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vskillbuilders n speaking and listening n entry level 1

Introduction

Functional Skillbuilders have been specifically developed to support teachers delivering
Functional Skills. There are 30 volumes in the series providing a dedicated book for each
section and level of the Functional Skills standards in English and maths. The series has
also proved to be invaluable to support English and maths skills for a range of students
whether they are working towards Functional Skills, Apprenticeships, Foundation and
Progression Awards or simply brushing up on their skills.

All the task-based activities in Functional Skillbuilders are based in three workplace
settings – a hotel, a supermarket and a factory. This helps make the activities both real
and relevant to adult and young adult learners. Knowledge about each workplace builds
cumulatively as students progress through the levels. The tasks become increasingly work
specific as students progress through the series. Students will find the tasks in Entry Level 1
Speaking and Listening both familiar and accessible.

Functional Skills

These activities are task-based and provide teachers with a variety of materials to build
the full range of Functional Speaking and Listening skills. The first section of the book
explicitly teaches the Functional Speaking and Listening skills required at Entry Level 1.
Students then have 2–3 more opportunities to build and apply these skills in vocational
contexts, allowing the teacher to teach skills, enable practise and to check learning. 

Functional Skillbuilders are designed to be mediated by teachers. The teaching notes
explain the skills addressed on each worksheet and provide guidance for teaching
strategies. Templates and/or additional teaching materials for group work are included.

How to use this pack

Ask the student to complete the checklist on page xxiii with you. This checklist will tell you the
speaking and listening skills your student most wants to practise. Use the outcome of this
discussion to agree targets with the student and use the table to identify suitable worksheets.

There is a significant difference between the level of language expected at Entry level 1
Speaking and Listening than expected at Entry Level 1 Reading and Writing. Your students
will therefore almost certainly need support with reading the information on the
worksheets. You should read the information to your students wherever necessary.

Teaching notes

There are teaching notes for each worksheet. They explain the purpose of each worksheet
and any groundwork that the teacher needs to cover first. The teaching notes include
suggestions for group work, work in pairs and extension work. 
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Introduction

vi

Worksheets

Scenario If a worksheet uses a scenario it will appear in a tinted box like this.

Teaching point

If there are any teaching points on the worksheet they will appear like this.

Scenarios

A box like this at the top of each worksheet tells students the skills they will
practise, ensuring that they are aware of learning outcomes from the outset.

Mapping

Mapping to the Functional Skills standards is available electronically. Please email
enquiries@axiseducation.co.uk.

Interactive CD-ROM and CDROM scripts

Twelve of the worksheets are designed for use with our interactive CDROM. For teachers
without regular access to multimedia computers we have included scripts from all the
activities. The scripts start on page 58.

Additional teaching materials

These are provided at the very back of the pack photocopy them as required.
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Teaching notes

These teaching notes are organised by
worksheet. There are teaching notes for every
worksheet and they are designed to be read in
conjunction with a photocopy of the relevant
worksheet. The skills covered are listed
alphabetically in the Student checklist on page
xxiii of this pack. The Groundwork section
highlights the skills that need to be taught before
your students tackle the worksheets, together
with teaching suggestions. Suggestions for
paired and group work are also included.

Worksheets 1, 2, 3
Speaking clearly

Worksheets

Explain the skills your students are going to
practise, then read the teaching notes with them.
Ask if they would like to add any points about
being a good speaker or good listener and scribe
these on the board.

1. Read this information to your group. Mumble,
avoid eye contact and speak slowly with
unclear emphasis. You could even read it with
your back to the group. Do not repeat the
information.

This information is given to customers by the
Old Hall Hotel Restaurant Receptionist:

“The restaurant serves evening meals from 7 pm
until 10.30 pm. Room service is available
outside these times. Today’s specials are skate
wings, fresh crab and scallops. Everything is
available on the main menu, except the
venison. Would you like to see the menus
now?”

Once you have read the announcement ask
students to answer the questions on
Worksheet 1.

2. Read this information to your group. Speak
clearly, but quite quickly, with emphasis and
use eye contact. Do not repeat the
information.

This information was given to a customer at
Blackwell’s Supermarket customer service
desk:

“I can see that the kettle is damaged. As you
no longer have the receipt I can offer you two
choices. You could exchange the kettle for
goods of the same value in-store today. Or
you could have vouchers. The vouchers are
valid for a year. Vouchers are available for five
pounds, ten pounds or twenty pounds. The
kettle is worth £30, so you can choose any
combination of vouchers up to £30.”

Once you have read the announcement ask
students to answer the questions on
Worksheet 2.

3. Read this information to your group. Speak
clearly and evenly with emphasis. Use eye
contact. Repeat the information.

This information was given at a staff meeting
by the Stores Manager at AutoParts:

“We are expecting a large delivery from Ford
tomorrow. The door trims, and other plastics
for the Focus and Fiesta are arriving. Loading
bays 2 and 3 will be taken up between 10.30
and 12.30. Any other deliveries should be
directed to loading bay 1 during these times.
We can’t allow any split shifts tomorrow as all
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fork lift drivers will need to be available for
work in-stores.”

Once you have read the announcement ask
students to answer the questions on Worksheet 3.

Extension work

Students should be encouraged to speak clearly
at all times. They could use the guidelines they
created on Worksheet 3 as an aide-mèmoir
before every speaking activity in this book.

Worksheets 4, 5
Ask for things using appropriate
terms

Groundwork

Read the teaching points with your students to
introduce this topic. You could then ask students
to give examples of appropriate ways of making
and receiving requests from their own experience
in social, work and official situations.

Worksheets

Explain the skills your students are going to
practise, then explain to your students that you
are going to make a request in three different
ways. You will be using different terms and tone
of voice. Read each request clearly. Your students
must listen to you, making notes if they want to.
When you have read the first group of requests
ask your students to answer the questions on the
worksheet by circling the answers. Carry out the
same procedure for the next two groups of
requests.

Request 1

Tell your students that this request will be made
to a friend.

Version 1 – “You’ve got nothing better to do,
can’t you get my newspaper for me?” (moaning)

Version 2 – “Could you collect my newspaper
while you’re at the shop?” (neutral)

Version 3 – “Get my newspaper while you’re
there, would you?” (whining)

Request 2

Tell your students that this request will be made
to a supervisor at work.

Version 1 – “Give me Friday afternoon off.”
(assertively)

Version 2 – “I need Friday afternoon off.”
(aggressively)

Version 3 – “Please could I have Friday
afternoon off?” (politely)

Request 3

Tell your students that this request will be made
to a colleague at work.

Version 1 – “Can you call stores and order some
paper for the photocopier?” (politely)

Version 2 – “We need some more paper for the
photocopier. Sort it out please.” (tersely)

Version 3 – “There’s never any paper in the
photocopier. Why don’t you ever order it in good
time?” (annoyed)
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Worksheets 6, 7
Ask questions to obtain specific
information

Groundwork

To introduce the activities on these worksheets
you could ask students to tell you what makes
asking questions difficult. Write a list on the
board. Come back to this list once your students
have completed the worksheets. Try to
demonstrate how the skills they have just been
practising can combat the difficulties they listed.

Find out from your group the sorts of situations
where they need to ask questions for
information. This may include social situations,
or at work, when asking for directions, or asking
for information when shopping. 

Worksheets

Use the teaching point to show how the need for
information translates into a question. Then
explain the skills your students are going to
practise, and ask them to carry out the activities.

Extension work

Encourage your students to question you during
lessons. They should be able to ask you to clarify
teaching points and to find out specific
information. You may need to remind students that
questions should be appropriate to the situation.

Worksheets 8, 9
Listening for gist

Groundwork

Use the teaching point to introduce this topic.
You should also ask your students how they listen
for the gist of things. Scribe their ideas on the
board to form a checklist.

Worksheet 8

Explain the skills your students are going to
practise. Read each point clearly. Your students
must listen to you without making notes. When
you have read the first script ask your students
to answer the questions on the worksheet by
circling their answers. Carry out the same
procedure for the five remaining scripts.

