focus Questions and wite down wour answers Ther, anzves e lngusos
ueston

Listening Exercise: Instructions

FOCUS QUESTIONS

1, Whitiforration dost Aang's co-werker bkt out 1 bard

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to 5. Wik cxampe e cortrghe A ke it omafon?
improve their listening skills outside of the classroom.

Mo 0ol Bekplacn ronraricsion sk o o hbaboombomaleeringecs | hom ey Cobon J10 Poge 158

Do the following to prepare and support the evaluation:

1. Read the focus questions with learners to guide LEARNER WORKBOOK - PAGE 159

their listening before playing audio
conversation 1.

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» To practice pronunciation and support comprehension of new vocabulary, consider having learners
read the completed transcript aloud in pairs.
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MATERIALS

» Knowing your Rights — Audio Conversation 1

GLOSSARY VOCABULARY

Bin

Formal

Front of the house
Prep

Regulation
Sanitized

Shadow
Supervisor

CONVERSATION TRANSCRIPT: MISSING
WORDS

a. he needs to use them for temporary storage right
now.

b. butthat's not what | meant.

c. you should take a look at what's there when you
get a chance.

d.  Mark wasn't rude or harsh about it

e. Tomeitseems

LANGUAGE QUESTIONS: ANSWERS

A N
)

Here to Help : Workplace communication skills for food services

MCOULL TRREE - WRIT ONE - KNOWING TOUR RIGHTS

3. Wiy chel Mark refuse 1o change the bght buls at ft?

&5 CONVERSATIONTRANSCRIPT

CoWorker  Heypdon: e e
Arnac Db Moy | . Chef todd rne 1o wadt untl lalor Decause
= el
Cooroer. Ok ther, you mey s el corne with e, Yoube goineg 1o shadovw meefor mest of the day,
A Ok, rea. What are we going 1o Sl
CoVoer  Th it Last 2 ye
o your cwn.
Arnac Sournds good.
CoWorker  Oh, but the supervisor asked me o go over some of the hrealth and safiety regulstors with
A Oy | ko trat sl AN thst sanitization and cChaning Inforrmation posted on the vl by the.
Iaclaats, righeT
Cotoroer W, thenes thar, (]
¥
M 4 e oo you thodd know sbet.
Arnac Oh, ol | 't anow abous that
Colorker  Yeshwe o, bt e
Arns e Wiy i | uses thast Inforrmation?
CorWorker: Wl farn,
someehing
T Dby i that cernen?
Colodar M rict st al,
e ey ol e 4
v OhTELE el just pect s serme ot ef rry veerk K dargerous
Co-Worker. e of ay
A Yes
CoWorer  Lastyear =1 o
Iighkaib..
A That enbirig mubching? Wate't thare & lddir ]
CoWoder  Thee was, but it was broken or something. Ayway, be refased to stand on the mising
rrachire, tod the b sake
A What happerad?

Vs s, ok s e s, iy b i Clobalacrms hoaleeribegnrs | 0 B ey iege 200 Puge 8

LEARNER WORKBOOK - PAGE 160
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o Worker:
| might falf | think the super
ot s bought 3 ladder e within the hour. Then, of eourse, Mark bod to uie the

e, hetfuast s2id T don't think that kooks safie,
butthen d

e lsdder o change that bght.
A {ed s wha we=he supposed o da ighi?
Corioricer. Arrohedy. Tguess
L L g
s cinveork that right be dangerous.
Arvac Chiay M remenmber that
Coloker  Thes =
oy fornes, SRy
k. Oy, ety prep ok fon the day.
2okt petxarmed,

LANGLUAGE QUESTIONS
Inwhich il in che blank answer does Anea's Co-worker indlectly sEate somethine thar she should do?
2 Which filin the bk srewer ericrbees Marks tone when he voiced his ssascr lor reot g & tink
5. Which Tl the ik arswer coss Anra use before expressing an opinion? ____
4. Inwhich filin the bilank anowes coss Anea providie chetsils sbout why the did net comples her k!

S Inwhich il in dhe blan answer does Ares co-warker dicscly stete then she misundienstood bim?

Score /5

Vs s, ok s e s, iy b e Clobalacrms hoaleeribegnra | Bow ey College 200 Page

LEARNER WORKBOOK - PAGE 161
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE THREE - RIT ONE - KNOWING TOUR RIGHTS

EVALUATION

Wik s tadduds o il 17 Ehe blirk afwers &l pout afiswers 16 the Languige cusstion
Commuricae. i) yousr vekow, rcst by reacing each otfer's weorkbook

Do the following to prepare and support the evaluation: e s oo ro e Ml s oot v, Wi cvr o o

b bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook. 1 e o s ikt s < v o el

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. e e e st it it b

5. Next, learners should brainstorm ideas of how LEARNER WORKBOOK - PAGE 162
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space provided in their workbooks as they will return to this page
during the unit review,

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will identify where workplace
signs would be located around a food services
industry workplace. They will also need to voice their
explanations for their decisions. Learners will complete

MODULE TRIRZE - WRIT ONE - KNOWING YOUR RIGHTS

Performandce Activity

Look atthe workplace photcs for dhis activity and sead the it of workplece signs Match each st hiem with
the ke

1 the v khace pheti whens yeu thirk it would best be placed Uing

the activity described in their workbook. Aot e gl o S e
Wich a pawines fhink of ore addiional werdcplace sign that could be sdded o fhe photn. Eeplain to the chas
wehere the sign weoudd o and describe the infarmation thar it woald coneain
Do the following to prepare and support the activity: B uwcunce coamess
1. Lead the following workplace culture discussion et e
with the class: s o

O lchene ___ bacaus .,
O Thee reison | chose this s because ...
O vt 1 b ko B9, e, viibe, o)

Workplace Culture Discussion

In addition to asking lots of questions, learners will also
need to speak up and voice their decisions and reasons
at times. Supervisors and managers will expect to hear
reasons why their employee did what they did, to inform
training decisions. Some learners might feel that it is not
their place to provide their thoughts and reasons to their
supervisors.

L L bl balgiliga i | 8 B Valiy Gl 300 P 1

LEARNER WORKBOOK - PAGE 163

Lead a class discussion about voicing your opinion and
providing reasons.

» Ask learners:

» In what situations have you needed to explain yourself? Why was it important that you explain
yourself?

» How comfortable do you feel explaining your thoughts to others? How comfortable do you feel
explaining your thoughts to supervisors and managers?

» Preview the performance activity and explain that they will practice providing reasons for their answers.

» Answer any questions.
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2. Review the vocabulary about workplace
locations, warning signs, and posters from the
Staying Safe Video.

MCOULE TRRZE - RIT ONE - KNOWING TOUR RIGHTS

ACTIVITY TASK

Deerption st werkplies und

3. Project the workplace photos for this activity. As a B
class, read the list of workplace signs that appear — b
in the learner workbook. S

A sign thatresds “This doo: st be kept closed at all trres”

iond Hot Surbace”

A g with ivorrrition sbout th propes wery ¥ i utrai and autting s

A merrindes 1o cieardy mark foods with & prepanbon de before stonng them,

4. Instruct learners to work with a partner to match
each sign in the list with a corresponding letter in =
the photos.

Atemperaue conversion chart

Ak thatreards “This sk s for washing usendls onky”

5. Telllearners they will need to explain their
answers using the language examples.

6. Discuss the answers as a class.

7. Asklearners to think of one additional workplace
sign that could be added to one of the photos.
They should explain to the class where the sign
would go and describe the information that it
would contain.

bt s Weskslete cormrscsie, s bl b bl bl ialesn | & B Valen Colboit 300 P 0

LEARNER WORKBOOK - PAGE 164

MATERIALS

» Module Three — Introduction Unit — Activity Task R
Posters

» Module Three — Unit One — Activity Task Photos

GLOSSARY VOCABULARY

Sanitize
Utensil

bt e Wesksder o, s e b e bl bomvaleycoleonca | © BowNaley Colleoe 300 P 8

LEARNER WORKBOOK - PAGE 165
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric. T
F—
Do the following to prepare and support the evaluation: e e
sty
1. Review the conditions of the activity on the e e et
rubric. Learners are to check each condition that et
they met. e g i
2. Read through each outcome and ask learners e
to reflect on their performance and circle the N
appropriate statement. deomnire | dermers | lekedaserund | [{ESEEEEE
3. Asklearners to total their score for the activity. Gt e
4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit ot e e

review.
LEARNER WORKBOOK - PAGE 166
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Knowing your Rights — Audio

Conversation 2

Audio Summary

In this conversation, Anna is speaking with her
supervisor at the end of her shift. Anna tells her
supervisor that she did not complete a task because
she thought it could be unsafe. Anna is direct with her
supervisor and expresses her opinion. The supervisor
understands why Anna did not complete the task and
offers to give Anna some training.

This audio is one minute and twenty seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

MODULETHALE - UKIT OKE - KNOWING YOUR RIGHTS

Knowing your Rights -
Audio Conversation 2

In this convessaton, Anna is spesaing with her
superviser at the erd of her shift A tels ber
supenviscr that she did not complete a taik because
she thought 1t coukd be unssfie Ao b deect with
et perviicr and expresses et apnon The

I LesTEn TO THE AUDID COMVERSATION

Anpsenier uresrtine why Ar

b ik e lfert 1 e Anng

L e s Bk MI_UN_8E3

Listening Exarcise
In s liswering exmicie you wii
* Listen fon detalls
» kdenify types of larguinge funciions
To peepare for this eeercise, read the focus gruestions. Then, a5 you bshen, read slorg i the coneesition
erariript aned B i the lerie 3 b1t 0 yeau can, Underbie oy werch or phvienes thet you weuld e 1 stk s

question shour.

TR yons BTN, ST The AL QUESTIONS 3rd WITe down your dreeers. Ther, arswer the bnguage

epaetionn,

FOCUS QUESTIONS

1. What does Arwa tell her supervisor that she did notdo?

2 Why did Arr decice thet the stustion might not be safe?

e el W aom okt Ak ! s Jlobmlacrmes owwaberingara | 0 b ey Cnilage 7900 Puge 167

LEARNER WORKBOOK - PAGE 167

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any

words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MATERIALS

» Knowing your Rights — Audio Conversation 2

MOOULE TREIE - WNIT ONE - KNOWING TOUR RIGHTS
GLOSSARY VOCABULARY 3 Wrat does her supervior dedide t.doin sesponse towhat Anna has told herd?
Sanitize &5 CONVERSATION TRANSCRIPT
Shadow L
A Oy it vears g e startinng 1 ks e an rry e, [ thee easkes aeer
Station T
Supervisor T e oty
Scendion  Ohiight, he weuldnt have known,
Ana {3, ey e the satfe thineg 1y
CONVERSATION TRANSCRIPT: MISSING e L
Arrac H
WORDS :::.mm Mul.-hhl.—u.—g.:rmm-m :
Suoervior Ty Fao N P 0 Speckogire, Shat's the: ight thing 1o do, When ane you finthed tode™
A Tim dore in fwenty minuies.
Suendion Ok give rrve e miswtes e, ancd T thow yo Detom you e (2]
a. | ﬁnd that ::T:-rw.m.l‘lmywump]mmm. gl
A Dby, s, M grints b pasis o Ghorwrs ancd s you there,
b. Ihaven't been shown how to use the chemical e
dispenser
C. Justin my opinion
d. No, I don't know where they are. o e R .

e. Youmight wantto LEARNER WORKBOOK - PAGE 168

LANGUAGE QUESTIONS: ANSWERS

1. d
2. b
3. C
4. a
5 e
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MOCULE TRREE - UNIT ONE - KNOWING TOUR RIGHTS
EVALUATION

Workin
Cen

0 cisciiss your il in Ehe blink arsver
g o v, ot by mading e

| ST 10 The BNguage Questions
werthock,

Do the following to prepare and support the evaluation:

e, st opportanities 1o inprove your bsening skl ousice of the Clansroorm. Write dowr eny useful
sdeass Delow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook.

i a clicsaion with e clacn, md questions bt ther activithes and dhe v you waderined

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided.

Herta e Nphon carnune: o deyeingecs | e hge i

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 170

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will use direct language to write
responses to questions/requests about a task. In the
responses they will practice providing details about the
situation. Learners will complete the activity described
in their workbook.

Do the following to prepare for and support the activity:

1. Review the language examples for direct
language.

2. Explainto learners that they will read questions
and requests and respond in different ways. Read
through the questions and requests as a class.

3. Putlearners in pairs to discuss possible responses.

4. Instruct learners to fill in the blanks with direct
responses.

» For the first three questions/requests, learners
will need to fill in a direct language phrase
at the start of the response. They can use the
language examples as a starting point.

» For the remainder of the questions/requests,
learners will need to write a one sentence
response based on the details provided. They
will still need to include an appropriate direct
language phrase.

5. Have learners work in pairs to check each other’s
answers. They should take turns reading and
responding to questions/requests using their
voices, not by reading each other’s workbook.

GLOSSARY VOCABULARY

Deep fryer
Grill

Prep
Responsibility

Here to Help : Workplace communication skills for food services

MCOULL TRREE - WRIT ONE - KNOWING TOUR RIGHTS

Performance Activity
Tillin the Bariks in the camersaticr tha kelow. Reapand disccthy 19 the queTtors and rguests
» For the Frst three questions, fill ina drect language phase at the start of the response. Use the linguage
carvples

» For the remainder of the queions. and nequeity, wilie s ore ertence wipcrms bated on the detally
mivided Yous thondd abio ichude an spprcpring drec lingrage phiwie

Wik s o chiache gach ctier’ angwser. Tabs tums reading srd respandineg 1o qusstinnd usng you voice,
ot by rearding sach oher's workbook

' LANGUAGE EXAMPLES

Direct language

O ldecided 10,

O m going ...