Script 1

“ Would the owner of a Ford Fiesta registration
number GL59 HYN please come to the
reception desk.”

Script 2

“ There will be first aid training session for all
kitchen staff tomorrow between 9 and 12 in
the morning. Please report to the Burrator
Room when you arrive.”

Script 3

“ We have sold out of German Salami but we
are expecting some in tomorrow. The Danish
Salami is still available.”

Script 4

“ The store will be closing in ten minutes.
Would all shoppers now please make their
way to the checkouts.”

Script 5

“ The car park is being resurfaced in the
morning. Only managers will be able to park
on the premises — at the back of the loading
bays. All other staff should park outside the
factory gates.”
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Teaching notes

x

Script 6

“ The stores department is just off the factory
floor. The best thing to do is to go through the
double doors at the end of the corridor and
then ask someone to show you the way.
They’ll all be able to help you.”

Worksheet 9

Read through the teaching points with your
students, using examples to demonstrate the
points. Split your group into pairs and tell them
that one partner will listen first while the other
speaks, then they will swap roles. They will each
need a photocopy of this worksheet.

Task 1

Gather the speakers together and tell them that
they must speak to their partner for two minutes
about a hobby or pastime. They can talk about
anything – the idea is to keep talking. They
should speak clearly so that their partner can
understand them easily. You will tell them when
to start and when to stop.

Gather the listeners together and explain that
their partner is going to talk to them about
something. They must avoid eye contact while
they are listening and look disinterested. They
must not speak to their partner. It is important
that the speakers do not hear your instructions.

Tell the pairs to start work. Time them for two
minutes and then tell them to stop.

Ask the pairs to answer the questions on the
worksheet and then feed back their information
to the group.

Task 2

This time the speakers and listeners swap roles.
Gather the speakers together and tell them that
they must speak to their partner for two minutes
about a hobby or pastime. They can talk about
anything – the idea is to keep talking. They
should speak clearly so that their partner can
understand them easily. You will tell them when
to start and when to stop.

Gather the listeners together and explain that
their partner is going to talk to them about
something. They must use eye contact while they
are listening and look interested, but they must
not speak to their partner. It is important that
the speakers do not hear your instructions.

Tell the pairs to start work. Time them for two
minutes and then tell them to stop.

Ask the pairs to answer the questions on the
worksheet and then feed back their information
to the group.

Use your summing-up of this exercise to reiterate
the importance of the teaching points on
Worksheet 9.

Worksheets 10, 11
Listen for detail

Groundwork

Use the teaching point to introduce this topic.
You should also ask your students what
strategies they use to listen for detail.

Worksheet 10 

Explain the skills your students are going to
practise. To make the task more like a station
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announcement, read the scripts so that the
students can’t see your face. Your students must
listen to you without making notes. When you
have read the first script ask them to answer the
questions. Carry out the same procedure for the
remaining scripts.

Script 1

“The 18.04 service from London Paddington to
Plymouth will now be running 30 minutes late. I
repeat, the 18.04 service from London
Paddington to Plymouth will now be running 30
minutes late. This train will no longer stop at
Reading, Newbury or Westbury. Passengers for
these stations should take the 19.15 service to
Bristol Temple Meads. The buffet car will be open
until 19.30.”

Script 2 

“The 13.35 service from London Paddington to
Penzance will now depart from platform 10a.
Passengers travelling to Newton Abbot should
travel in the first 10 carriages of the train. The
restaurant car will be open from Paddington to
Exeter St David’s, serving hot and cold meals.
The train is due to arrive in Penzance at 18.49.”

Script 3 

“The late-running 10.30 service from London
Paddington to Cardiff Central has arrived at
Platform 7. This service will now depart at 11.50
calling at Reading, Swindon, Bristol Parkway,
Newport and Cardiff Central only. Passengers
planning to travel to alternative destinations
should report to the information desk. A
restaurant is available to customers joining the
train from Swindon to Cardiff Central.”

Worksheet 11 

Explain the skills your students are going to
practise. Read the scripts so that the students
can see your face – tell them that you will clarify
points if they ask you to. Your students must
listen to you without making notes. When you
have read the first script ask your students to
answer the questions. Carry out the same
procedure for the remaining three scripts.

Script 1

“Breakfast is served in the Dining Room between
7.30 and 10 o’clock each morning. We can also
provide a continental breakfast in your room
anytime between 6 o’clock and 10 o’clock. Please
let us know the night before by using the
breakfast menu in your room. If you fill it in and
hang it on your door handle it will tell us what
you’d like and when you would like it.”

Script 2

“We are hosting two wedding parties today. The
first is Mr and Mrs King. They’ll be arriving just
after 2 pm in the Buckland Room. There will be
140 diners for a buffet meal. The second party is
Mr and Mrs Rickard, who are due just after 4
pm. They are having 90 guests for our full
champagne wedding breakfast.”

Script 3

“Jan has called in sick, so we will be short-staffed
on the deli counter this afternoon. She was due
to work the afternoon shift from 11.30 until 5.30.
I need a volunteer to work on the deli counter
this afternoon. If you are interested can you
come to my office after this meeting, please.”
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Script 4

“We can take leather in for cleaning, but we
don’t dry clean it here. Leather and suede goods
are sent to a specialist cleaner. These trousers
would be back here in seven days. The list price
for cleaning leather jeans is £30, and if they are
going to cost more than that the specialist
cleaners will ask me to contact you first to make
sure you agree on the price.”

After you have completed both worksheets with
your students, sum up the activities by
reiterating the importance of listening for key
words. 

Worksheets 12, 13
Follow instructions

Groundwork

Ask your students to provide you with a list of
key words they need to listen out to when
hearing instructions. These should include
procedural words such as first, next, then and
after. The list should also include imperatives
such as put, pull, press and push. The list may
also include directional words such as up, on,
over, above and down. Write the lists on a board,
grouping them as your students say them. Then
use the teaching point to introduce the topic.

Worksheet 12

Explain the skills your students are going to
practise, then tell them that you are going to
read a set of instructions to them. They must
listen carefully and use the dots to form a letter.
They can ask for instructions to be repeated if
necessary. You may need to teach students the
terms vertical and horizontal.

“Use a blank piece of paper.

Start about 2 centimetres from the top of the
page and draw a vertical line about 5
centimetres long.

Put your pen in the middle of the line and draw a
horizontal line about 4 centimetres long, going
out to the right from the vertical line. 

Now draw another vertical line exactly the same
length as the first one but about 4 centimetres to
the right of it. This vertical line should touch the
end of the horizontal line.”

Worksheet 13

Explain the skills your students are going to
practise, then tell them that you are going to
read a set of instructions to them. They must
listen carefully and use the template to make a
shape. They can ask for instructions to be
repeated if necessary. Your students will need
scissors and glue for this activity.

“Firstly cut along the solid lines to cut out the
shape.

Then fold along the dashed lines.

Glue the back of flaps 1, 2, 3 and 4.

Fold square d around so that you can stick flap 4
to the inside of square a.

Press flap 1 to stick to square a and flap 4.

Stick flap 2 to square d.

Stick flap 3 to square c.

Fold over square e and tuck in flap 5.”
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Group/extension work

Provide instructions for your students to carry out
a variety of practical tasks. These could include:

n using a photocopier

n setting an alarm

n operating a fire alarm

n opening a fire door.

Worksheets 14, 15
Listen and respond to requests for
personal information

Groundwork

Ask your students to give you examples of when
they are asked to tell people their name, address
and telephone number. Write a list of scenarios
on the board. Then use the teaching point on
Worksheet 14 to see how many of their own
ideas match those in the book. 

Worksheet 14

Ask your students these questions. Alternatively
you could prepare a list of questions and ask
students to work in pairs.

1. What is your name?

2. What is your address?

3. Can you tell me your postcode?

4. What is your telephone number? 

5. Do you know the STD code?

6. What is your date of birth?

7. Could you repeat that please?

8. Can you tell me your name, giving your
surname first please?

9. What are your initials?

10. What is your title?

Worksheet 15

Ask your students these questions. Alternatively
you could prepare a list of questions and ask
students to work in pairs.

1. What is your name?

2. Could you spell that for me please?

3. What is the first line of your address?

4. Could you repeat that please?

5. Can you tell me your address, giving your
postcode first?

6. Could you spell the name of your road?

Ask students to spell other parts of their address.

Worksheets 16, 17, 18 19
Use the CDROM

These worksheets all require the use of the
Speaking and Listening CDROM. If you don’t
have access to a CDROM you can use the scripts
on page 58.
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xiv

Skills covered:

Worksheet 16 — listening for gist and detail.
Using appropriate language

Worksheet 17 — using appropriate language

Worksheet 18 — responding to requests.
Listening for detail.

Worksheet 19 — responding to requests for
information. Listening for detail. Asking
questions

Worksheets 20, 21
Role-play – waiter and guest
Make requests. Listen for detail

Groundwork

Use the teaching point to introduce the idea of
role-play. You should also remind students about
strategies for listening for detail. This would be a
good opportunity to discuss the use of
appropriate language with your students. Tell
them the scenario and ask them to provide a set
of top ten guidelines for both waiter and guest.
Write them on the board. This could be
something like: For waiters: Be polite at all times,
don’t swear, speak clearly, etc. 

Worksheets

Worksheet 20 provides instructions for the
waiter. Worksheet 21 provides instructions for
the person playing the guest. You will need to
have the breakfast order pad and menu
photocopied separately for students to use, these
are on pages 69 and 70. Explain the skills your
students are going to practise via this role-play
and read any instructions or other words to them
as required. You could go through both sets of
teaching points to remind students of the skills
they are going to rehearse. Then ask them to

carry out the tasks. Students could then swap
roles.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the order pad and menu as props for
different scenarios. For example:

n a guest orders a meal and the chef has run
out

n a guest wants to order a meal that is a
mixture of two of the cooked breakfasts

n a guest orders a meal and complains that the
bacon is burned

n a guest arrives at breakfast and the dining
room is full.

Worksheets 22, 23
Role-play – receptionist and guest
Make requests. Listen for detail.
Respond to requests for personal
information

Groundwork

Remind students about strategies for listening
for detail. This may be a good opportunity to
practise the concept of using appropriate
language with your students. Tell them the
scenario and ask them to provide a set of top ten
guidelines for both receptionist and guest. Write
them on the board.

Worksheets

Worksheet 22 provides instructions for the
receptionist. Worksheet 23 provides instructions
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for the person playing the guest. You may like to
have the registration form photocopied separately
for students to use. Explain the skills your students
are going to practise via this role-play and read
any instructions or other words to them as
required. You could go through both sets of
teaching points to remind students of the skills
they are going to rehearse. Then ask them to carry
out the tasks.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the registration form and/or the situation as
props for different circumstances. For example:

n a guest arrives and the receptionist has no
record of a booking 

n a guest arrives and wants to change a previous
booking

n a guest comes back to reception and complains
that they booked a double room and have been
given a single.

Worksheets 24, 25
Role-play – receptionist and guest
Make requests. Listen for detail.
Respond to requests for personal
information

Groundwork

Explain the scenario to your students. This may be
a good opportunity to remind students about
using appropriate language between employees
and guests with your students. You can re-visit the
set of top ten guidelines for receptionists and

guests that you prepared for Worksheets 22 and
23.

Worksheets

Worksheet 24 provides instructions for the
receptionist. Worksheet 25 provides instructions
for the person playing the guest. You may like to
have the leisure club diary photocopied
separately for students to use. Explain the skills
your students are going to practise via this role-
play and read any instructions or other words to
them as required. You could go through both
sets of teaching points to remind students of the
skills they are going to rehearse. Then ask them
to carry out the tasks. You will need a copy of the
form on page 72 for this activity.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the leisure club form and timetable as props
for different circumstances. For example:

n a guest arrives and the receptionist can’t fit in
an assessment and has to offer an alternative
appointment

n a guest arrives and wants to change an
appointment.

Worksheets 26, 27
Role-play – leisure club worker and
guest
Make requests. Listen for detail. Give
instructions. Follow instructions

Groundwork

Explain the scenario to your students. You may
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also need to demonstrate how to use the
floorplan of the leisure club. 

This is available on page 66. Use the worksheet
to show students how to use the plan.

Worksheets

Worksheet 26 provides instructions for the
leisure club worker. Worksheet 27 provides
instructions for the person playing the guest.
Each partner will need a copy of the floorplan.
Explain the skills your students are going to
practise via this role-play and read any
instructions or other words to them as required.
You could go through both sets of teaching
points to remind students of the skills they are
going to rehearse. Then ask them to carry out
the tasks.

Extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Group work

Use copies of the floorplan on page 66 to
conduct some group activities. For example:

n give and receive directions to and from various
parts of the leisure club

n there is a fire drill, students are in a certain
part of the club – where is the nearest fire exit?

Worksheets 28, 29, 30, 31
Use the CDROM

These worksheets all require the use of the
Speaking and Listening CDROM. If you don’t
have access to a CDROM you can use the scripts
on page 58.

Skills covered:

Worksheet 28 — listening for detail. Making
announcements

Worksheet 29 — listening for detail. Using
appropriate language and tone. Identifying
feelings

Worksheet 30 — using appropriate language
and tone. Identifying feelings

Worksheet 31 — understanding instructions.
Using appropriate language. Giving instructions

Worksheets 32, 33
Role-play – cashier and customer
Make requests. Listen for detail

Groundwork

Use the teaching point to introduce the idea of
role-play. You should also remind students about
strategies for listening for detail. This would be a
good opportunity to discuss the use of
appropriate language with your students. Tell
them the scenario and ask them to provide a set
of top ten guidelines for both cashier and
customer. Write them on the board. This could
be something like: “For cashiers: be polite at all
times, don’t swear, speak clearly!”

Worksheets

Worksheet 32 provides instructions for the
cashier. Worksheet 33 provides instructions for
the person playing the customer. You may like to
have the debit slip on worksheet 32 photocopied
separately for students to use. Explain the skills
your students are going to practise via this role-
play and read any instructions or other words to
them as required. You could go through both
sets of teaching points to remind students of the
skills they are going to rehearse. Then ask them
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to carry out the tasks. Students could then swap
roles.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the debit slip and/or the situation as props
for different circumstances. For example:

n a customer arrives at the checkout and it is
closing

n a customer is half way through shopping and
remembers that they also need to get a loaf of
bread

n a customer checks debit slip and notices that
some of the goods have been scanned twice.

Worksheets 34, 35
Role-play – deli counter worker and
customer
Make requests. Listen for detail.
Respond to requests for information

Groundwork

Remind students about strategies for listening
for detail. This may be a good opportunity to
practise the concept of using appropriate
language with your students. Tell them the
scenario and ask them to provide a set of top ten
guidelines for both the deli counter worker and
customer. Write them on the board.

Worksheets

Worksheet 34 provides instructions for the deli
counter worker. Worksheet 35 provides
instructions for the person playing the customer.
You may like to photocopy the ticket on

worksheet 34 for students to use. Explain the
skills your students are going to practise via this
role-play and read any instructions or other
words to them as required. You could go through
both sets of teaching points to remind students
of the skills they are going to rehearse. Then ask
them to carry out the tasks.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed-
back to the group. Address any difficulties. 

Use the deli counter ticket, labels from the
products and/or the situation as props for
different circumstances. For example:

n a customer tries to jump the queue

n a customer checks the labels and notices that
they have been given best ham, and they
really wanted best smoked ham

n the deli counter has run out of one particular
product and offers the customer a near
alternative.
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Worksheets 36, 37
Role-play – customer service desk
worker and customer
Make requests. Listen for detail.
Respond to requests for personal
information

Groundwork

Explain the scenario to your students. This may
be a good opportunity to remind students about
using appropriate language between employees
and customers with your students. You can role-
play the set of top ten guidelines for workers and
customers that you prepared for Worksheets 32
and 33.