0 | ke thirk

O Iwarntedd et want 0.
O Ihaver't been thowe....

Vs s, ok s e s, iy b e Clobalacrms hoaleeribegnra | Bow ey College 200 Page 7
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ACTIVITY TASKE

@ Hey
Ak il news sabsles st came in
hrtyminuies.
[ — L ¥ wr
Ax ey s BT
G ey put sl o 4 Form it moming 710 e e,
Al Pt labed this fosed cermpetiyyot, Cayena thew !
Az chac was my Do you wans me e do thai? | have time now.
Ax it urvt] thee freen B b Rall Rigght o heves 1o rocr, Let some wil

pen U 500N when Ched starts 10 peemare dinnes

@ by canyou chan the gl
e P06 15 i the gl propety ot

st right after | finish with tese soladds.

105 wery safe: s st hc, | g e baaredt.

=
w

[

@ Didyou unpack ol thom s anders?
Al

| [shsek s s bigh, sernonne s wing

e step Lackder]

B Eanyou sios i that rsst with the mse dice?

Ar o dont knew
about that madhre]

0 ey dorft forgetto hean Lp that broken olass by the back dece.

A1 [y e B et ghowes first, you put
carctoad over & and you puta caution son theve)

QG Didyou change de ol inthe deep fiye?

AE fyoulver nirve done X belore, you
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.
MOULE S - VT O - KYOW NG TR G115
Do the following to prepare and support the evaluation: i i
1. Review the conditions of the activity on the e ey s W et o
rubric. Learners are to check each condition that [
they met. e “’”,““:.'.q
2. Read through each outcome and ask learners et b
to reflect on their performance and circle the R T I
appropriate statement. AT | aonn— [nrtaton (R
3. Asklearners to total their score for the activity. o -
4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit AR, S —_—

review.
LEARNER WORKBOOK - PAGE 173
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

BOOOOOOOOOOOOOOOOOOOOOOIBOOOOOOOCIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOIOGOOIHOOOOIOOOOOOOOOOIOOIOGO OGO OOOOIOOOOIOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

Industry Insider

Audio Summary

In this audio clip, the Industry Insider shares that

employees should always be asking themselves if MEOLE TR AT N0 NOWIG ARG
their actions are safe. She says that it is expected that
employees should report unsafe situations so that
someone can find a solution.

® INDUSTRY INSIDER

THE RIGHT TO REFUSE
UNSAFEWORK

Two weddings, a medcal confrence,
el an ol ared gan cockzal party ths
Evening. Anothes tpical dey 5t e
Coonerition Cenibe with an army of
sttt moning arercd this space and
bitunmirs i, Wt 1 ey puicole
o 3, galny i g rarrlboer e
pricriny ot work.

Industry Insider: Instructions

A an emploee you shoubd sheys sk
yorrself this qeestior, % this action
sabc 1" I 2 bk st yous e b be
142 5 1 PSR 1, 30 ST 530

Do the following to prepare and support the discussion:

1. Discuss the job title of the Industry Insider and A kel
Comvention Centre
the type of establishment where the insider ek s
T .dr:-iil,-»‘]mu-n.»l—-.iu- x;;.::m.d
works. Give examples of similar establishments in oL i

Miskes it safe, 1ol sormecere sbeut i or
. R find arther wary 1o complete your task,
the local community.
I & supenvisor, bt | can't keow what's
going oneverywhese expecially not at
. . alarge phacr B this Me o ore of my
2. Listen to the audio. il et
there's an urale stustion. Lot ui brow
and well help you find ancther way &
et your job dore A safe way. Safety

3. Asklearners: il

» What advice did the insider give that you can N i L P
use right away?

. - LEARNER WORKBOOK - PAGE 174
» What did the insider say that was the same as

what you already know?
» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

BOOOOOOOOOOOOOOOOOOOOOOIBOOOOOOOCIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOIOGOOIHOOOOIOOOOOOOOOOIOOIOGO OGO OOOOIOOOOIOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

MATERIALS

» Industry Insider: The Right to Refuse Unsafe Work

GLOSSARY VOCABULARY

Catering

Cocktail
Convention centre
Responsibility
Supervisor
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MODULE THREE — STAYING SAFE — UNIT ONE — KNOWING YOUR RIGHTS

Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Staying Safe and
reflect on new knowledge and skills.

MCDULL TRIEE - WFRIT ONE - KNOWING FOUR RIGHTS

Unit Review

uage thll Psiedacd 1 s find stk
- e frormy werkplics sigrd. Yeu sia

Thissie i thes shirig cbiecved for this une

O Ieberviy bl e sy pegulation informarion

The review concludes with a preview of the content in
the next unit.

wach cbjective

Unit Review: Instructions

With 2 partnet shose an example of everything in the bt sbove. Fyou need to, reread the language sample
descripions in e key contert sectan.

Do the following to prepare and support the review: o et sl bt et el e 1o st ey

e s, Lol i

O Howernary il i ot 10

1. Explain to learners the purpose of a unit review.

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to

Vs s, Weakpdrs e s, i o i Cinbalscrmm beibyribegars | b aleg U M0 P 178

explain to a partner what they did to achieve the LEARNER WORKBOOK - PAGE 175
objectives.

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Summary, Objectives, and Outcomes:
Industry Information

A food services industry job will more than likely place
learners among a group of co-workers and managers
in a time sensitive environment. People will need

to get things done quickly and as a result conflict

may develop. When conflict does happen learners
will need to be able to identify the causes and the
miscommunication taking place.

Assertive language will help learners respond to and
prevent miscommunication and conflict in the food
services environment. Saying what they feel clearly and
directly might be culturally unfamiliar for learners, but it
will also help to reduce the potential for stress. Learners
will also need to address the conflict by initiating the
appropriate conversation.

Here to Help : Workplace communication skills for food services

MCOULL TRIEE - WPRIT TWO - CONFILACT IK THEWORTRLACL

Summary, Objectives, and Outcomes

e el i, el P By Wi e cuickly, Coniet oy chassslops . 3 sosasl Whian sordles desst
Faggeen you vl reed to be dbie 1o enlfy the causes efthe mscommunication.

M Lo wil el v smsgnored ol v s
v divectly rrichit be culiuraly unfamiler for you, bt it wil help
B4 e b address the i by INBIrg the Boroiste Cormrition.

a1 Sy whuat yous el chearly
thee poterois for sires. You wil

The reflextion i o1 Ehe ercd o this madh b prowvide Liriguiger marmples that you car i 343 refmemc
snect. Adid to these examples with laeguoge you enceunter in class and im daily ife

Thee e et on this it s
» Recognize that communication beeckdowns con ead o-condicts

» Develop strategies 10 comemunicate in conlict stuations

anguage in fo wokohoes

Thoe it s srutied s folows:

Modsle Theee: Unit Twe - Conflict in the Workplace

Sasction o and Purposa
Surnimery, Do ctives, and Guizomes * Freew unit

Buche Comampation | - Lisening » Ligter four chotaile
Eanecka

» Recagrio fypes of g s fuectiors

Susdhc Comversation 1 Perbemance | Rocogrian drsctives in sofiered langusge

Aetivity » Aeickess corflict appropriately
o Conversation 2 - Listering » Listen fowr cetally
Exerchiar + Recogriae types of anguage fanctions

e Conversation 2 - Periormance » Expeess fodings and ogions

Aty » Lise appropriste lirgunge o inifiste corve rationg shout

cordlict
» Aodress conflict appropriatzly

Inchusiry insider » Topic: Bering an scther Iseres

Vs s, Weakpdrs e s, i o i Cinbalscrmm beaberibegars | b aleg U 200 P 170
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Conflict in the Workplace -
Audio Conversation 1

Audio Summary

In this conversation, the Head Chef and Anna’s co-
worker are speaking about a misunderstanding. The
Head Chef asks about a customer complaint directly.
The co-worker talks openly about the problem to
find the cause of the misunderstanding. The Head

Chef accepts responsibility for the mistake and the st Ot atssont s (e
conversation ends positively.

MODULE TRRES - UNIT TWO - CONFLKT (N THE WORKPLACE

Conflictin the Workplace -
Audio Conversation 1

¥ this conversaion, the Hend Cref and Anng’s cor

Lottty VL1

Listening Exerciss

This audio is one minute twenty-nine seconds long. b s ey

» Listes fr ety
» Kty types of lergasge funstions

Toprepare fon this mesde, resdthe . Then, ssyou fater, 1ead aling n the conversasion

ot ary wench o pheases that you woukd i 0 oks

Listening Exercise: Instructions e S e e

questons.

FOCUE QUESTIONS

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described 2 Whyi okt spentbck b e ko e th s xin?
in their workbook.

What vars the probkern that occumed before: s Conversation B0k place!

[P —— # ———l Hin e ise

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide LEARNER WORKBOOK - PAGE 180
their listening before playing audio
conversation 1.

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 157




MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

MATERIALS

» Conflict in the Workplace — Audio Conversation 1

GLOSSARY VOCABULARY

Backed up
Complaint
Cover
Co-Worker
Dinner rush
Dozen
Slammed
Station

CONVERSATION TRANSCRIPT: MISSING
WORDS

what happened earlier?

o W

So then | asked you to cover for me.

0

Would you mind
d. Ididnt hear

e. I'm pretty sure that

LANGUAGE QUESTIONS: ANSWERS

1. a
2. b
3. C
4. e
5 d

Here to Help : Workplace communication skills for food services

MCOULL TRREE - WRIT TWO - CONFILIT IK THEWORTPLACTE

3 How doeach of themn acoept responsibilty for the misunderstancing?

& CONVERSATION TRANSCRIPT

Hadchef: by, i
S NS pm—————)

tnd Chef:  Yoah, 3

e Werker: 3, 8 that what b prstoest? et et ey cncien]

ad Chat: Beth pactan. One aBreco, the cther rigaton.
CoWorker:  Well pastas are Kate's starkon, Wt happened?
Chat:

®

CoWerbm:  oudd?

MeacdChet:  Yeh, donTyous menerriber?

CoMoker Mo, notar all

Hoadl Chef- o 3bcar s hanch ena 2]
bt phat, right?

CoMorer:  Yeah, of coare. St this i the St tme weve Ealked dnos then We decied on dricken
e, el thi wis it

Heaad Chat e bt & ot Lot | Rerkl yeous b v o e,

CoMWorker:  Reallyl What dhdyou syt

el Chet- Taaid”, el wanching ol kit

o Warker: Aif) arvythieg Hoe et I | e, wouid Farve conmred.
= el vl s et bt wht s el
ot Chat: ol fesbresat oo that bk of it yea v sght. | s heare yous confim trat yous heswd
e
CorWorker | awin riepsal hack srcers, +inecially during the cinrisr rurth, yo mow That
Head Chef:  Yeah, ymah, youshe sight. Amyway. that's my b, sormy things ot s backeckup becauree of
it P ey B e i B,

CoWorkr:  Sormy ] iyt netice when B Gne' a the [T SR | Jues | should v wen thiat
order up and Sring thave. | was just slamered with busger.
HedChet:  Well ira = K, o ehse v o
burgers Hah.
CoWorker  Thufuers wy Bt
seere /5
s 13 e Wb e nicanon il o wnacem clnktaroes howillerniege s | how lley College. M0 Puge W)
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE THBEE = WRIT TWO = CONFILICT IN THEWORTFLACE

EVALUATION

Wk s B9 clevi yeur Al i Bt Bl st Sl st Arvasrs 16 B Lirguiages L ssetionr,

Commuricane uiing your veics, not by reading each others workbook,

DO the fO||OWIhg tO prepare and Su pport the eVa|Uat|On ext, diseuns cpporturities o improve your listening skl outside of the classessm, Wite down any ekl

W bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook.

B & e i with Fae el ik quation sheat th Sethiliee, s Tha weed pou oresrined

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. R s s ke N o

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 183

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Performance Activity: Instructions

In this activity, learners will read sentences with A ——
softened language and determine what the directive Performante Activty
is for each statement. They will also create a short &
dialogue to show an appropriate way to address absloc s hmchueton hoefr s ot i bwphememnd s
conflict. Learners will complete the activity described in mwwmp mh:ﬁ »T“, e e
their workbook. -

e it Neat, virws wehiat the

il “What b The B pecussst i this Question’™

heck: sach ctivar's angmes Corminicate LEng your e not by readng each cther’s

B uancuase ExampLEs

Do the following to prepare and support the activity: ST

03 We neec 1o huamy with e salacs. e sead of you')
O There was a misurderstarding. “hese” iutesd of you)

1. Review the language examples for softened e
language. Sy

2. Review the direct language from Unit One.

3. Read the statements in this activity and point out
that they all contain softened language.

4. Instruct learners to identify the softened
language in each sentence and underline it.

Vers1a s, Weskpdr s e racanen, iy b i Clobalucore boasaleriegers | 0 Bow ke Coinge M0 Puge 84

5. Instruct learners to determine what the directive
is in each sentence and write it down. Learners LEARNER WORKBOOK - PAGE 184
should ask themselves “What is the basic request
in this question?” Model one for the class as an
example.

NCOUALTISE - ATV - COMLAT N THERORGAGE
6. Have learners work in pairs to check each other’s ACTUITY ThSK
answers. They should communicate using their Te——nm
voices, not by reading each other’s workbook.

2 Would itbe possible = tabe rexs Friday off?

B Welsngot tosock the raghive. Ceuid you da thae f you han Bme?

7. Show learners the situation photos for this
activity. Invite learners to share their ideas about:
the type of industry setting; the roles of the
people in each photo and what each situation
could be.

Thiere waes 3 problem with your triesheset. | was wondening if you could look at it

Viercom thas yees s Enarys bt coubd pou repast whit you Lsid?

W it have 5 sisunderstanding | den think | s that, did 7

% D boping that you could dean the sterage rsam.

el o this by a3 T ity e | w1 Froam oo waiing,

8. Putlearners in pairs and ask them to select a
photo create a short dialogue using one of the N S
examples from the activity.

1L Weadedyeo i pibiting rres thesie ingrisdionst whiin you esn

9. Redistribute the dialogues to different pairs to b b
perform for the class.

Vo 12 b, Wk et b e it ke Cloblacrms boaleriegers |0 Bow ey Ccnge 20 Pae

LEARNER WORKBOOK - PAGE 185
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE
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Suggestions for Adaptations

» Consider using one of the photos as a starting point for this activity. Lead a brainstorm about the
possible roles represented by the people in the photographs and the topics they could be discussing.
Collect suggested dialogue on the whiteboard. Agree on a direct request as a class and then, using
the language examples and the suggested dialogue, write a softened directive.

GLOSSARY VOCABULARY

Misunderstanding

MATERIALS

» Module Three — Unit Two — Performance Activity Photos
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MODULE THREE = WRIT TWO = CONFILICT IK THE WORCPLACE
EVALUATION

Do the following to prepare and support the evaluation: B R e =R ke B T oMy

» Rnacd thee s paond. for einch cutiome srd grom yours#lF 40om, Crcte thes decription that bt

= Wi corrrnents ot your perfamance. dbat wirs easny? What was difout?

1. Review the conditions of the activity on the

Audio Comwersation 1 - Performance Activity

rubric. Learners are to check each condition that R —
they met. e
O | dreckoed vy anewers onalby wih a partner
2. Read through each outcome and ask learners A
. . Outzorme Scomnd | Scorem | Sconem 7
to reflect on their performance and circle the e drcims | Ity |
1 . i..uu-—..-ul.,:..,M: :..:mmln...e. : recnt o all of et
appropriate statement. p——— e reose m————
. o apprcpristely addressing confict angpuage omenbat | motl o ity
3. Asklearners to total their score for the activity. vl it
e photal phata).
4. Ask learners to think about their performance e -
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit b e e s i o i 20

review.
LEARNER WORKBOOK - PAGE 186
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Conflict in the Workplace
— Audio Conversation 2

Audio Summary

In this conversation, two busy servers are speaking
about a problem at work. One server does not want to
talk about the problem and the other insists that they
have a discussion so that he can express his feelings.
The server who was annoyed accepts her mistakes and
the conversation ends positively.

This audio is one minute and fifty-seven seconds long.

Listening Exercise: Instructions

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described
in their workbook.

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

2. Asklearners to fill in the blanks while listening to

MODULE THRZE = WWRIT TWO = CONFILICT IN THEWORTFLACE

Conflictin the Workplace
- Audio Conversation 2

e s commvmmsain, v Ly v e sgmahieg

about a Erobler B wert, One sereer hoes rot wint
ok Aot the pantdem and the otfws inskis that
they bave a disaarision 5o Ehat he can eepres s

8 usteio e s

Sewlings. Thar tarver whe win inncyed sccapts bar
mistakes and the corversaton end: pasitively L ol ¢ b lA) LG ACH

Listening Exercise

o Iedervify Fyooed of L furesons
Tosprepaane fox this exevcae, read thee foous questions Then, as you bsten, 1ead siong n the conversstion
Trarvscrin anct 1 et blanibs s bt a5 you can Urcleddine any veerds o ohimses Thar you would Hee 10 5t 8

nuetion, sbout

fver yous liten, revis: the focus uestions and weite down your arawers Then, answer the largusge

FOCUS QUESTIONS

WWirat wars the peobiem tut Saah misrermeeed”

I Wiy chd Stevw it on talking sbout the mizundortarnding whin Sirsh &d not vy 167

Vs s, ok s e s, iy b e Clobalacrms boaleeriegers | Bow ke Coinge 200 Page 47

LEARNER WORKBOOK - PAGE 187

the conversation. They should also underline any words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.

4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

vocabulary, rephrase content, or summarize.

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

MATERIALS

MCOULL TRREE - WRIT TWO - CONFILIT IK THEWORTPLACE

» Conflict in the Workplace — Audio Conversation 2

3 What does Sarsh give a2 reason why she misinterseted Stevets actiona?

GLOSSARY VOCABULARY ¢ ComersaTONTRANSCRPT

Hay what's gein'on, mand
Wt doyou mean?
What avm you doing!

L3

e AW
Tk Tweho b 1 my secmen.
Vo

Misunderstanding
Section

| dhanit.
I

shere. You canit put ough
| vmendeint, Corne bale]

| edors’s wearn b sl o ou Fghe: e,

But.. zh

CONVERSATION TRANSCRIPT: MISSING
WORDS

Sarsd
Yeahi?
Phow that things aee quistes in here, I ke to talk tayyou for 3 few minutes.
Mg what?
The mitsancerstanding sbout Tabke Tvehe sales.
O that. Forget sbout &
b

Ol uame,

1wt wealeirg o ham | iz - o Take
Eight.

W That vaas such & biig group and they wem so chatty,

e, s ey thes conapies o Tekde Towetve: mwhers, buat | thought you soobed b up on

a. ldon't understand, Sarah.

b. If you have a minute, could I explain something
to you?

Eighe. 5, | wecorned the cousile, iokd Thern your nars and cffsed therm sl of saikding
watit. ancl said that you wenkd b with them soon

Yiah, thy told rras that after ] ek 10 you.

1 really thsnaghs that | wa b you ind Blging theen. () whans
o tiokd e that | coubdn't pun et onder thiough,
o

{8 f8 % TRERIEIRY TRTR{E{EIEIE

e
W, we'om woriced together fon a rmonith now amd | think | know Fow things ek, |know |

c. Ifelt upset

‘shouldn’s tabe & tabie sway from you and | wouldn'tdo that. When you walled sway | feht
ity s really riad AT T anc | wars st g 1 fedp o out.

d. why did you feel that way?

Vs s, ok s e s, iy b i Clobalacoms bowaleriegers | B aley Eoinge 200 Puge et

e. Isthere anything else that we should talk about?
LEARNER WORKBOOK - PAGE 188

LANGUAGE QUESTIONS: ANSWERS

MODULETHAEE - UNIT TWO - CONFIIT IN TRE WORKPLACE

Sanah THmm. | uess | scunded angry. Iwas so frusinted. Table Eight was takig so mwth ofmy
e, o a eeda rue. tm somy.
2 d Sreve Tharks Sarsk, _ - et
. Sarah: e Tharks g you weers fesling. you lking
e vy
Soeves Things aee good. | b the people hiac,
3 e e
Score /5
4 a LANGUAGE QUESTIONS
1. Inwhich il in thee bdark srawer dioes Tteve use softened Language b0 initiate 8 comersation?
5 C 2. Inwkich il in s Eiank anmwer e AL an CpR-pndec CLIMEION 0 ARGAgR in and contirue
. the chgsumion!

3 Inwhich il in the blark enswer cloes Sheve use & queston to inuite furter corveration!

L Inwhich Tl in the Dlank answercoes Sorve Ui diect BngJaage to Fase he is confaed?
5 Inwhich fillin the blark enswer does Steve express his feclings?

Score /3

Moy Wl e e ik e serem Jiobwlacomes ewveabeoringe s | 0 homy ey College 900 Puge 103

LEARNER WORKBOOK - PAGE 189
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

BVOBULE TREEE — UNIT TWO - CONFLICT (N THE WORKFLACE

EVALUATION

scuise yout Flin the blank answess and pouranswer: 1o the inguage questons.

g pen voice, o by reading each others werkdsk.

Do the following to prepare and support the evaluation: e e e G s i

e b

1. Ask learners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook.

I3 chscussion with the class, ask questions about the acthities and the weords you underined

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided.

et Hele Arisiace o musscaten b K b srdce elobalactms bl vntog ca | © Sew Siley oo, 1018 e 192

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 190

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Performance Activity: Instructions

In this aCtiVity, learners will match appropriate NODULL TRRSE - UM TWO - COMTLICT INTHEWOREHLACL
responses to problems. They will also create ways to Performance Activity
initiate conversations about these problems, using st i
Soﬁened Or direct |anguage.—|—hey Wi” aISO practice I‘IHFII::I.H\%Nrmr’e‘dP\!‘:w)b"n’ﬂ.\'mﬂ.‘zlr‘aﬁ-‘w\'.Inrldwl:Nm'.}lmmum‘{«‘llnn.'\vww
using language to express their feelings and opinions.
Learners will complete the activity described in their [ r—
WorkbOOk' Approprists langsagets mitiste Lamguags for xpressing feslings
conversations about conflict O il feordied,
3 Hey, can | cake o pou 0 @ moment? upset, dorespected, grosed, taken
. L O Do you have 3 momeni? ansaga of)
Do the following to prepare and support the activity: 0 Deyou e vmuh? et i
O N baer thiriding...
O Whien | s you sy Rrnakes

1 i this ey B v sbubd il
abcas?

1. Review the problems presented in audio o s
conversation 1 and audio conversation 2.

2. Point out the different ways that each person
talked about the problem. It was more direct in
audio conversation 1, and with more softened
language in audio conversation 2.

3. Read through the problems as a class. Invite ottt b e
learners to share similar experiences from the
community or the workplace.

LEARNER WORKBOOK - PAGE 191

4. Asklearners how they think they would feel in
each of the situations described in the problems.

MOPULE THREEE — UNIT TWO - CONFLICT IN THE WORKFLACE

5. Instruct learners to match the problems with the AcTvITTASK
appropriate responses. e o

. Agoworker b ahways talling sbout dher & When you bave a privase momens, confm with

6. Have learners work in pairs to check each other’s e
answers. They should communicate using their ot
voices, not by reading each other’s workbook. " o bt
4 ,4,,...,,;..,;.,.;,.,....‘,.“:.“”, & "e'\kﬂpe‘mn-\o:o"ﬂe»:dlmu:kh(.
7. Select three of the problems and ask learners B gl st

b chrectly that you appreciate what they chd

to create a way to initiate a conversation about
the problem. They should use the language
examples to include softened or direct language :
and express their feelings. Suggestions should be . e i i

i, bt o reeed 1 be: showwn tasks et thern

written down. ot o ot

User scoftervscd Lo usage 1 sk ther 0 1k e
wher It busy Explain to

8. Invite learners to present their responses to the
class.

Mo il iacmaremscaton s o el ke clobobrrms homsalemeningera | ©owiley Collge, 10K Fage 140

LEARNER WORKBOOK - PAGE 192

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 166




MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Suggestions for Adaptations

» Consider talking about each of the problems as a class. How do they think the new employee feels
in this situation? Why is this a problem in the workplace? What could happen if the problem isn't
resolved?

MATERIALS

» Conflict in the Workplace — Audio Conversation 1

» Conflict in the Workplace — Audio Conversation 2

GLOSSARY VOCABULARY

Complain
Co-worker
Responsibility
Supervisor
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MODULE THREE - WRIT TWO - CONFILICT IK THE WORCPLACE

EVALUATION

Do the following to prepare and support the evaluation: et
» e thes descrpmions. for each, cutcome srd soone pourse scoosdrgly Oincle the descrption That best
rranches yous perfamance.
1. Review the conditions of the activity on the » ke et sty o bt ey W e
rubric. Learners are to check each condition that [t ot sy
they met P ——

O3 | chnckiedd my armers craly with 6 pertoe

53 1w langgesscg owcsenipbes b ritiate  cornmraation,

2. Read through each outcome and ask learners

Lisske b i of thes o tecrnan bakom:. Soons your pederrancs of sach e in it scthiny.

to reflect on their performance and circle the e T T
appropriate statement. i T S
[TAS——— 1 ha diffcuiny | sned apprpriae e appecriate
3. Asklearners to total their score for the activity. :;;"TW“ g %;?E %E;f_%‘;
== o Py

4. Ask learners to think about their performance Momoda  |Deisnaly  [Reeve
overall. What was easy? What was difficult? Ensure : B TSl
learners are specific in the comments they record o -
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit e e o s P B R

review.
LEARNER WORKBOOK - PAGE 193
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Industry Insider

Audio Summary

In this audio clip, the Industry Insider talks about
the importance of active listening and explains how o T e
asking co-workers to slow down can help reduce

misunderstandings. ® INDUSTRY INSIDER

BEING AN ACTIVE LISTENER

This audio is one minute and six seconds long. e L
Restmning. AT mywark, I Dusy dichon,

. . t — |W\7:$ﬂ:~znrm:wm:
Industry Insider: Instructions e L
Do the following to prepare and support the discussion: N el
Prep Cock Timow, ancd Bhoveiy N confumion.

1. Discuss the job title of the Industry Insider and o et
o crne whor oy wers ipcabing tac
the type of establishment where the insider [ o s

I ik ey of o e

works. Give examples of similar establishments in e i e Kt

the local community. oot

2. Listen to the audio. e

3. Asklearners:

Vs s, ok s e s, iy b e Clobalacoms boaleeriegers | B ke Coinge 200 Puge 734

» What advice did the insider give that you can
use right away? LEARNER WORKBOOK - PAGE 194

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE
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MATERIALS

» Industry Insider: Being an Active Listener

GLOSSARY VOCABULARY

Co-worker

Diner
Misunderstanding
Prep
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MODULE THREE — STAYING SAFE — UNIT TWO — CONFLICT IN THE WORKPLACE

Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Staying Safe and
reflect on new knowledge and skills.

MODULETHACE - UKIT TWO - CONFLICT N THL WORKPLACL

Unit Review

I thet il yous cemeelopend Lingrusce kil reseddedt 1 recogriae and addrest corflEs in the werkglice when
t coonfict srvd ton e s o feings and
Qg e n

The review concludes with a preview of the content in
the next unit.