Worksheets

Worksheet 36 provides instructions for the
customer service worker. Worksheet 37 provides
instructions for the person playing the customer.
You may like to have the returned goods form on
Worksheet 36 photocopied separately for
students to use. Explain the skills your students
are going to practise via this role-play and read
any instructions or other words to them as
required. You could go through both sets of
teaching points to remind students of the skills
they are going to rehearse. Then ask them to
carry out the tasks.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the returned goods form and/or the
situation as props for different circumstances.
For example:

n a customer wants to return some goods
because they are faulty

n a customer wants to return goods, but they
don’t have a receipt. The assistant can only
offer them vouchers

n a customer wants to return goods, but there is
nothing wrong with them and they have been
used. What should the assistant do?

Worksheets 38, 39
Role-play – supermarket worker and
customer
Make requests. Listen for detail. Give
instructions. Follow instructions

Groundwork

Explain the scenario to your students. You may
also need to demonstrate how to use the
floorplan of the supermarket. This is available on
page 68. Use the worksheet to show students
how to use the plan.

Worksheets

Worksheet 38 provides instructions for the
supermarket worker. Worksheet 39 provides
instructions for the person playing the customer.
Each partner will need a copy of the floorplan.
Explain the skills your students are going to
practise via this role-play and read any
instructions or other words to them as required.
You could go through both sets of teaching
points to remind students of the skills they are
going to rehearse. Then ask them to carry out
the tasks.

Extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 
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Group work

Use copies of the floorplan to conduct some
group activities. For example:

n give and receive directions to and from various
parts of the supermarket

n there is a fire drill and students are in a
certain part of the supermarket – where is the
nearest fire exit?

Worksheets 40, 41, 42, 43
Use the CDROM

These worksheets all require the use of the
Speaking and Listening CDROM. If you don’t
have access to a CDROM you can use the scripts
on page 58.

Skills covered:

Worksheet 40 — listening for detail. Making
announcements

Worksheet 41 — listening for detail. Using
appropriate language and tone. Identifying
feelings

Worksheet 42 — understanding instructions.
Using appropriate language. Giving instructions

Worksheet 43 — understanding instructions.
Using appropriate language. Giving instructions

Worksheets 44, 45
Role-play – supervisor and
storesperson
Make requests. Listen for detail

Groundwork

Remind students about strategies for listening for
detail. This would be a good opportunity to
discuss the use of appropriate language with
your students, especially in situations dealing with
your immediate boss or those responsible to you. 

Worksheets

Worksheet 44 provides instructions for the
supervisor. you may like to have the stock
requisition form on page 71. Worksheet 45
provides instructions for the person playing the
storesperson. Explain the skills your students are
going to practise via this role-play and read any
instructions or other words to them as required.
You could go through both sets of teaching
points to remind students of the skills they are
going to rehearse. Then ask them to carry out
the tasks. Students could then swap roles.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the situation as a starting point to role-play
for different circumstances. For example:

n a supervisor asks a worker to carry out a task
and they do not understand the instructions

n a worker is late back from lunch and the
supervisor is cross

n a worker is unable to carry out a task because
they have been too busy answering the
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telephone in the supervisor’s absence

n a worker needs to ask their supervisor for time
off for a hospital appointment.

Worksheets 46, 47
Role-play – canteen worker and
factory worker
Make requests. Listen for detail

Groundwork

Use the teaching point to introduce the idea of
role-play. You should also remind students about
strategies for listening for detail. This would be a
good opportunity to discuss the use of
appropriate language with your students. These
worksheets also provide students with the
opportunity to practise reading and number skills. 

Worksheets

Worksheet 46 provides instructions for the
canteen worker. Worksheet 47 provides
instructions for the person playing the canteen
customer. Explain the skills your students are
going to practise via this role-play and read any
instructions or other words to them as required.
You could go through both sets of teaching
points to remind students of the skills they are
going to rehearse. Then ask them to carry out
the tasks. Students could then swap roles.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Use the menu and/or the situation as props for
different circumstances. For example:

n a customer arrives at the canteen and it is
closing

n a customer orders something that is no longer
available

n a customer checks their change and realises
that it is wrong.

Worksheets 48, 49
Role-play – receptionist and visitor
Make requests. Listen for detail.
Respond to requests for personal
information

Groundwork

Explain the scenario to your students. This may
be a good opportunity to remind students about
using appropriate language between employees
and visitors. 

Worksheets

Worksheet 48 provides instructions for the
receptionist. Worksheet 49 provides instructions
for the person playing the job applicant. You may
like to have the job applicant registration form
photocopied separately for students to use; this
is on Worksheet 48. Explain the skills your
students are going to practise via this role-play
and read any instructions or other words to them
as required. You could go through both sets of
teaching points to remind students of the skills
they are going to rehearse. Then ask them to
carry out the tasks.

Group/extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed-
back to the group. Address any difficulties. 

Use the job applicant registration form and/or
the situation as props for different
circumstances. For example:
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n a visitor arrives and the receptionist can’t find
the forms they want

n a visitor arrives and the receptionist offers to
show them around the factory

n a visitor arrives and the receptionist says that
the position has been filled.

Worksheets 50, 51
Role-play – factory worker and visitor
Make requests. Listen for detail. Give
instructions. Follow instructions

Groundwork

Explain the scenario to your students. You may
also need to demonstrate how to use the
floorplan of the factory. This is available on page
68.

Worksheets

Worksheet 50 provides instructions for the
factory worker. Worksheet 51 provides
instructions for the person playing the visitor.
Each partner will need a copy of the floorplan.
Explain the skills your students are going to
practise via this role-play and read any
instructions or other words to them as required.
You could go through both sets of teaching
points to remind students of the skills they are
going to rehearse. Then ask them to carry out
the tasks.

Extension work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to feed
back to the group. Address any difficulties. 

Group work

Use copies of the floorplan on page 68 to
conduct some group activities. For example:

n give and receive directions to and from various
parts of the factory

n there is a fire drill, students are in a certain
part of the factory – where is the nearest fire
exit?
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Student checklist

Skill � Worksheets

Ask for things using appropriate terms 4, 5, 20, 21, 22, 23, 24, 25, 32, 35, 36, 
37, 44, 46, 47, 48, 49, 51

Ask questions to obtain specific information 6, 7, 19, 22, 23, 24, 25, 26, 27, 33, 34, 35, 
36, 37, 38, 39, 45, 47, 48, 49, 50, 51 

Follow/understand verbal instructions 12, 13, 27, 31, 39, 42, 43, 51

Give instructions 26, 31, 38, 42, 43, 50

Greet people 20, 22, 24, 32, 34, 36, 46, 48

Identify feelings 29, 30, 41

Listen and respond to requests for personal information 14, 15

Listen for detail 10, 11, 16, 18, 19, 20, 21, 22, 23, 24, 25, 
26, 27, 28, 29, 32, 33, 34, 35, 36, 37, 38, 
39, 40, 41, 44, 45, 46, 47, 48, 49, 50, 51

Listen for the gist of short explanations 8, 9, 16

Listen to requests 4, 20

Make announcements 28, 40 

Respond to requests 18, 19, 21, 25, 33, 35, 37, 45, 49 

Spell your name and address 14, 15

Understand the need to speak clearly to be understood. 1, 2, 3

Use appropriate language 16, 17, 29, 31, 41, 42, 43

Functional Skillbuilders Speaking and Listening Entry Level 1 will help you improve your English
skills. This chart lists the speaking and listening skills covered in this book. Tick the boxes to
say which skills you think you will find the most useful to practise. Then discuss your ideas with
your teacher.
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1

Understand the need to speak clearly to be understood.

1. Loud and clear 1

To communicate effectively depends on both the speaker and listener.
The speaker needs to: n talk at a volume that can be heard 

n speak clearly so that the listener can hear
n use language that the listener will understand
n organise what is said in order that the listener can follow
n pay attention to cues given by the listener.