O3 Feciagrize thee rewed Kor bibantivn Lirngpt in o e wiak it

M yens Bhivve thess objectives? Discile 154 Partrer o1 b the rest o the dlisi what yoas did to complete

ach chiecte

This was the kicy content for this unit

Unit Review: Instructions e e

O Adcresing cerfic: spprepristshy

Wit a partner, share an exampie of everything in the i dboree. Fycu need fos revead the language exsmple
descriptions in the key content section.

Do the following to prepare and support the review: - R N
wvere e d. Rerac the: twed COMTASNTOn ITarscrions in this unt.

1. Explain to learners the purpose of a unit review. 3 i ity s S S i Syt Qi .10

O How rony larusge questions &d you getcomeat? 10

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to i e gttt Aehirimal b
explain to a partner what they did to achieve the
objectives.

LEARNER WORKBOOK - PAGE 195

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

Module Reflection

Industry Insider Review: Instructions

This exercise will help learners to review the information
presented in the module by the industry insiders. It will
give them an opportunity to summarize information, so
that it is easily accessible for later review.

MCOULL TRREE - REFLICTION UNIT

Module Reflection

e this ool yous himmslopd your undartanding ef Ltk working o acBo i fod srvicin. The et i1 the

: You des

g
10 el you identify health and safety inforrnation and refuse work than Is unsafe. Tou ceveloped stategies to
ot e ol dtustns s pestiond spmaking moe vely sl diecly.

Do the following to prepare and support the exercise:

Industry Insider Review

1. Read through the review introduction with the e T e,

Eetchaztirs Lot = Sty Sate: The dght b heaith and sakety efsmrmation
class.

2. Replay or reread each Industry Insider, if needed.

3. Invite learners to share their ideas aloud before
recording summiaries in their notebooks.

Uit 1 = Knomeng Your Hghts The right tonefuss unsale work

4. Have learners complete their industry insider
reviews.

Vs s, ok s e s, iy b e Clobalacoms bowaleribegers | B ke Coinge 20 Puge 728

LEARNER WORKBOOK - PAGE 198

Suggestions for Adaptations
» Consider reviewing paraphrasing and summarizing skills prior to this exercise.

» Consider identifying the key points made by each insider as a class, evaluating the suggestions made
by learners.

» Consider drafting summaries together as a class and having learners copy reviews into their
workbooks.
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

Reflection Questions: Instructions

In this exercise, learners should use the reflection
questions to prompt connections between the
experiences of the individuals in the audio files and
their own. They will also need to identify what was the
most useful content in the module. %

MODULETHAEE - REFLECTION iT

Linvt 7= Confict in the Workpince: e an acte kcterer

Do the following to prepare and support the exercise: Reflection Questions
Reflee? or the kllowing qucstiors. Wete your a 1
1. Read through the reflection questions with the KRRt A N e
class.
2. Referto audio summaries and transcripts, if o et eatocnct sty oottt
needed.
3 Inthwe comversation sbout a misunderstanding between two biichen staff what do you thini is the
3. Tell learners that when they select the most ottt e o e oty o e

helpful learning in the module, they should
provide a reason explaining how this information
will help them specifically in the future.

o Have you ever b & corbctwitha corvorkes 7 Did you tals sbout the conflct with theni?

5 s module whit &d you find et usefl? Why?

4. Have learners answer the questions in their
workbooks.

T bl besswsbayrriegnrs | 0 besy ey Cologm 20 Pige 199

LEARNER WORKBOOK - PAGE 199

Suggestions for Adaptations
» Consider having learners share answers with a partner before recording their own in their workbooks.

» Consider making connections between the experiences of the individuals in the audio files and your
own life as an example for learners. Give both workplace and personal examples to learners.
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

Evaluation Review: Instructions

In this exercise, learners will look back at their self-
evaluations throughout the module to review the goals
and comments that they recorded. They will comment S Gl

on their goals and revise them as necessary. Y A v F S ———

spoce bk to et revihe and comiment on the gasls you have set

MODULETHAEE - REFLECTIN UmiT

Lanquage Godls:

Do the following to prepare and support the review:

1. Direct learners to the reviews for each unit in their

workbooks. Vi s B b sopas e sanden wahyou Thay vl st st SRR A0
ther give you fesdback.
2. Direct learners to read the goals that they Pt fo sl st bt i .

o EornL e with e et

recorded and ask themselves if they have
achieved these goals.

Plictied For Clrun1-Dbs b

3. Direct learners to reflect on how they achieved
their goals or why they haven't achieved them

Wit 3 patner o IngiouDs, Drepaes for the Comversation with your Insinactt. Risad the conversaion seming

bscription brskow: DXL Wwh (uESSons you etect your instnsor 1o sk, and whit legusge your

yet.t .~ K = e

hat you wrnte cown anowe. Use th language relsted 1o your gosis

rha Lingpiage mearples sndvecabuilary

4. Direct learners to comment on their goals and
revise them as needed.

Mok Weslplacn e e ik e serem lobalucrres beveabeocologn s | 8 hom ey College TN Puge 308

5. Direct learners to identify key vocabulary and
language examples that they need to rehearse LEARNER WORKBOOK — PAGE 200
in preparation for their guided conversation with
you.

Suggestions for Adaptations

» Consider modelling the reflection by conducting a think aloud for learners as you turn to the relevant
pages of the workbook.

» Consider modelling how to comment on an achieved goal with “l have”or ‘I can” statements.

» Consider modelling how to revise a goal to make it more specific or achievable.
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

BOOOOOOOOOOOOOOOOOOOOOOIBOOOOOOOCIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOIOGOOIHOOOOIOOOOOOOOOOIOOIOGO OGO OOOOIOOOOIOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

Guided Conversation: Instructions

In this guided conversation, learners will have the

opportunity to demonstrate the skills they have been -

learning, and receive feedback from you about their S

strengths and opportunities for development. e il e e e
e
et el il

Do the following to prepare and support the guided e e e e

conversation: g S ———

at the start of esach Uit Lise Thern 117 COMERATON WiTh your Inniceos,

1. Direct learners'attention to the outcomes for the B Loncuoe ramples

module. s N
2. Read through the conversation setting that i T
. » Wi raresd to hurmywith, the saacks Cae” » lieel_____ fconfused overwhermec,
appears in the learner workbook. s oo dremecn o e
irpend ool » Whanyou it enakoes s fasd
3. Asklearners, in small groups, to discuss potential e » W by
methink
questions that they could be asked in this S nii K.
. . » ke thatyou e busy... Y.
situation and the language examples and ..
» Tim prety sure that...
vocabulary they would need to answer these AR
questions.
4. Asklearners, in pairs, to practice the conversation, T e

taking turns to be the instructor and the learner. LEARNER WORKBOOK - PAGE 201

5. Sit with each learner individually and work
through the following conversation outline:

Conversation Outline
Ask the learner to sit down, then ask them how their shift was yesterday.

» Listen for the learner to respond and listen for direct language explaining the problem with the dishwasher.

Ask the learner follow up questions related to the situation. Examples:
» Why did you not have enough time to clean the dishwasher?
» Why did you decide to wait until today?

» When did you plan on cleaning the dishwasher?

Ask the learner how they felt when their co-worker left early.

» Listen for language used to express feelings and opinions.
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

BOOOOOOOOOOOOOOOOOOOOOOIBOOOOOOOCIOOOOOOOBOOOOIOOOOOOOOOGIOOOOOOIOGOOIHOOOOIOOOOOOOOOOIOOIOGO OGO OOOOIOOOOIOOOOOOOOGIOOOOOOBOOOOIOOOOOOOOOOOOOOOOOOOOO OO

Tell the learner that you understand that they were in a difficult situation. Also tell them that “You made a good
choice, considering the situation. In the future, though, you might want to leave a note about the dishwasher, if
possible. The evening shift could have cleaned it. Do you understand what | mean?”

» Listen for the learner to confirm what you mean by identifying the directive in the softened language.

6. Use the instructor evaluation rubric to score the guided conversation. Provide comments as needed.

MATERIALS

» Module Three — Instructor Evaluation Rubric
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MODULE THREE — STAYING SAFE — REFLECTION UNIT

Language Examples: Instructions

In this exercise, learners will add to the language
examples from the module. Learners will record
additional examples in their workbooks.

MODULE THREE - BEFLECTION UKIT

Comversation settbag:

Yo work at 8 busy nestaurant in the kitchen Yesterday st workyou wene suppoted todesn the
altsrvrashes beoer you heft bt rou cid ot andl planned 1o ciean 1 thi mosming Yesserday, one of your
co-workers went horme ey, s suiec you bo coves or teem, Fou had 10 decise betwsen puting ¢

Do the following to prepare and support the exercise: Sobegr T ool e e T

the reacons why you would chocse 10 put a delveny away, rstead of deaning the dishwachet

Your inetruchorn is your whor 81 work. They do not know sbout thing that b o] yesterday
1. Read through each set of language examples. RO e e
2. Invite learners to share other examples they have e
collected in the classroom, community or the B Longusoe Frampes
workplace. RO TRt oM S YU AL ™ 1 T
3. Discuss any unfamiliar vocabulary. ot aringe e ———
» W raned £ hurrywith the saack Cae” » lieel____ dconfused overwhermed,
ireend of *youl) it et ignoeed taken
4. Suggest that learners keep these pages e s (e e
with them throughout their day and at their e PR gl
workplace to help build their fluency. Gl o
» know atyou me busy. . Sl
» | pesze that....
» T'm precy sure that.
3 Yiona rache ol want 16,

LEARNER WORKBOOK - PAGE 201
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MODULE FOUR — TAKING INITIATIVE — INTRODUCTION UNIT

BOOOOOOOOOOOOOOOOOOOOOIOOOOOOOOOOIOOOOOOOBOOOOIOOOOOBOOOOIOOOOOOOIOGOOHOOOOIOOOOOOOOOOIOIIOGO OGO OOOOAOOOOIOOOOOOOOGIOAHOOOOOBOOOOIOOOOOOOOOOOOOOOOOIOO OO

Summary, Objectives, and Outcomes:
Industry Information

The activities and resources in this module will assist
learners to give and seek performance feedback, access
opportunities for skill development on their own
accord, and plan their career pathway in food services.
For some newcomers to Alberta, a job in food services
may be their first employment experience in Canada,
and so they will benefit from explicit instruction in the
language and skills necessary for performance reviews

MCOULL TOUR - INTROGUCTICN UNIT

Summary, Objectives, and Outcomes

This e will b you ideratity exmoruriten 1o civelop yeur dlk a2 werk s sk k seditional

wil aisa peepare abou pathway
sty garing ertry bevel wrkin Alerla.
It o you will deevelop the kcwdidoe andl lngusoe 1o help you:
» ek charers,
» el st yons pevbormmerece; sed
5 e s v Pty

The Tkcralritstre modiske & Sruciuned a8 folows:

and job/career advancement. sk e Otheting

Introciuction Urit | Taking Inlatve » Intioduction to the themne concepts, and vocsbulary
Unit1 Takarg Initiatve » Arcognioe the benefics of teing versatile
» iy fe rgottarnce of baikding skill sets e lime

» Ricagriing the raed b taks poncnal siporliity for pour

The urgency of food services settings often sees . . | " mnen
employees placed in “sink or swim”situations, as they S
are asked by supervisors, on the spot, to help co-
workers prepare for service or to cover a situation that
they have not trained for. The status quo may resume
after these situations without a follow-up conversation
about performance, and newcomers to the industry
may be perplexed by this. This module aims to
highlight that the urgency of the environment creates
opportunities to jump in and take a chance to learn
something new.

Vs s, ok s e s, iy b e Clobalacrms boaleeriegers | B ke Coinge 200 Page 308

LEARNER WORKBOOK - PAGE 205

Skill development and career mobility vary widely across the industry. What is formally in place for a national
fast food chain may not reflect the smaller setting of a family-run business. When things are running
smoothly, supervisors may be unlikely to be thinking of making staff changes to facilitate an employees' skill
development. Regardless of setting, learners will benefit from rehearsing performance review and career
pathway conversations.

Instructors should be mindful that depending on a learner’s cultural background and experience, the practice
of proactively requesting more responsibility in the workplace or asking for specific feedback on strengths
and weaknesses may be a new experience. In the food services industry, as in others, it's up to individuals to
take charge of their own career pathway.

Completion of the activities in this module will provide learners with opportunities to rehearse the language
and skills necessary to take more initiative in the workplace.
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MODULE FOUR — TAKING INITIATIVE — INTRODUCTION UNIT
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Industry Knowledge Exercise: Instructions

This exercise should be completed prior to watching
the introduction video and before the video exercise.

MOCULE FOUR - INTRCOUCTION UNIT

Thisunt introducin the theres, comorpts srd ot sbuliry 1o take intatiee i kod rdices workglice.

In this exercise, learners will be introduced to the

Bodube Fowar, | roduction Unit

module theme through a class discussion. The [ | Outarssmarupose
| Summary, Cjectives, and Outcomes 1 Presiew unit
discussion questions in the learner workbook will help [ ety K beche | 3 vercerni e st e

learners activate their existing knowledge to get started [y e~
on the module topic. This is an oral activity and there is e R
no expectation that learners produce notes to support

Industry Knowledge Exercise

This ctnty will prepace you for dscusions sbout (e module theme Read the ciscursion quesions snd
st thern with 4 Fuitres o in 3 smsll group, Space & prowicked fir robes. Your etructor wil sk o 16

this discussion. If needed, learners can take notes in the Nospi i g iy ot bt o
margins of their workbook. EXERCISE DISCUSSICN QUESTIONS

 Hawe yeu s sl 3 jaby i Camada
» Wyes, bl you gt fectback from a supenisan?
) . » What g you think ar= some of the purpases ofa
Do the following to prepare and support the exercise: Dl weesiind
» Hane you i thewgi sboun a cavees invthe food

aricut inchntiy! Why ar why sot?