The listener needs to: n pay attention to the speaker
n use facial expressions and body language to let the speaker

know that they are listening
n ask questions if they do not understand.

1. What was the information about?
a. room service at the

Old Hall Hotel
b. evening meals at the

Old Hall Hotel Restaurant
c. how to order specials at the

Old Hall Hotel Restaurant.

2. Did anything make the information
difficult to understand?

a. You couldn’t hear what was 
being said.

b. There was too much 
information.

c. The speaker spoke too slowly.

d. You couldn’t get any cues from 
the speaker.

e. The information was muddled.

f. The speaker spoke too quickly.

g. The speaker was too loud.

h. The speaker didn’t look at you.

Your tutor is going to give you some information. Listen to it, then answer these
questions. Tick all the boxes that apply.

3. Was the speaker... 

a. clear

b. muddled

c. difficult to understand

d. easy to understand?

4. What would have made the speaker
easier to understand?

a. speak louder

b. speak more clearly

c. use eye contact

d. speak more quickly

e. speak more slowly

f. repeat the information.

skillbuilders n speaking and listening n entry level 1
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Understand the need to speak clearly to be understood.

2. Loud and clear 2

2

Your tutor is going to give you some information. Listen to it, then answer these
questions. Tick all the boxes that apply.

1. What was the information about?

a. buying vouchers for 
Blackwell’s Supermarket

b. returning goods to Blackwell’s 
Supermarket

c. returning goods to Blackwell’s 
Supermarket without a 
receipt.

2. Did anything make the information
difficult to understand?

a. You couldn’t hear what was 
being said.

b. There was too much 
information.

c. The speaker spoke too slowly.

d. You couldn’t get any cues 
from the speaker.

e. The information was muddled.

f. The speaker spoke too quickly.

g. The speaker was too loud.

h. The speaker didn’t look at you.

i. There wasn’t enough 
information.

3. Was the speaker...

a. clear

b. muddled

c. difficult to understand

d. easy to understand?

4. What would have made the speaker
easier to understand?

a. speak louder

b. speak more clearly

c. use eye contact

d. speak more quickly

e. speak more slowly

f. repeat the information.
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Understand the need to speak clearly to be understood.

3. Loud and clear 3

Your tutor is going to give you some information. Listen to it, then answer these
questions. Tick all the boxes that apply.

1. What was the information about?
a. procedures for dealing with a particular delivery at the AutoParts factory

b. the AutoParts shift system

c. parking at the AutoParts factory.

2. Was the speaker...

a. clear

b. muddled

c. difficult to understand

d. easy to understand?

3. What made this information easier to understand?

a. You could hear what was being said.

b. There was the right amount of information.

c. The speaker spoke at the right pace.

d. The speaker looked at you.

e. The information was given in a sensible order.

f. The speaker repeated the information.

4. Work in pairs. Use the information you have learned on Worksheets 1–3 to decide on
guidelines for speaking clearly so that you can be heard and understood. Then practise
speaking clearly by telling your partner two separate pieces of information about yourself
using your own set of guidelines. 
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Ask for things using appropriate terms. Listen to requests.

4. Say what? 1

4

There are many different ways you could make a request. If you want your request to be
successful you will need to phrase it in a way that suits the situation. You also need to use
appropriate language and tone of voice. The way you make a request in different situations
will vary. For example, you would probably use informal language and tone to ask for
something from someone you know well socially, but you would probably use more formal
language to make a request to someone you don’t know very well at work.

1. Your tutor is going to make the same request in different ways. Listen to the
requests, making notes if you want to. Then answer these questions. Circle your
answers.

1a. Which request was the most polite? 1 2 3 

1b. Which request was the least polite? 1 2 3

1c. Which request would you respond best to? 1 2 3

2. Your tutor is going to make the same request in different ways. Listen to the
requests, making notes if you want to. Then answer these questions. Circle your
answers.

2a. Which request was actually a command? 1 2 3

2b. Which request was rude? 1 2 3

2c. Which request was the most appropriate? 1 2 3

3. Your tutor is going to make the same request in different ways. Listen to the
requests, making notes if you want to. Then answer these questions. Circle your
answers.

3a. Which statement was really a complaint? 1 2 3

3b. Which request was the least polite? 1 2 3

3c. Which request would you respond best to? 1 2 3
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Ask for things using appropriate terms.

5. Say what? 2

Use the knowledge that you have gained from the activities on Worksheet 4 to carry
out this activity. Read these statements aloud. Decide if they are requests or
commands. Circle your answers.

1. Put that back on the shelf. Request Command

2. Could you pass me that loaf of bread? Request Command

3. Please can I have another carrier bag? Request Command

4. Don’t queue at Till 6. Request Command

5. Can you reach that bottle of wine for me, please? Request Command

6. Would you tell me where I could find pet food? Request Command

Read this list of phrases that you could use to ask for things. Decide if they are
appropriate for making requests. Give your answers by writing the phrases in the
‘Do’s and don’ts’ chart below.

I want ... Can you ... Give me ... Tell me ... Please can I ...

Would you ... I would like ... Don’t ... Take this ... Could I ...

Do Don’t
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Ask questions to obtain specific information.

6. Can you tell me... ? 1

6

If you have to find out some specific information, you will probably have to ask some
questions. 

There are three important things to remember when you need to find out some information.
1. You should find out exactly what information you need.
2. Turn this into a question.
3. Ask the question in a suitable manner.

Jo is one of the receptionists at the Old Hall Hotel. A guest wants her to find out
about playing golf. She is going to ring the local golf club. She needs to find out:
n if the club accepts day members
n if so, how much a round of golf would cost
n the club’s opening times.

An appropriate way to find out this information would be as follows:

“Hello, I’m calling from the Old Hall Hotel on behalf of one of our guests. She
would like to come and play golf. Can you tell me if you accept day members and
how much this would cost, please?”

Jo would then listen to the response.
If the club does take day members she would then say:

“Thank you. Could you tell me your opening times, please?”

If the club does not take day members Jo would thank them and say goodbye.

Read this list of situations. Plan how to ask each question. Then role-play asking the
questions with a partner. Your partner should complete the ticklist on Worksheet 7 to
say if they were able to understand your question and if it was asked in a suitable
manner.

1. You are a vegetarian and want to eat dinner at the Old Hall Hotel. What would you ask the
waiter?

2. You are staying at the Old Hall Hotel and want to book a session on the sunbed. What
question/s would you ask the salon receptionist?

3. You are calling the Old Hall Hotel to find out if there are any vacancies for next weekend.
What question/s would you ask? What might they ask you?
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Ask questions to obtain specific information.

7. Can you tell me... ? 2

4. You are shopping at Blackwell’s Supermarket and can’t find the eggs. What question/s would
you ask an assistant?

5. You have arrived at Blackwell’s Supermarket and don’t have a £1 coin for the trolley. What
question/s would you ask an assistant?

6. You are at the checkout at Blackwell’s Supermarket when you realise you have forgotten to
buy bread. There is a queue behind you. What question/s would you ask an assistant?

7. You work at AutoParts and need to leave an hour early to go to the doctor. What question/s
would you ask your supervisor?

8. You have been given directions to reach AutoParts and are lost. What question/s would you
ask when you call them?

9. You have a parcel to deliver to AutoParts and are running late. You aren’t certain that you
will reach them by 5 pm. What question/s would you ask when you call them?

Question Could you Was it asked in Other comments
understand it? an appropriate manner?

1.

2.

3.

4.

5.

6.

7.

8.

9.
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Listen for the gist of short explanations.

8. Getting the general idea 1

8

Listening for the gist of something means listening to find out the general idea. This means
that you don’t have to pay attention to the detail, but you do need to get the general gist,
usually to decide if the information is relevant to you. 

Your tutor is going to read some information. Listen for the gist of each statement
then answer the questions for each script. Circle your answers.