1. Read the discussion questions together as a class.

2. Putlearners in pairs or in groups of three and
have them talk about the questions with each
other. Assign one question to each group as

applicable. — ; i i
3. Read and discuss the answers to the questions as LEARNER WORKBOOK - PAGE 206
aclass.
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MODULE FOUR — TAKING INITIATIVE — INTRODUCTION UNIT
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Interviewing and Onboarding:
Introduction Video

Video Summary

Here to Help:
Workplace Communication
Skills for Food Services

In this video, a server shares the
story of her career progression
and experience at her current
employer. She explains that the — @
onus for career conversations in
her workplace sat with her and
that she had to carve out time
to connect with her supervisor
about feedback and career
planning.

MODULE 4: TAKING INITIATIVE

She shares that jumping at an opportunity to work outside of her regular responsibilities demonstrated to
her supervisor that she had additional skills. The video ends with the server talking about her transition to a
management position with a different employer, all with the support of her current manager.

The video is two minutes and fifty-eight seconds long and is divided into three parts:
» Part 1: Careers in Food Service (ends at 1:01)
» Part 2: Taking Chances (begins at 1:05)

» Part 3: Professional Development (begins at 2:05)
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Video Exercise: Instructions

This exercise will introduce learners to some of the

key vocabulary and thematic content of the Taking
Initiative module. They will learn vocabulary to support
their professional development in food service industry
workplaces. Learners will complete the video exercise in
their workbook.

Do the following to prepare and support the exercise:

1. Before watching the introduction video read
the focus questions with learners to guide their
listening.

2. After watching the video, elicit answers to
the focus questions. Have learners underline
any additional vocabulary and phrases in the
transcript that they need help with.

3. Read the comprehension questions with the
class and then watch the video a second time.

4. Lead a class discussion about the comprehension
questions.

NODULE FOUS - INTRODUCTION Lait

Taking Initiative -
Introduction Video

I thes wicke, s industry exper t shawes the story of her
caner parihwary, St explains Ut s the sesponsibiity of
e playees b ak for feeduck At work. She taks about LEL warch mhe ntRobucnon vineo
ek ihng T 11 £l st skl evesoprreny with her
superdscr. She also talls sbout identiang cpporurites. Torw e LA T
For prokeiond dewelenment

Thie expert explains the berefts of taking chances 1o iy something new

Video Exercise

Before you wach the vidon, e the youe lstening Record anyaneeers o rates in
Ehe sgace prenided Yo intnactor wil ask you 1o shise your arawers

P, wartch ther vide again and anewer the comprehension ourstions. Record amvy answers of noies in the
‘S0P DT Your Inamactin vl ask o 10 SNane LU answers.

FOCUS QUESTIONS

1, W b the rede/ioks Uitk of the Do in this uideo! How o you know?

2. Wt are the main idess of this videod

Heeshen 16 Bow by Codoce T8 e 207

LEARNER WORKBOOK - PAGE 207

Suggestions for Adaptations

the focus and comprehension questions.

» Consider leading a discussion about learners'first impressions of the industry employee in the video.
» Consider chunking the video on the first and/or second viewing.

» Consider having learners summarize individual parts of the video before drawing their attention to

Here to Help : Workplace communication skills for food services
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MATERIALS

» Taking Initiative Video

GLOSSARY VOCABULARY

Deli
Demonstrate
Formal

Hire

Holiday period
Industry
Initiative
Notice
Professional development
Responsibility
Situation
Supervisor
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Activity Task: Instructions

This activity will provide an opportunity for learners to
share and acquire industry knowledge and vocabulary
and identify features of resumes.

MEDULE FOUS - [NTROMUCTICN UKIT

ACTIVITY TASK

Feey the: sample resmes and discuns it wath the cla Arseves The queitions taesd on the reame Do
your answers with a parer and then whh the clits, Be prepared to espiinyour snswers.

Do the following to prepare and support the exercise: e S

s impartant to include vohuniee: experience? Why orwhynor?
Wit 1l roes bt ok 5 N b ol lack poarvsfer o hin jois it My Manas Paees?

e ety of oot semvace indhurstry jpobs Jece could apehy for. Explain why he coutd sophy for
thirs b

1. Display and look at the sample resume. Lead a
class discussion about the resume. Ask learners
what type of document is this? What job is the
most recent? Ftc. Ask learners what a personal

statement is. Why is a personal statement ==
important on a resume? .
2. Putlearnersin pairs or groups. Instruct learners to mem,
answer the questions about the sample resume. ——
3. Review answers as a class and answer any e
questions.
Fer 12 i Wk e crmunicannn i Ay fod e bl hownbeyrniege cn |0 how alley College 0 Page 71
MATERIALS

LEARNER WORKBOOK - PAGE 211
» Module Four — Introduction Unit — Sample Resume
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider speaks about

developing skills on the job. She stresses the T
importance of looking for opportunities to learn from
others and to use the workplace as a way to improve
her language skills.

@ INDUSTRY INSIDER

OPPORTUNITIES TO LEARN
NEW SKILLS

. P . . Want 30 develop your skill set? Thersh
This audio is one minute and nine seconds long. T e b by

Sl devedooment can be ongoing I
you Wt K o bee. I you ward 100

something better, sk for feedbact. If
oA WA 10 e SorBething e a5t
for achanc, ¥ you Think youne sy
o anew challenge, Gemorniie that
e

Industry Insider: Instructions

Theere ase ary rurrber of transieatie
skills o thawe 1o work o, Listen
Castibms actely and anenthechy be mon:

Do the following to prepare and support the discussion: hey e ey ot s
et
1. Discuss the job title of the Industry Insider and m —
the type of establishment where the insider S e e
works. Give examples of similar establishments in :?i?;":i:m*?‘:
the local community. :ﬁ%ﬁgﬁﬁ‘“:
e

2. Listen to the audio.

b3 Mok Wrpla o ks s o s ntscrm bmalegoegecs | € Row ey Coliegn 818 Fage 113

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 212
use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: Opportunities to Learn New Skills

GLOSSARY VOCABULARY

Demonstrate
Feedback
Industry
Transfer
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Taking Initiative and

MOCULE FOUR - INTRCOUCTION UNIT

Unit Review

T earrainms o1 unil dade arsint o tion Vs o sl e Ure e of ki initaive.

reflect on new knowledge and skills. oy e sy iy e e
toplc ou keamed vocabulary selabed to taking initlative, and pactosd this vocabulany in an activity about
sheil bl d1 deserinBers, sl caroer predgects. You s weatehad 3 iden wheer 3 server shares her stery
sbiout maoving intoa rew position asa manager and how she developed the skils that snebled her 1o get

. . . . hirecd o this posiion.
The review concludes with a preview of the content in T
the next unit. 6 e

O dscuss pous carer patay,

Whits: dmers sare of the: rcwe voca buliry thar yeu have Esimed

Unit Review: Instructions

Do the following to prepare and support the unit
review.

Do yens ol pinried %6 o praor el Wi bopics? Wha vk impirtiont e yeus? Shars weth & pastrast

1. Explain to learners the purpose of a unit review. ooy ookl e et

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to record new vocabulary in the o e e
space provided.

LEARNER WORKBOOK - PAGE 213
4. Ask learners to think about what they have

learned about the food services industry in this

unit and to share this information with a partner.

5. Asklearners to look at the photos in their learner workbook and, using the language and knowledge
from the unit, write a statement that the person in the photo could be making. Encourage learners to
refer back to the video transcript or other pages in their workbooks.

6. Answer any questions about the unit as a whole.

7. Preview the next unit.

MATERIALS

» Module Four — Introduction Unit — Unit Review Photos
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Summary, Objectives, and Outcomes:
Industry Information

Working in a food services job successfully will require
learners to be versatile and be comfortable with
multitasking. The more jobs that they can do, and the
more tasks that they can handle, will increase their
value in the eyes of their employer. Learners will need
to welcome opportunities to learn additional skills and
seek out the opportunities to do so.

Identifying ways to build skills will help learners plan

a career path. Being able to draw out feedback from
others can help to focus skill building efforts. It is
important, however, that learners become comfortable
with listening to and accepting feedback that might be
critical. Being open to feedback is necessary for growth
and skills development.

Developing a mindset to continually learn on the job
will help them to build a set of transferable skills over
time that they can showcase to future employers.

MODULE FOUR -~ LINIT ONE -~ TAEING INITRATIYE

Summary, Objectives, and Outcomes

Tawerkin e jek oy et bt veristie arvd be ¢ ruitisking
Thee rrone foes that you con oo and the mose ek thet you can handle ot a1y given tme wil iIncresoe your
vl N1 eyes of your emEloyes Tou wil neect T wHEDMe opEorUnEles [learn ackdtionsl il ang sesk
Ut the copomunites odo =

entifying ways oo budd skl wil el you plan 3 career path. Beng able to daw out feecbads fiom othen
2 bl te b 411 budeling eiorta Dewnsvet it B impertant It you besore eambertabl with itening
T and accepting foedac that might be critical Beirg open 1 frecdtack is necesary for growsh and skl
evelopmert.

Continualy lsarning o the job will g pou o buld 3 ust of fanederable shill that you can thowcase 1o

futuse ernplosprs.

Thoe reflewtions il ot e eved of 1his rocshbe prisvides lariguage exareples Uit yons an Lo .4 refereree
et A0 e examle with lnGesge you enCeure in class andlin daily i,
Thve besring cbiecthves Sor this Ut s

» Risccagrins the eredits of Busing veriils

» ey thesirpontance of bubding skl sets over ame

» Recogn pariblty fox o
Thie it s strucnred s follows

| Module Fowr - Urit One - Taking Initiative

| Section Ousenmes and Purpoie
[ Surnmery, D ctives, and Outcornes [ » Previcw urit
Aucto Lonwerastion 1 - LEtening » lisen for detaly
ks » Pecogrics types of larguegs farction:
i Auche Conmruntion | - Perlorrance | » Offer waggevtions
ety » Talk about Stergri, skil, s it ipersance 1 peviusde
others
[ Ao Conweruation 2 - Lisering » Lister: o cietails
Exerche

» Recogrizs types of largusge fanction:

[T n

LEARNER WORKBOOK - PAGE 216
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Taking Initiative -
Audio Conversation 1

Audio Summary

In this conversation, Anna is speaking with her

supervisor. Anna’s supervisor tells her about a problem R —
!n the klhtchen that day. Anna listens to her supervisor’s Taking Initiative -
instructions, then suggests a way that she can help. The Audio Conversation 1
supervisor seems reluctant to accept Anna’s solution oo ks
probbern the the kitchen s fcing thet dey. Avra
at first, but Anna persuades her supervisor that she can AR boinlork bl & o< oiocoson
FHUCTANT 1o acoept Arral iuion ot e, b Arra s e e
take on some additional tasks during her shift. vty o
Listening Exercise
This audio is one minute and forty-seven seconds long. it i
» Icervafy ryoes of language funcions
el i e e S e
Listening Exercise: Instructions e b o e

FOCUS QUESTIONS

In this exercise, learners will listen to an audio
conversation between two people in the food services
industry. Learners will complete the exercise described 2 W v s dors Ao ot
in their workbook.

1. Wit i the problam tha: the supenisor sl

Vers1a s, Weskpdr s e racanen, iy b i Clobalucore bosaleyribege s | 0 Bow ke Coinge 30 Puge 118

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide LEARNER WORKBOOK - PAGE 218

their listening before playing audio
conversation 1.

2. Asklearners to fill in the blanks while listening to the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Taking Initiative — Audio Conversation 1

GLOSSARY VOCABULARY

Grill

Handle

Prep
Shadow
Shift
Short-staffed
Station
Stocked up
Supervisor

CONVERSATION TRANSCRIPT: MISSING
WORDS

Hey, can we talk for a minute?

a
b. it'sjusta thought

gl

if it would help
d. Ifeellcanhandleit.

e. lcancallyouifIruninto problems or start to feel
overwhelmed, right?

LANGUAGE QUESTIONS: ANSWERS

1. ¢
2. a
3. e
4. d
5. b

Here to Help : Workplace communication skills for food services

MOCULE FOUR = UKIT ONE = TAXING INITWIIVE

3 What rwo seasore does Anna give for being able towork the sandiw chstathon by herse

B CONVERSATION TRANSCRIFT

A St 1w it bt 00 0 28 02 the il w0 shadow Ethar,

Superesor e, abou trar. Echan st hese He's sick oday.

Arew O it e g

Superisor  Wean, hels fine, it st a ooicl He actually thowed up, bue | didi't wark him 10 spread it
arured 50| st i heoeme, Micky's nct here: today foo, and neither (s Todd. So it puts wsa bt
sherr seaffed for this aftemoon.

A Oty e Wl wehat ek you want e o cko?

Supsraor b el | guest Frere dong
e wark. oot getalage
upbant,

Arrac O ol use.

Supzrvson =

A Oy | ll, b,

Supeneor  YeanT

Annec e, itk Entt] cn cower the e weorke and work the
sandwach staion by sk, Il

Arrec {1y o o the sands ow
wreekes sine | firs: started And | feel pretity good sboss it And for the prep work, e gok that
down,

Supervsor  Yean?

Aev Bl arypny, el s gk e ot v thaline __ T

SGuperaor Vel sppene,.

A But esthes way, ' get started on the prep wark.
Supervson Wes, oy, thar’s a good idea. Tren, vher youl
Arrac iy, creae
Supenor propasedif

2 lor of customess today, which fm cxpedting so be weady.
Arre: Thanis
fpmvion Oy, ot ke s everything’s stocked.
Arns Ved Fight. See youln & bit

Soore %

Femiar a* ninge 300 e

LEARNER WORKBOOK - PAGE 219
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MODULE FOUR - UINIT OHE - TAEING IKITLOIYE

EVALUATION

Wk i s b clscuss your fill in the bk O AnTARTS T g
Commuricane uiing yoer velo, nos by ieacing sach others workbook

Do the following to prepare and support the evaluation: B s e B ey SR 0 s o

idam below,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other's workbook.

& s sbon with Te class, ack questions about the acthtie: and the weerk you underined

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. SRR R A

cinbalaerrrbwalegriegers | 0 how ke College 200 Puge 27

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 221

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will read a scenario and
complete a dialogue based on that scenario. In the
dialogue they will need to use language to offer
suggestions, and they will need to provide details
from the scenario in order to persuade. Learners will
complete the activity described in their workbook.

Do the following to prepare and support the activity:

1. Review the language examples for offering
suggestions.

2. Invite learners to share other examples that they
have heard or read in community or workplace
settings.

3. Read through the three scenarios in the activity
as a class. Answer any questions learners might
have.

4. Put learners in pairs and instruct them to fill in
the employee parts of the dialogue for each
scenario to use language functions to suggest
and persuade. Using the language examples as a
starting point, they should offer suggestions and
mention strengths, skills, and past experiences in
order to persuade.

Here to Help : Workplace communication skills for food services
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Performance Activity
Fend thraugh the three scenarios with a parter Tl in the e phoyee pars of she didogue for sadh scensio
123G and Detsusde Uhe managel and the superibon.

# Lhing the Lnguage exsmples . arting point, offes suggesdons and mention stengths, sils, and pest
experience

B LANGUAGE EXAMPLES

Langage for offering suggestians
O s usta twucht bax,..

O Wouidi hep i .7

C Whydarnl .7

O lood,.,

B Howabouifl., 7

O Perhagnl could,.?

Femair * desinge I8 Fagein
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MOCULE FOUR = UKIT ONE = TAXING INITWIIVE

ACTIVITY TASK

oy e b3 senall Beidy 3 s Tt e B i
passing theough. ts the off-seasonand the resauran & girtting resdy o Ciose doven for the mign. The
weait szaffard the cools have all gone home for the evring.

A rmianace by showwing you few close-down procedunss wher 2 busof twenny ounss puls int the
Earking bt The mariger sees theam, and wondees cut kud I she should tel ther theey are dosed You
b she used fo0/be & o0k

U roww y done prep workin the kitehy jods and smaler dshest ard
heped wart staf delher meals 1 sabies You've wetched th wait saff cancfully and knaw the basic vy
o v o Babske. The maruge coudd limit the e, ad thee lange geoup weoadd urdaiitard whiy she
o el ahw: RSN Gl nthe bichen,

Fillin the speaking parts for the employes. Use language to.offer a suggestion. Then, provide ressons
by o sl e bl 1 e P tasks

Manager: Farrerrn B
alhese ostorers.
JgEn coudd
seerve The el gl oo the preg wok needed
Manager: ou've never
Employne: I've vaatchedd
Managp: Thas true Bise, M 1 beusy i the kischan 10 baip you though,
gl | ol exrriorrabsi i L
1 get confused shaut snyrting.
Manager Wira, mrytor. 20 prcs i a kot They could all crder o differet o,
Erployes: Fimsure that they: i sbout I we
EE——"
?‘-wwr- Taieag JH_;‘; Norkili
gl ik o 441
Managrr e ooy ory in T
well.
Emplooe: Chay.
Fm 2 ol IR Page T
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Suggestions for Adaptations

» Consider having learners search for and/or use images to match each scenario. Brainstorm dialogue
together as a group.

» Consider taking on the role of the employee and acting out the scenario for the benefit of learners.
Ask learners questions about how you could be feeling and what you could be thinking. Alternatively,
consider having learners perform one of the dialogues for the class.

» Consider having learners work in groups of three or four to create dialogue together as a class.

GLOSSARY VOCABULARY

Cafeteria
Catering
Co-workers
Establishment
Grill
Interrupt
Off-season
Prep
Procedure
Side dish
Supervisor
Versatile
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric.

MCOULL FOUR - UNIT ONE - TAEING INITWTIVE

EVALUATION

Do the following to prepare and support the evaluation: T o o ot o peermca b

» Rinac the desscrptions. fod each outzome aned ghee yossriella sceve, Crele the deription that et
ranches your perfrmance,
» Wit correnents abont your perfommence, what was eazy! What v dihout?

1. Review the conditions of the activity on the

Audia Conversatian 1 - Parformance Actity

rubric. Learners are to check each condition that ST —T—T———

they met. et
2. Read through each outcome and ask learners T T

to reflect on their performance and circle the RO |+ |t (TR

appropriate statement. e |t e [
3. Asklearners to total their score for the activity. — . —— :?"“
4. Ask learners to think about their performance

overall. What was easy? What was difficult? Ensure

learners are specific in the comments they record

on the rubric. Instruct them to mention their

successes as well as what needs improvement.

They will return to this rubric during the unit b e e i S 200

review.
LEARNER WORKBOOK - PAGE 226
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Taking Initiative -
Audio Conversation 2

Audio Summary

In this conversation, Anna is speaking with her
supervisor. The supervisor gives positive feedback about
Anna’s work that day. Anna asks her supervisor for some < e

) Taking Initiative -
more comments. Anna continues to look for ways to Riicll Comveraition 2
improve her workplace skills. kit form el i

supersticr. The wpervisoe ghe postve fesdbact .
bt A worthar day Arna agks her Supenisor B LISTEN TO THE AUDIO CONVERSATION
o some more comments. Anea aontinues i kook
Bt vt s errcs Bt werkpi s il

MODULE FOUR = UNIT ONE =~ TADNG INITWIIVE

Litar con: 3t M, UN_ALT

This audio is one minute and thirty-nine seconds long.

Listening Exerclse

W this iering exevcise you wilt

or detain
Listening Exercise: Instructions iyt e
In this exercise, learners will listen to an audio — T I T e e
conversation between two people in the food services ocHs alesriclt

1. Wt choes AN’ supeTvhior sy bone of the macr skils thar e worgics walue?

industry. Learners will complete the exercise described
in their workbook.

2 Wit twe taks dows A a6k b pparsiner dor Seedback sbout?

Do the following to prepare and support the exercise:

1. Read the focus questions with learners to guide
their listening before playing audio
conversation 2.

W12 ey ek e i, i e b, Clobalacoms boaleeribegers | B ke Coinge 20 Page 177

LEARNER WORKBOOK - PAGE 227

2. Asklearners to fill in the blanks while listening to
the conversation. They should also underline any
words or phrases that they have questions about.

3. Direct learners to record their answers to the focus questions after listening.
4. Discuss the focus questions as a class.

5. Instruct learners to independently answer the language questions.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Taking Initiative — Audio Conversation 2

GLOSSARY VOCABULARY

Grill

Mu|t|-ta5k MCOULLFOUR - UNIT ONL - TADNG INTIATVE

Stat|on 1 What Arvals supe for ot b to help her with o

B CONVERSATION TRANSCRIPT

CONVERSATION TRANSCRIPT: MISSING ek vy

WORDS e e e e e
a. lactually wanted to ask you what you thought. e Em,gmﬁ@wm:; 3 .

i IMMM_T:“‘ L . think we: . Haiing
b. Andyes, Il try to focus on :"“" e &
oo e v sy at the el bt
c.  Maybe you can show me more about that? e STt o o e
dvich end the putin each. Fou were adding
. . . . . o s e roear, but, ecein, | wan Enpresed with b ow cuickly pou were
d. since the timing is right T— L =
. b chizechich e EE
e. canyou go over R e
:‘?‘ F P actualy :
Superdior: &wwcmwm« - o mintes, | e
A e, 1 do what | can for now,

LANGUAGE QUESTIONS: ANSWERS -
1. a o Ishebrien e toccn
2. b

LEARNER WORKBOOK - PAGE 228
3. C
4. d
5 e
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Evaluation: Instructions

In this evaluation, learners will work with a partner to
check their answers and brainstorm opportunities to
improve their listening skills outside of the classroom.

MCOULL FOUR - UNIT ONE - TAEING INITWTIVE

EVALUATION

Wtk s 150155 Yo i In the bLark answers and your answers 10 the Linguage cusstiont
O g your v, nol by Teadrig et olfers narkbook

Do the following to prepare and support the evaluation: Mt duucpaitesto gyt b i of e chsson Wt oy

it Bebow,

1. Asklearners to find a partner. Learners should
compare and discuss their fill in the blank
answers and their answers to the language
questions. They should communicate using their
voice, not by reading each other’s workbook. I ot e o s st v v o o o

2. Have learners listen again while they check their
work after the pair work is complete.

3. Answer any questions they have about the fill in
blank answers and the language questions and
share the answers.

4. Instruct learners to record their scores out of five
for each activity in the spaces provided. - e it 218

5. Next, learners should brainstorm ideas of how
they can find opportunities to improve their
listening skills outside of the classroom. They
should record at least one idea in the space
provided in their workbooks as they will return to this page during the unit review.

LEARNER WORKBOOK - PAGE 230

Suggestions for Adaptations

» Consider having learners read the completed transcript aloud in pairs to practice pronunciation and
support comprehension of new vocabulary.
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Performance Activity: Instructions

In this activity, learners will play a game to practice
asking for and providing feedback. Learners will review
vocabulary of food services workplaces and will also N

. . ) ) ) . Performance Activity
practice active listening skills. Learners will complete the Yooty o e Tl e e, G ot s

acanct ore from the sk deck of cards aned The Dthe from the Teechack deck of Gk

activity described in their workbook. A

' ow st ak A uasetion, 1 sl bk sbou thal tadk o tre e leamer.

MODULE FOUR = UNIT ONE = TADNG INITWIIYE

» Lt T aNQUIDE BENTEHES X 3 AN Dotee,
» fons shordd dhemontrate geod sctive isterieg shils by resgoring spprepiately [reprating becs,
i, cladfying, o], and with yous beody Larguange.

Do the following to prepare and support the activity:

Hyou dhaw o feechckcand

» e 2 gt

1. Lead the following workplace culture discussion ook e ek ol el

complete the task

with the class: - o

VAR P

s Ha gt the ek, thay b

= W o e comietes the task and the acher learier ciost not. the ksamer wha gav the feedbeck gty
e bkt caecke

» Hrkhes learner i the ek,

Workplace Culture Discussion

Thee gaine i Fisbd v Ui ave v aieda befL. Cont the canihs 16 s which inainia the wivies

B ancuace ExampLEs

As discussed throughout this course, active listening is

amajor part of fitting into a new workplace and being e

successful. Among the many benefits, active listening St o -

will often generate feedback and provide employees E G s ':‘:‘ e

with direction for developing skills. Yet, it is not always e .

easy to be receptive to positive or negative feedback. R AR e e e e

Receiving feedback about what we have done wrong
makes us feel vulnerable and can impact our confidence.
However, learners can develop a mindset to become
receptive to feedback.

LEARNER WORKBOOK - PAGE 231

Lead a class discussion about active listening and being receptive to feedback.
» Review the skills involved in active listening (see the Industry Insider for Module Three, Unit Two).
» Ask learners:
» What active listening skills are you good at?
» Have you ever received positive or negative feedback that you acted on? What was it?
» Have you ever needed to give positive or negative feedback to someone? Was it easy? How did you feel?

» Inwhat situations in your life can feedback directly help you get better at something? (example: in this
class)

» Discuss the role that active listening plays in receiving feedback to help learners determine which skills to focus
on and develop.

» Answer any questions.
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2. Review the positive and negative feedback given by the supervisor in audio conversation 1. Point out
that the negative feedback is preceded by positive feedback.

3. Instruct learners that they will play a game. Split the class into teams of two. One learner from each
team draws a card — one from the “task” deck of cards and the other from the “feedback” deck of cards.

» The learner who draws the task card must ask a question to elicit feedback about that task from the
other learner. They can use the language examples as a starting point.

» The learner who draws the feedback card should provide both positive and negative feedback in
response to the question. Note: each card includes only negative or positive feedback. The learner
will need to come up with the missing feedback to compete the task.

» The learner who asked the feedback question should demonstrate good active listening skills either
by responding appropriately (repeating back, rephrasing, clarifying, etc.) or with their body language.

4. Based on learner performance, you award points as follows:
» If each learner completed the task, then each learner gets to keep a card for their team.

» If one learner completed the task and the other did not, then the learner who gave the feedback gets
to keep both cards.

» If neither learner completed the task satisfactorily, then the cards go back in the deck.

5. The game is finished when there are no cards left. Count the cards to see which team is the winner.

MATERIALS

» Module Four — Unit One —Task Cards
» Module Four — Unit One — Feedback Cards

GLOSSARY VOCABULARY
Bin

Prepare

Walk-in
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Evaluation: Instructions

In this evaluation, learners will independently score
themselves on a rubric. o o e
-
Do the following to prepare and support the evaluation: T R
e ampedaice
1. Review the conditions of the activity on the e i
rubric. Learners are to check each condition that [
they met. e
2. Read through each outcome and ask learners T T
to reflect on their performance and circle the e |
appropriate statement. B P e o
3. Asklearners to total their score for the activity. Commers - oy
4. Ask learners to think about their performance
overall. What was easy? What was difficult? Ensure
learners are specific in the comments they record
on the rubric. Instruct them to mention their
successes as well as what needs improvement.
They will return to this rubric during the unit b e e i S 200

review.
LEARNER WORKBOOK - PAGE 232
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Industry Insider

Audio Summary

In this audio clip, the Industry Insider speaks about the

benefits of drawing out feedback on your performance OB O T O AT N
from co-workers. She also encourages newcomers not
to worry about their English language proficiency when
they start work.