Script 1 1. If you took a taxi to the hotel would you listen to this message?
a. Yes b. No

2. Who is the message for? a. People who park at the hotel
b. The owner of all Ford Fiestas
c. The owner of a particular Ford Fiesta

Script 2 3. You work in the hotel salon. Do you need to pay attention to this message?
a. Yes b. No

4. What is the message about? a. Kitchen staff
b. First aid training
c. The Burrator Room

Script 3 5. What is this message about? a. The deli counter
b. Produce from Denmark
c. Types of salami available

6. You want to buy ham. Do you need to pay attention to this message?
a. Yes b. No

Script 4 7. Who is this message for? a. Customers
b. Shop assistants

8. What is the message about? a. Checkout closures
b. Telling customers the store is shutting
c. Telling customers to leave the store at once

Script 5 9. Who is this message for? a. Customers
b. People who work at the factory

10. What is the message about? a. Parking arrangements while the car park is out of use
b. The staff car park
c. Manager’s car parking spaces

Script 6 11. What is the message about? a. How to find the factory floor
b. How to find the stores department
c. General directions

12. Who is the message probably for? a. The factory manager
b. Shop floor workers
c. A visitor
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Listen for the gist of short explanations.

9. Getting the general idea 2

If you are face-to-face with someone who is explaining something to you, you can show that
you are paying attention by:

n using body language – leaning forwards shows that you are interested

n eye contact – look them in the eye while they are speaking, but try not to stare

n the expression on your face – look interested, not bored.

You are going to work in pairs to carry out this next activity. One of you will listen
first, the other will speak. Then you will swap roles. Your tutor will give instructions to
you.

Questions for the listener

1. Write the gist of what your partner told you.

2. How did you feel while you were listening?

Questions for the speaker

1. Was your partner listening to you?

2. Give reasons for your answer to question 1.

3. How did you feel while you were speaking?

FSB_S_AND_L EL1_2011_U_S&L EL1  01/09/2016  06:36  Page 9



skillbuilders n speaking and listening n entry level 1

Listen for detail.

10. The finer points 1

10

Listening for detail means that you have to pay close attention to what is being said. When
you listen for detail you don’t have to remember every single word that is said. Listen out for
key words such as the names of people or places and costs, times and dates. Anything that is
repeated is likely to be especially important.

When you listen to detail face-to-face, you can ask the speaker to make the meaning clear.
Listening for detail in announcements can be more difficult as you won’t be able to ask any
questions.

Your tutor is going to make some announcements. Listen carefully to each one and
then answer the questions.

Script 1 1. How late is the train service?

2. At which stations will the trains no longer stop?

3. When will the buffet car close?

4. Where does the train start and finish?

Script 2 1. What platform will the train leave from?

2. What should you do if you are travelling to Newton Abbot?

3. What time should the train arrive in Penzance?

4. What are the food arrangements on the train?

Script 3 1. What platform is the train on?

2. Where will the train stop?

3. What time will the train leave?

4. What other information was given?
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Listen for detail.

11. The finer points 2

Your tutor is going to give you some information. Listen carefully to each item and
then answer the questions. You can ask your tutor to make clear the information they
give you.

Script 1 1. When is breakfast served?

2. Where is breakfast served?

3. If you want to have breakfast in your room, when should you order it?

4. How do you order breakfast in your room?

Script 2 1. How many weddings is the hotel hosting today?

2. What time is the first wedding party arriving?

3. What time is the second wedding party arriving?

4. How many guests are coming to the wedding of Mr and Mrs Rickard?

Script 3 1. Who has called in sick?

2. In what section does she work?

3. What hours need to be covered? 

4. What should you do if you are interested in covering the extra shift?

Script 4 1. What type of goods is sent to a specialist dry cleaner?

2. How long will the leather jeans take to clean?

3. What is the list price for cleaning them?

4. What will happen if the jeans will cost more than the list price to clean?
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skillbuilders n speaking and listening n entry level 1

Follow verbal instructions.

12. Taking orders 1

12

If you are given instructions you need to listen carefully. Instructions will tell you what to do
and when and how to carry out a task.

It is often important to carry out instructions in the correct order.

You can check if you have understood the instructions fully by asking yourself these questions:

n What do I have to do?

n How should I do it?

n When should I do it?

n Where should I do it?

n Why should I do it?

If you are unsure of the answers to any of these questions, you need to check with the person
giving the instructions to make the instructions clear.

Your tutor is going to give you some instructions. Follow them by listening carefully.
Ask questions if you need to.
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13skillbuilders n speaking and listening n entry level 1

Follow verbal instructions.

13. Taking orders 2

Your tutor is going to give you some instructions. Follow them by listening carefully.
Ask questions if you need to.

a

be f

c

d

1

3

25

4
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skillbuilders n speaking and listening n entry level 1

Listen and respond to requests for personal information.

14. Getting personal 1

14

You will often be asked to give people information about yourself.

You will need to tell people your name if you:
n make an appointment
n introduce yourself.

You will need to tell people your name and address and telephone number if you:
n return goods to a shop
n book a hotel room.

Key words to listen out for are:
n title
n initials
n name
n first name
n surname
n address
n postcode
n telephone number
n STD code
n date of birth
n spell
n repeat.

Your tutor is going to ask you some questions. Listen carefully and respond.
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15skillbuilders n speaking and listening n entry level 1

Listen and respond to requests for personal information.

15. Getting personal 2

You may be asked to spell your name when you give people information about yourself. If
some words in your name and address are difficult to spell you will need to learn how to spell
them.

You could try this method:
Look   Say   Cover   Write   Check

1. Look at the word.
2. Say it.
3. Write the word while saying the letter names.
4. Cover the word.
5. Write or say it from memory.
6. Check it.

You could keep a card with your details written on it so that if you need to give them over the
telephone you could simply read them out.

1. Complete this form and then highlight any parts that you find difficult.

Title: First name: Surname: 

Address: 

Postcode: 

2. Memorise the “tricky” parts in your personal details. If you find this difficult, ask
your tutor for suggestions on how to do this. 

3. Your tutor is going to ask you some questions. Listen carefully and respond.
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skillbuilders n speaking and listening n entry level 1

Listen for gist and detail. Use appropriate language.

16. Hotel – at reception

16

Carry out the tasks on Section 1 of the CDROM.

Read the scenario and then carry out the tasks in pairs. Ask your tutor if you need
help in reading any of the words.

Scenario Continue the role-play between Fiona Redmond and the receptionist.

Tasks 1. The person playing the role of Fiona should find out the following
information from the receptionist, using an appropriate manner: 
n If the interviews are running on time
n how long they are likely to last.

2. The person playing the role of the receptionist should respond to the
questions in an appropriate manner. You can make up the answers as you
go along. The purpose of the task is to use appropriate language in a
formal situation.
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17skillbuilders n speaking and listening n entry level 1

Use appropriate language.

17. Hotel – interview research

Carry out the tasks on Section 2 of the CDROM.

Read the scenario and then carry out the tasks in pairs. Ask your tutor if you need
help in reading any of the words.

Scenario Continue the role-play between Fiona Redmond and the receptionist.

Tasks 1. The person playing the role of Fiona should find out the following
information from the receptionist, using an appropriate manner:

Ask as much relevant information about the hotel as possible.
Remember that you are trying to find out if you want to work 
there and to gather extra details that might give you an advantage 
at the interview.

2. The person playing the role of the receptionist should respond to the
questions in an appropriate manner. You can make up the answers as you
go along. The purpose of the task is to use appropriate language in a
formal situation.
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skillbuilders n speaking and listening n entry level 1

Respond to requests. Listen for detail. 

18. Hotel – telephone booking

18

Carry out the tasks on Section 3 of the CDROM.

Read the scenario and then carry out the tasks in pairs. Ask your tutor if you need
help in reading any of the words.

Scenario Continue the role-play between Mr Evans and the receptionist.

1. The person playing the role of receptionist should take the details of Mr
Evans' booking in an appropriate manner.

How many nights will he be staying? What time will he arrive? 
Would he like to be booked in for dinner? What is his full name,
address and phone number?