@ INDUSTRY INSIDER

ELICIT FEEDBACK FROM
OTHERS

e the Four years that e worked
This audio is fifty-three seconds long. et e gt
rghtebenthey et ot
afthen reeded 1o be If youshave
good comenunication skl youllbe
fre.

i never g e veorman | waeked

!
\ with. She had jus staned karmieg
X Encisha few pears marier, yer the was

Industry Insider: Instructions

. . . Foud Amembler e g
Do the following to prepare and support the discussion: Heoonal e e
b e s et
1. Discuss the job title of the Industry Insider and m o e oo
shorays heterad attenthoehy.
the type of establishment where the insider S IRt amaie s
working heve, but | actualy fed e
works. Give examples of similar establishments in i b g
etvworer that Firky thee Englich it
the local community. e s s

‘ol i wobiat st theie crom sty

2. Listen to the audio.

Foow 2 s sk cnem i, i oo s, clobalacoms bowsaleyribegers | 8 B aley Eolloge 30 e TV

3. Asklearners:

» What advice did the insider give that you can LEARNER WORKBOOK - PAGE 233
use right away?

» What did the insider say that was the same as
what you already know?

» What did the insider say that was new or different from what you already know?

4. Discuss any unfamiliar vocabulary.

Suggestions for Adaptations

» Consider chunking the audio on first and/or second listening to capture and discuss unfamiliar
vocabulary, rephrase content, or summarize.
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MATERIALS

» Industry Insider: Elicit Feedback from Others

GLOSSARY VOCABULARY

Co-worker
Feedback
Observe
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Unit Review

This review details the module content that was
introduced in the unit. Learners will have an
opportunity to record additional vocabulary that they
have learned about the theme of Taking Initiative and
reflect on new knowledge and skills.

MODULE FOUR - INTECDUCTION UNIT

Unit Review

The exrrgives i unil icdude snintrocuction e modue and 1o the theme of kg initiive.

B this Lnvtyoas pesbeswed the Ur 0 £ ok ke aned discLssed your £rioe browledge sbout the mecie
Tophc Yo bamied vocabulary selabed 10 taking iritlative, and practosd this vocabulany in an sctiviy about
kil bradeing, 1 descriatiors, and carser prospocts. You dics watched 3 vides mhere 3 berver shares her ftory
sbout maving ino s rew position a3 8 marager and how she developed the skils thet enebled her to get
el for this position.

The review concludes with a preview of the content in
the next unit. e sk S

O dcus o career patmay,

4 B thin Fayo te

Whits: dm sare of the: rcwe veca buliry thar you have Esimedt

Unit Review: Instructions

Do the following to prepare and support the review:

1. Explain to learners the purpose of a unit review.

D s fel prvuarid %o e Frce et thasis bepies! Whatt vess impersant for yeas? Share with & pastras
serme ef the e shibs el weciliny thet e have loarred

2. Read the review introduction as a class and
review the learning objectives.

3. Asklearners to reflect on their learning. Did they
achieve the learning objectives? Ask them to e S e
explain to a partner what they did to achieve the
objectives.

LEARNER WORKBOOK - PAGE 234

4. Review the key content for the unit.
5. Asklearners to share an example of each content item in the list while working with a partner.

6. Direct learners back to the conversation transcripts in the unit. Ask them to reread the transcript and
review their scores. Learners should record their listening scores out of ten in the space provided.

7. Repeat with both sets of language questions.

8. Asklearners to review the ideas they recorded in their listening evaluations. From these ideas, learners
should select at least one and rephrase the idea as a language learning goal and record it in the space
provided in their workbooks.

9. Repeat with the comments recorded in the performance activity rubrics.
10. Answer any questions about the unit as a whole.

11. Preview the next unit.
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Module Reflection

Industry Insider Review: Instructions

This exercise will help learners to review the information
presented in the module by the industry insiders. It will
give them an opportunity to summarize information, so

NGOULE FOUR - REFLECTION UniT

that it is easily accessible for later review. Module Reflection
I this resiule you vt inbrodhased 1 ik maion % b i you devecp your sk in ko servises
weorkpleces, bn the Taking Iritistive unit you kemefied s to bulkd your Skl set over thme snd lesmed about
T Eserees. 1 ou dge M 10 PG YO 10 Taket Chances at
Do the following to prepare and support the exercise: P TN o S .
Industry Insider Review
1. Read through the review introduction with the Wit sy fr s by Pl ey s S o s il s
ClaSS Inrockichion Lint = Taling Indflatve: Opportunitees to e rew solls.

Invite learners to share their ideas aloud before
recording summiaries in their notebooks.

Uit 1 - Taking bitiathue: Clicit foecbuck frerm cers

2. Replay or reread each Industry Insider, if needed. Q
3.

4. Have learners complete their industry insider

reviews. Reflection Questions

Feflect an the followng questions. Weite your answers down.

1. Inthismocie Anfauses an DoporUnTy atverk 1o poruibiy.
rmilar Station? D you take sdvintage of the cgoonmaityT Boten.

LEARNER WORKBOOK - PAGE 237

Suggestions for Adaptations
» Consider reviewing paraphrasing and summarizing skills prior to this exercise.

» Consider identifying the key points made by each insider as a class, evaluating the suggestions made
by learners.

» Consider drafting summaries together as a class and having learners copy reviews into their
workbooks.
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Reflection Questions: Instructions

In this exercise, learners should use the reflection
questions to prompt connections between Anna’s
experiences and their own. They will also need to

2 mn«mqmmwmm#wmr:::u‘“r:w ‘:::::‘:::E":":‘w
identify what was the most useful content in the o T
module.

MODULE FOUM - REFLECTION UNIT

3. inthis modle what i you fnd st usefl Wit

Do the following to prepare and support the exercise:

Evaluation Review

1. Read through the reflection questions with the
class.

Reeview the languace goals that you ceested n each of the urit reviews. Reflect on your goal progeess. Lise the
spasc b s yo st

Language Gl

2. Refer to audio summaries and transcripts, if
needed.

3. Tell learners that when they select the most
helpful learning in the module, they should
provide a reason explaining how this information
will help them specifically in the future.

Yourinsinuctor vl have 2 cee-10-0ne evaluation with you They wil guide you through a comversation, and
Ehér g you beadiack.

4. Have learners answer the questions in their
workbooks. SN - i g g

LEARNER WORKBOOK - PAGE 238

Suggestions for Adaptations
» Consider having learners share answers with a partner before recording their own in their workbooks.

» Consider making connections between Anna'’s experiences and your own life as an example for
learners. Give both workplace and personal examples to learners.
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Evaluation Review: Instructions

In this exercise, learners will look back at their self-

evaluations throughout the module to review the goals
and comments that they recorded. They will comment S
on their goals and revise them as necessary. et Ty

Hotes for Ore-to- One Evabuation:

MCOULE FOUR - REFLECTOON LT

practic tr

Do the following to prepare and support the review:

1. Direct learners to the reviews for each unit in their

workbooks.
. Vitth a partreer or in groups, prepare for the conversaton with yous instructoe. Read the conversation secting
2. Direct learners to read the goals that they Sspsr o i the i o S s AR
recorded and ask themselves if they have s
e e e o
achieved these goals. i S
X ) Aefvet receiving eockack, you s ieam that there's.a probler in the Bichen. Yous think you can helg: Let
3. Direct learners to reflect on how they achieved s
their goals or why they haven't achieved them ok o A1t it et i
yet.
4. Direct learners to comment on their goals and
revise them as needed.
5. Direct learners to identify key vocabulary and e = e

language examples that they need to rehearse
in preparation for their guided conversation with
you.

LEARNER WORKBOOK - PAGE 239

Suggestions for Adaptations

» Consider modelling the reflection by conducting a think aloud for learners as you turn to the relevant
pages of the workbook.

» Consider modelling how to comment on an achieved goal with “l have”or“l can” statements.

» Consider modelling how to revise a goal to make it more specific or achievable.
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Guided Conversation: Instructions

In this guided conversation, learners will have the opportunity to demonstrate the skills they have been
learning, and receive feedback from you about their strengths and opportunities for development.

Do the following to prepare and support the guided conversation:
1. Direct learners'attention to the outcomes for the module.
2. Read through the conversation setting that appears in the learner workbook.

3. Asklearners, in small groups, to discuss potential questions that they could be asked in this situation
and the language examples and vocabulary they would need to answer these questions.

4. Ask learners, in pairs, to practice the conversation, taking turns to be the instructor and the learner.

5. Sit with each learner individually and work through the following conversation outline:

Conversation Outline
The learner will start the conversation by asking for feedback.

» Listen that they use language for asking for feedback. Respond with both positive and negative feedback
(they refilled all the coffee machines correctly and quickly, but they should turn them back on immediately
and they need to wipe the area because they left a mess). As you respond, watch for active listening.
Respond to any follow up or clarifying questions they might have.

As this part of the conversation winds down, mention that you need to go because you have to cover for one of
the chefs. Say ‘I don't know how I'm going to get this prep work finished, and cover for one of the chefs!”

» Pause to let the learner suggest they help you. Listen for the learner using language to make a suggestion.
Respond that you are not sure about their suggestion. Ask the learner why they think they can handle the prep
work.

» Listen for the learner to describe some of their skills and experience.

Ask a few follow up questions, if needed and at some point accept the suggestion.

6. Use the instructor evaluation rubric to score the guided conversation. Provide comments as needed.

MATERIALS

» Module Four — Instructor Evaluation Rubric
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Language Examples: Instructions

In this exercise, learners will add to the language
examples from the module. Learners will record
e . . W!E'WF-‘EFIHTWI.IIT
additional examples in their workbooks.
' Language Exarmples
achsisrurtabi i leieo oiorecr il s et
Do the following to prepare and support the exercise:
Language for offering suggessons. Questions to elick feedback
1. Read through each set of language examples. it fudie s
» Why dontL.. » Cam you 9o over sorme of what | did
. sl B b e
2. Invite learners to share other examples they have o e
) . ke L. » :‘;:andm_,hnl&:mn
collected in the classroom, community or the i e e
ke | nen B moeove when |
workplace. =
Dy e sy ggpeetionn
3. Discuss any unfamiliar vocabulary. iy
Eseter Fust timed
4. Suggest that learners keep these pages
with them throughout their day and at their
workplace to help build their fluency.

LEARNER WORKBOOK - PAGE 240
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Materials

Module One — Introduction Unit — Activity Task Photos
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Module One — Introduction Unit Photos — Unit Review Photos
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Module One — Unit Two — Activity Cards

| |
| |
. Employee :
| |
! You would like to have tomorrow off. You just found !
! out that your friend from out of town is visiting. She is !
! visiting for one day only. She's an old friend from high !
! school and recently got divorced. !
| |
| |

ACTIVITY CARD 1

Employee

You want to take it next month during the summer.

| |
| |
| |
| |
| |
| You want a week off to go camping with your family. |
I I
: ACTIVITY CARD 2 :

Employee

You would like to come to work an hour late tomorrow.
Your child’s regular babysitter was in a bicycle accident
and broke her arm. She just cancelled.

ACTIVITY CARD 3
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Employee

| |
| |
| |
| |
| |
! In two weeks, you would like Friday off. You want to !
! celebrate your boyfriend’s/girlfriend’s birthday. !
| |
| |

ACTIVITY CARD 4

Employee

You have a change in your personal schedule. You can't
work Mondays because your son needs the car every
Monday.

ACTIVITY CARD 5

Employee

work morning shifts anymore.

ACTIVITY CARD 6

| |
| |
| |
| |
| |
' You have a change in your personal schedule. You can't :
| |
| |
| |
| |
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Employee

You have a change in your personal schedule. You
can't work Saturdays anymore. Your bus route has been
cancelled.

ACTIVITY CARD 7

Employee

would like to take four days off.

| |
| |
| |
| |
| |
| You would like to visit your friend out of town. You |
l l
: ACTIVITY CARD 8 :

Employee

You would like to have the day off next Tuesday. You
would like to attend a community meeting. You are
happy to come in on another day to make up the shift.

ACTIVITY CARD 9

Here to Help : Workplace communication skills for food services globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018 Page 220




INSTRUCTOR MATERIALS AND RUBRICS

Supervisor

| |
| |
| |
| |
| |
| This is one of the busiest weeks of the year. You need |
| everyone at work. |
| |
| |

ACTIVITY CARD 10

Supervisor

good time for employees to take time off.

| |
| |
| |
| |
| |
| This is one of the slowest weeks of the year. This is a |
I I
: ACTIVITY CARD 11 :

Supervisor

Weekends and mornings are when you need your new
employee the most. If they cannot work weeks and
mornings, you may need to hire someone else.

ACTIVITY CARD 12
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Supervisor

advance.

ACTIVITY CARD 13

| |
| |
| |
| |
| |
' You need requests for days off at least one month in !
I |
| |
| |

Supervisor

advance.

| |
| |
| |
| |
| |
| You need requests for days off at least one week in |
| |
| |
' ACTIVITY CARD 14 |
| |

Supervisor

rOW.

| |
| |
| |
| |
| |
| Employees are allowed a maximum of three days off in a |
| |
| |
I ACTIVITY CARD 15 |
| |
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Module One — Industry Insider Photos
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Instructor Evaluation - Module One

Name:

Outcome

Score=0

Score =1

Score =2

Use greeting and leave
taking language

The learner had difficulty
using greeting and leave
taking statements.

The learner was able to use
greeting and leave taking
statements some of the
time or with prompting.

The learner was able to use
greeting and leave taking
statements most or all of
the time.

Ask and respond to follow
up questions

The learner had difficulty
asking and responding to
follow up questions.

The learner was able to ask
and respond to follow up
questions some of the time
or with prompting.

The learner was able to ask
and respond to follow up
questions most or all of the
time.

Ask clarifying questions

The learner had difficulty
asking clarifying questions.

The learner was able to
ask clarifying questions
some of the time or with
prompting.

The learner was able to ask
clarifying questions most or
all of the time.

Use appropriate language
to showcase personal
strengths, skills, and past
experiences

The learner had difficulty
using appropriate language
to showcase personal
strengths, skills, and past
experiences.