2. The person playing the role of Mr Evans should respond to the questions
in an appropriate manner. You can make up the answers as you go along.
The purpose of the task is to respond to requests for personal information
using appropriate language in a formal situation.

Task 

 

Rooms available:
Single rooms: Fully booked

Double rooms: 1 available

Family rooms: Fully booked
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19skillbuilders n speaking and listening n entry level 1

Respond to requests for information. Listen for detail. Ask questions

19. Hotel – in the bar

Carry out the tasks on Section 4 of the CDROM.

Read the scenario and then carry out the tasks in pairs. Ask your tutor if you need
help in reading any of the words.

Tasks

Scenario Continue the role-play between the barperson and the guest.

1. The person playing the role of guest should find out the following
information from the barperson:

n What time breakfast is served. 

n If breakfast can be served in your room.

n What time you have to check out.

2. The person playing the role of the barperson should respond to the
questions in an appropriate manner. You can make up the answers as you
go along. The purpose of the task is to respond to requests for
information using appropriate language in a formal situation.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Greet people

20. Hotel – asking for breakfast 1

20

Role-play is when you act out a part. The activities in this book include a lot of role-play. You
may feel strange at first, but role-play is a good way to practise and improve your speaking
and listening skills. 

This role-play is set in the Old Hall Hotel’s restaurant. The task is for two people. One will play
the part of the waiter or waitress and the other will be a guest staying at the hotel. This sheet
of information is for the waiter. As a waiter you will need to:

n make your guest feel welcome
n speak clearly so that they can understand you
n listen carefully to make sure you understand what the guest wants
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help in
reading any of the words.

Tasks

Scenario You are serving breakfast in the restaurant when a guest enters the room.

1. Greet the person, tell them your name and ask them to sit at any table. 

2. Hand them a copy of the breakfast menu and ask the guest if they would
like tea or coffee. 

3. Bring the guest tea or coffee and ask what they would like to eat for
breakfast. Make a note of their order on the order pad.

4. Ask the guest the number of the room they are staying in. Note this on
the order pad too.

5. Bring the guest their breakfast and ask if everything is alright.

6. Respond appropriately to any requests.
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21skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for personal information.

21. Hotel – asking for breakfast 2

This role-play is set in the Old Hall Hotel’s restaurant. The task is for two people. One will play
the part of the waiter or waitress and the other will be a guest staying at the hotel. This sheet
of information is for the guest.

As a guest you may need to:
n listen carefully and follow instructions
n ask for specific things
n listen carefully to responses. 

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words.

Scenario You are going to have breakfast in the hotel’s dining room.

Tasks 1. Wait until you are spoken to, then ask if you can sit by the window.

2. Decide whether you would like tea or coffee and tell the waiter. 

3. Read the breakfast menu and tell the waiter what you would like to eat. 

4. When the waiter brings your breakfast ask them to organise a taxi to pick
you up at reception in 45 minutes’ time.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Greet
people

22. Hotel – at reception 1

22

This role-play is set in the Old Hall Hotel’s reception. The task is for two people. One will play
the part of the receptionist and the other will be a guest staying at the hotel. This sheet of
information is for the receptionist.
As a receptionist you will need to:

n make your guest feel welcome
n speak clearly so that they can understand you
n listen carefully to make sure you understand what the guest wants
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are working at reception when someone comes to the desk.

1. Greet the person and ask if you can help them. 

2. Ask for their name. Ask them to spell their surname. 

3. Ask the guest to complete the registration form. 

4. Hand the guest their key and ask if you can help them with anything else.

5. Respond appropriately to their requests.

Registration form

Surname:

First name:

Address:

Postcode:

Contact number:

Number of nights’ stay:

Car registration:
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23skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for information.

23. Hotel – at reception 2

This role-play is set in the Old Hall Hotel’s reception. The task is for two people. One will play
the part of the receptionist and the other will be a guest staying at the hotel. This sheet of
information is for the guest.

As a guest you may need to:
n make your request clearly so that they can understand you
n listen carefully and follow instructions
n ask for specific things
n listen carefully to responses. 

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You have just entered the hotel’s reception. 

1. When the receptionist asks you, tell them that you have a room booked
for tonight. 

2. When the receptionist asks you, tell them your name and how you spell
it. 

3. Complete the form that the receptionist gives you. 

4. Ask for a Daily Mirror to be delivered to your room. Also ask for a wake-
up call at 7 am tomorrow morning. 
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Greet
people.

24. Hotel – in the gym 1

24

This role-play is set in the Old Hall Hotel’s leisure club. The task is for two people. One will
play the part of the receptionist and the other will be a guest staying at the hotel. This sheet
of information is for the receptionist.

As a receptionist you will need to:
n make your guest feel welcome
n speak clearly so that they can understand you
n listen carefully to make sure you understand what the guest wants
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working at reception when someone comes to the desk.

Tasks 1. Greet the person and ask if you can help them. 

2. Ask for their name. Ask them to spell their surname. 

3. Ask the guest to complete the leisure club form. 

4. Use today’s diary to book an appointment to suit the needs of your guest.
Assessments take an hour. You should ask when it would be convenient to
have the assessment and if they would prefer a male or female instructor.

5. Offer to give the guest a guided tour of the gym while they wait for their
instructor.

 

Dan
8 am Circuit training class
9 am
10 am Fitness assessment –

Mr J Adams
11 am
12 pm Lunch break
1 pm Lifeguard duty
2 pm Lifeguard duty
3 pm Squash coaching
4 pm Lifeguard duty

Miranda
9 am Yoga class
10 am Fitness assessment –

Ms Turner
11 am
12 pm Lifeguard duty
1 pm Lunch break
2 pm Aerobics class
3 pm Fitness assessment – Mr Gupta
4 pm Spinning class
5 pm Aqua–aerobics
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25skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for personal information.

25. Hotel – in the gym 2

This role-play is set in the Old Hall Hotel’s leisure club. The task is for two people. One will
play the part of the receptionist and the other will be a guest staying at the hotel. This sheet
of information is for the guest.

As a guest you may need to:
n make your request clearly so that they can understand you
n listen carefully and follow instructions
n ask for specific things
n listen carefully to responses.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You have just entered the hotel’s leisure club.

Tasks 1. When the receptionist asks you, tell them that you would like to arrange a
fitness assessment.

2. When the receptionist asks you, tell them your name and how you spell it. 

3. Complete the form that the receptionist gives you. 

4. Tell the receptionist that you would like to have your assessment before
midday today.

5. Thank the receptionist.
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skillbuilders n speaking and listening n entry level 1

Listen for detail. Ask questions to obtain specific information. Give clear instructions.

26. Hotel – find your way 1

26

This role-play is set around the Old Hall Hotel’s leisure club. The task is for two people. One
will be a guest who needs to find their way around the club, the other will play the part of
someone who works at the hotel. This sheet of information is for the hotel worker.

As a member of the hotel staff you will need to:
n make your guest feel welcome
n speak clearly so that they can understand you
n listen carefully to make sure you understand what the guest wants
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working in the leisure club when a guest asks you for directions.
Use a copy of the floorplan to answer the questions correctly.

Tasks 1. You are outside the gym in the leisure club when a guest asks you for
directions. Use the floorplan to give clear directions in answer to their
query. 

2. You are working at the leisure club reception desk. A guest has asked for
directions to the swimming pool. Find out if they want the outdoor or
indoor swimming pool and then use the floorplan to give clear directions
in answer to their query. 

3. You have just finished giving a tennis lesson on Court 1. Your guest asks
you how to get to the Jacuzzi. Use the floorplan to give clear directions in
answer to their query.
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27skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Follow instructions.

27. Hotel – find your way 2

This role-play is set around the Old Hall Hotel’s leisure club. The task is for two people. One
will be a guest who needs to find their way around the club, the other will play the part of
someone who works at the hotel. This sheet of information is for the guest.