The learner was able to
use appropriate language
to showcase personal
strengths, skills, and past
experiences some of the
time or with prompting.

The learner was able to
use appropriate language
to showcase personal
strengths, skills, and past
experiences most or all of
the time.

Showcase personal
strengths, skills, and past
experiences

The learner had difficulty
showcasing personal
strengths, skills, and past
experiences.

The learner was able

to showcase personal
strengths, skills, and past
experiences some of the
time or with prompting.

The learner was able

to showcase personal
strengths, skills, and past
experiences most or all of
the time.

Paraphrase and repeat back
information

The learner had difficulty
paraphrasing and repeating
back information.

The learner was able to
paraphrase and repeat back
information some of the
time or with prompting.

The learner was able to
paraphrase and repeat
back information most or
all of the time.

Comments:

Score:

Instructor Signature:

Date:
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Module Two — Introduction Unit — Activity Task Photos
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Module Two — Introduction Unit — Unit Review Photos
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Module Two — Unit Two — Problem Cards

There are no clean glasses. The sinkis full of dirty dishes.
The dishwasher is not working. There is no water
coming into it. It's the middle of lunch service.

PROBLEM CARD 1

|
|
There are no clean glasses. The sinkis full of dirty dishes. :
The dishwasher is not working. There is no water |
coming into it. It's the middle of lunch service. |

|

|

PROBLEM CARD 2

You want to take vacation days off later this summer.
It's now April. Your parents are visiting this summer. You
filled out a form last week. You haven't asked anyone to
cover for you.

PROBLEM CARD 3
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You want to take vacation days off later this summer.

It's now April. Your parents are visiting this summer. You
filled out a form last week. You asked around but no one
can take your shift.

PROBLEM CARD 4

You don't know how to make coleslaw. You don't know
the ingredients for coleslaw. The coleslaw has run out.
There are several orders waiting for coleslaw.

PROBLEM CARD 5

You don't know how to make coleslaw. You don't know
the ingredients for coleslaw. The coleslaw has run out.
There are several orders waiting for coleslaw.

PROBLEM CARD 6
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There is a customer complaint. They are near the doors.

dinner special. They are complaining about the price.

PROBLEM CARD 7

| |
| |
| |
| |
: A server told you to tell someone. They were here for the :
l l
| |
| |

| |
| |
: There is a customer complaint. They are near the doors. :
: A server told you to tell someone. They were here for the :
| dinner special. They are complaining about the price. |
| |
| |

PROBLEM CARD 8

| |
| |
. Lettuce is running low. There’s lots of pizza dough in the :
| fridge. Only one container of food smells rotten. Pizza is |
. the dinner special today. |
| |
| |

PROBLEM CARD 9
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| |
| |
. Lettuce is running low. There’s lots of pizza dough in the :
| fridge. Only one container of food smells rotten. Pizza is |
. the dinner special today. |
| |
| |

PROBLEM CARD 10
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Module Two — Unit Two — Role Cards

You are a chef.

| |
| |
| |
| |
| |
| It is the middle of service. You are checking the plates on |
I l
| |
| |

the pass.
ROLE CARD 1
C i
| |
| |
. You are a chef. .
| |
| The rush is over. You are starting to close the kitchen |
| down. |
: ROLE CARD 2 :
C |
| |
| |
| You are a manager. |
| |
, . . . ,
| You are preparing for an important meeting. Your |
: meeting starts in ten minutes. :
: ROLE CARD 3 :
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You are a manager.

meetings in your schedule.

| |
| |
| |
| |
| |
| You are doing paperwork in your office. You have no |
| |
| |
: ROLE CARD 4 :

You are a co-worker.

phone.

| |
| |
| |
| |
| |
| You are on your break. You are reading the news on your |
| |
| |
: ROLE CARD 5 :

You are a co-worker.

You just arrived at work. Your shift starts in ten minutes.

ROLE CARD 6
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You are a supervisor.

| |
| |
| |
i You are talking to a delivery driver. She is showing you i
! photos of her family. !
| |
| |

ROLE CARD 7
L |
| |
: You are a supervisor. :
| |
| You are talking to a delivery driver. She forgot the |
! vegetables for today’s special dish. !
: ROLE CARD 8 :
C |
| |
: You are a host. :
| |
| Many customers just arrived at the restaurant at the |
! same time. They all have reservations. !
: ROLE CARD 9 :
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You are a host.

| |
| |
| |
| |
| |
| The last customers in the restaurant are eating dessert. |
| Your station is prepared for the next shift. |
| |
| |

ROLE CARD 10
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Module Two — Unit Three — Menu

T T g T R

r

Burgers and Sandwiches

» House Burger

» House Burger Deluxe

» Home Sandwich

» Home Sandwich Supreme
Salads

» Grarden Salad (one size omij)

» Fresh Salad (Large or small)
Sides

> Sharp Fries (Ehin)

> Shap Fries (5P£C3)

> Simple Fries (reqular)
Drinkes

» Milleshalkee

(sErawberrj, chocolate, vanilla)

» Smoothie
(strawberry, lemon, carrot)

O
W S S

|
8
5
|
f
%
|
|
|
i
fi
|
;
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Module Two — Industry Insider Photos
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Instructor Evaluation - Module Two

Name:

Outcome

Score=0

Score =1

Score =2

Use appropriate language
for interrupting

The learner had difficulty
using appropriate language
for interrupting.

The learner was able to use
appropriate language for
interrupting some of the
time.

The learner was able to use
appropriate language for
interrupting most or all of
the time.

Communicate information
succinctly

The learner had difficulty
communicating
information succinctly.

The learner was able to
communicate information
succinctly some of the
time.

The learner was able to
communicate information
succinctly most or all of the
time.

Use and expand on set
phrases

The learner had difficulty
using and expanding on
set phrases.

The learner was able to use
and expand on set phrases
some of the time.

The learner was able to use
and expand on set phrases
most or all of the time.

Provide descriptions

The learner had difficulty
providing descriptions.

The learner was able to
provide descriptions some
of the time.

The learner was able to
provide descriptions most
or all of the time.

Ask clarifying questions

The learner had difficulty
asking clarifying questions

The learner was able to ask
clarifying questions some
of the time.

The learner was able to ask
clarifying questions most or
all of the time.

Make requests for more
information

The learner had difficulty
making requests for more
information.

The learner was able to

make requests for more
information some of the
time.

The learner was able to
make requests for more
information most or all of
the time.

Repeat back information

The learner had difficulty
repeating back information.

The learner was able to
repeat back information
some of the time.

The learner was able to
repeat back information
most or all of the time.

Use politeness

The learner had difficulty
being polite.

The learner was able to be
polite some of the time.

The learner was able to be
polite most or all of the
time.

Comments:

Score:

Instructor Signature:

Date:

Here to Help : Workplace communication skills for food services

globalaccess.bowvalleycollege.ca | © Bow Valley College, 2018

Page 253




INSTRUCTOR MATERIALS AND RUBRICS

OOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOA

Module Three — Introduction Unit — Activity Task Posters

WARNING

AUTHORIZED PERSONNEL ONLY

Only trained personnel are permitted
to use and clean this equipment.

CLEANING

Disconnect power supply before cleaning.
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CHECK YOUR EQUIPMENT

Are you using the correct colour coded chopping board and knife?

®

&

Salads &
Fruits
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Rocky Mountain Cheeseburger

Check yourself — have you followed the hygiene requirements?

Check your ingredients — is everything fresh? Do you have enough of everything?
Check your station — is everything set up? Is everything sanitized?

Build your burger.

Top bun grilled

3 slices pickle

2 slices tomato

Red onions

1 oz lettuce

2 slices swiss cheese

Beef patty

Bottom bun grilled

START HERE
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Module Three — Introduction Unit — Unit Review Photos
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Module Three — Unit One — Activity Task Photos
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Module Three — Unit Two — Performance Activity Photos
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Module Three — Industry Insider Photos
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T
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Instructor Evaluation — Module Three

Name:

Outcome

Score=0

Score =1

Score =2

Provide details

The learner had difficulty
providing details.

The learner was able to
provide details some of the
time or with prompting.

The learner was able to
provide details most or all
of the time.

Use direct language

The learner had difficulty
using direct language.

The learner was able

to use direct language
some of the time or with
prompting.

The learner was able to use
direct language most or all
of the time.

Voice decisions and reasons

The learner had difficulty
voicing decisions and
reasons.

The learner was able to
voice decisions and reasons
some of the time or with
prompting.

The learner was able to
voice decisions and reasons
most or all of the time.

Express feelings and
opinions

The learner had difficulty
expressing feelings and
opinions.

The learner was able

to express feelings and
opinions some of the time
or with prompting.

The learner was able

to express feelings and
opinions most or all of the
time.

Recognize directives
in softened language
by repeating back the
directive

The learner had difficulty
recognizing directives in
softened language.

The learner was able to
repeat back the directive
some of the time or with
prompting.

The learner was able to
repeat back the directive
most or all of the time.

Comments:

Score:

Instructor Signature:

Date:
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Module Four — Introduction Unit — Sample Resume

Jack Costa

#123, 456 7th Avenue SW
Calgary, AB
403-123-4567
jcosta@email.com

Personal Statement

A positive and professional customer services assistant. Before | moved to Canada | had five
years of work experience in a clothing store. | am looking for learning opportunities in a busy
environment.

Work Experience

2016 - present

Calgary, AB

Cashier — My Mama's Pasta
» Serve customers quickly
» Restock product shelves

» Prepare catering orders

2010 - 2015
Santiago, CHILE
Retail Assistant — New Four

» Make style recommendations
» Help customers find sizes

» Handle cash and credit/debit machine

Education

2007 - 2011
Santiago, CHILE
West High School

Addtional Skills and Interests
I volunteer in my community and help senior citizens practice their English skills. | enjoy
playing soccer, tennis and running.
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Module Four — Introduction Unit — Unit Review Photos
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Module Four — Unit One —Task Cards

| preparing soup 5
5 washing the bins 5
5 taking out the trash 5
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5 arriving for work 5

 stocking the condiments

5 washing dishes 5
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TASK CARD 11

cleaning the walk-in fridge

5 talking to a customer 5

TASK CARD 12
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TASK CARD 13
TASK CARD 14

sweeping the floor

TASK CARD 15

TASK CARD 16
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TASK CARD 17
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5 washing vegetables 5

TASKCARD 19

TASK CARD 20
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FEEDBACK CARD 1

5 You made a mess. 5

You used the wrong food.

FEEDBACK CARD 3

" You put them/it in the wrong place.

FEEDBACK CARD 4
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" You said something strange.

FEEDBACK CARD 5
L e e e e e e e e e e e e e e e = — 4
e e e e e e 1
| |
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| |
| |
' You were slow '
| o |
| |
: FEEDBACK CARD 6 :
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" You didn't do a routine task.

5 You didn't hear me. 5
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FEEDBACK CARD 9

i You didn't tell anybody about a problem. i

You did something unsafe.

FEEDBACK CARD 10
FEEDBACK CARD 11

" You were rude to a customer.

FEEDBACK CARD 12
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5 You were clean. 5

FEEDBACK CARD 13
FEEDBACK CARD 14

5 You were organized. 5

FEEDBACK CARD 15

| You were polite. 5

FEEDBACK CARD 16

" You used all the right ingredients.
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FEEDBACK CARD 17

" You communicated clearly.

FEEDBACK CARD 18

" You cleaned up after yourself.

FEEDBACK CARD 19

You put everything away correctly.

FEEDBACK CARD 20

5 You were early. 5
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Module Four — Industry Insider Photos
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Instructor Evaluation — Module Four

Name:

Outcome

Score=0

Score =1

Score =2

Elicit feedback

The learner had difficulty
eliciting feedback.

The learner was able to
elicit feedback some of the
time or with prompting.

The learner was able to
elicit feedback most or all
of the time.

Use active listening to be

The learner had difficulty

The learner was able to

The learner was able to

receptive to feedback using active listening to be use active listening to use active listening to be
receptive to feedback. be receptive to feedback receptive to feedback most
some of the time or with or all of the time.
prompting.
Offer suggestions The learner had difficulty The learner was able The learner was able to

offering suggestions.

to offer suggestions
some of the time or with
prompting.

offer suggestions most or
all of the time.

Talk about strengths, skills,
and past experience to
persuade others

The learner had difficulty
talking about strengths,
skills, and past experience
to persuade others.

The learner was able to
talk about strengths, skills,
and past experience to
persuade others some

of the time or with
prompting.

The learner was able to
talk about strengths, skills,
and past experience to
persuade others most or all
of the time.

Comments:

Score:

Instructor Signature:

Date:
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Further Reading

The following links will provide learners and instructors with more information and resources about working
in food services:

https://alis.alberta.ca/
From website: Plan your Career; Explore Education and Training; Look for Work; Succeed at Work; Inspire and
Motivate; Tools and Resources

https:.//open.alberta.ca/publications/2292-8863
From website: Annual profiles of Alberta’s accommodation and food services industry. Information and
statistics on demographics, wages and employment trends and outlook are included.

https://open.alberta.ca/publications/food-retail-and-foodservices-code

From website: The Food Retail and Foodservice Code consists of model requirements for safeguarding public
health and assuring food safety. Working through the Canadian Food Inspection System, government and
industry have developed a model regulation, the Food Retail and Foodservices Regulation, as well as this
accompanying code of practice for the foodservice and food retail industries.

https.//work.alberta.ca/documents/employment-standards-guide-for-hospitality-industry.pdf
From website: This brochure covers the basic standards employees can expect. It outlines the law in everyday
language.

https.//work.alberta.ca/index.html
From website: Ministry of Labour. Ensures Alberta has a skilled workforce and safe, thriving workplaces to
keep growing our economy. Services and information.
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