As a guest you may need to:
n make your request clearly so that they can understand you
n listen carefully and follow their instructions
n ask for specific things
n listen carefully to their responses.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are a guest at the leisure club and are having trouble finding your way
around.

1. You are outside the gym in the leisure club and want to find your way to
the steam room. Ask the member of staff how to get there. Follow their
instructions by drawing a line on your copy of the floorplan.

2. You are at the reception desk in the leisure club. Ask the member of staff
for directions to the swimming pool. Answer any further questions. Then
follow their instructions by drawing a line on your copy of the floorplan. 

3. You have just finished playing tennis on Court 1. Ask your instructor how
to get to the Jacuzzi. Follow their instructions by drawing a line on your
copy of the floorplan.
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skillbuilders n speaking and listening n entry level 1

Listen for detail. Make announcements.

28. Supermarket – announcements

28

Carry out the tasks on Section 5 of the CDROM.

Read the scenario and then carry out the tasks. Ask your tutor if you need help in
reading any of the words.

Scenario Write a tannoy announcement for a supermarket and role-play giving and
receiving the announcement in pairs or small groups.

Tasks 1. For those preparing the announcements. Write announcements about:

n special offers in wine and spirits department

n special offers in fruit and vegetable section

n asking for various members of staff to report to customer service 
desk, tills, office etc.

n lost children. 

2. For those listening to the announcements:

n listen for both the gist and specific detail. Make notes as you listen. 
Was the message clear?
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29skillbuilders n speaking and listening n entry level 1

Listen for detail. Use appropriate language and tone.  Identify feelings.

29. Supermarket – returned goods

Carry out the tasks on Section 6 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play returning goods to a supermarket.

Tasks 1. For those playing the part of the customer:

n return a set of towels because they didn't match your bathroom

n return a case of wine that you didn't need for a party

n return a packet of sausages – you found a dead match inside one of 
them

n return a bottle of suncream that has caused an allergic reaction.

2. For those playing the part of the shop assistant.

n listen carefully to the customer and identify their opinion and their 
feelings.

n respond appropriately to their comments and/or requests.
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skillbuilders n speaking and listening n entry level 1

Use appropriate language and tone. Identify feelings. 

30. Supermarket – appropriate language

30

Carry out the tasks on Section 7 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play negotiating time-off with your supervisor.

Tasks 1. The person playing the part of the worker should ask for time off for:

n a doctors appointment (use a polite tone)

n attending a funeral (be aggressive)

n going to a birthday party (be jokey)

n doing DIY

n staying at home to take delivery of a new fridge

2.  For those playing the part of the supervisor:

n Listen carefully to each request. If appropriate, question the worker's 
reasons for needing the time off.

n Use appropriate language to give or to deny the time off.
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31skillbuilders n speaking and listening n entry level 1

Understand instructions. Use appropriate language. Give instructions.

31. Supermarket – work instructions

Carry out the tasks on Section 8 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play giving and receiving work instructions.

Tasks 1. The person playing the part of the supervisor should use appropriate
language and tone to give instructions for:

n re-stocking different sections of the supermarket

n the worker to spend set periods of time on tills or the customer 
service desk

n trolleys to be cleared from the car park and surrounding streets.

2. The person playing the part of the worker should:

n listen carefully to each instruction and ask for instructions to be 
made clear if necessary

n use appropriate language at all times.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Greet people.

32. Supermarket – at the checkout 1

32

Role-play is when you act out a part. The activities in this book include a lot of role-play. You
may feel strange at first, but role-play is a good way to practise and improve your speaking
and listening skills. 

This role-play is set at the checkout in Blackwell’s supermarket. The task is for two people. One
will play the part of the member of staff and the other will be a customer. This sheet of
information is for the member of staff.

As a member of staff you will need to:
n greet your customer
n speak clearly so that they can understand you
n listen carefully to make sure you understand any questions they might ask
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working on one of the checkout desks at Blackwell’s supermarket.
A customer starts to load their goods on to the checkout.

Tasks 1. Greet the person, and ask if they would like any help packing their
shopping. 

2. Tell the customer that their shopping will cost £47.50.

3. Thank the customer for their card.

4. Ask the customer to check the amount and enter their PIN. They also need
to initial by the cashback amount.

5. Hand the customer their card, receipt and cash. Thank the customer for 
shopping at Blackwell’s.

Your account will be debited

with the above amount.

Transaction confirmed

Signature
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33skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for information.

33. Supermarket – at the checkout 2

This role-play is set at the checkout in Blackwell’s supermarket. The task is for two people. 
One will play the part of the member of staff and the other will be a customer. This sheet of
information is for the customer.

As a customer you may need to:
n listen carefully and follow instructions
n ask for specific things
n listen carefully to responses. 

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are loading your shopping on one of the checkout desks.

1. When the cashier asks you, decide if you would like them to help pack
your shopping.

2. When the cashier tells you how much your shopping will cost, hand over a
payment card and ask for £20 cashback.

3. Follow the instructions the cashier gives you.

4. Thank the cashier when they hand you your money, receipt and card. 

5. Say goodbye.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Greet
people.

34. Supermarket – at the deli 1

34

This role-play is set at the deli counter in Blackwell’s supermarket. The task is for two people.
One will play the part of the deli counter worker and the other will be a customer. This sheet
of information is for the deli counter worker.

As a member of staff at Blackwell’s you will need to:
n greet your customer
n speak clearly so that they can understand you
n listen carefully to make sure you understand what they want
n ask questions to check that they want the goods you have prepared
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working at the deli counter. There is a queue of customers.
When the deli counter is busy, customers take a ticket and wait for their
number to be called.

Tasks 1. Call number 83. Take the customer’s
ticket. Greet the customer and ask how
you can help them. 

2. Listen to what they want. Tell the
customer that it weighs 250 grams and
will cost £1.90.

3. Hand the customer their goods and ask
if they would like anything else.

4. Listen to what they want. Tell the
customer that the piece you have cut is
a little over half a kilo and will cost
£4.50. Ask if that is okay. Respond
appropriately to their response.

5. Hand the customer their goods and ask
if they would like anything else.

6. Thank the customer and say goodbye.
83
84

Please take
a ticket
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35skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for information.

35. Supermarket – at the deli 2

This role-play is set at the deli counter in Blackwell’s Supermarket. The task is for two people.
One will play the part of the deli counter worker and the other will be a customer. This sheet
of information is for the customer.

As a customer you will need to:
n ask for specific things
n make your requests clearly so that the person at the counter can understand you
n listen carefully to their responses.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words.

Tasks

Scenario You are waiting to be served at the deli counter. There is a queue of
customers. When the deli counter is busy, customers take a ticket and
wait for their number to be called. Your ticket is number 83.

1. When your number is called, hand your ticket to the member of staff and
greet them. 

2. Ask for six slices of best ham.

3. When the member of staff tells you the weight and price, say that will be
okay.

4. When the member of staff asks if you would like anything else, ask for
half a kilo of cheddar cheese.

5. Listen to the member of staff. Tell them whether you are happy to accept
the piece of cheese. 

6. When the member of staff asks if you would like anything else, say “No
thank you” and say “Goodbye”.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Greet
people.

36. Supermarket – take it back 1

36

This role-play is set at the customer service desk in Blackwell’s Supermarket. The task is for two
people. One will play the part of the customer service desk worker and the other will be a
customer. This sheet of information is for the customer service desk worker.

As a member of staff at Blackwell’s you will need to:
n greet your customer
n speak clearly so that they can understand you
n listen carefully to make sure you understand what they want
n ask questions to make sure that you understand the situation
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working at the customer service desk when a customer
approaches you.

Tasks 1. Greet the customer and ask how you can help them. 

2. Listen to the customer then ask him/her to show you their receipt. Then
ask whether they would like to exchange the goods or if they would prefer
a refund.

3. Ask the customer to tell you their name. Ask them to spell their surname.
Fill in the first line of the returned goods form and then ask the customer
to complete it.

4. Thank the customer and ask for their payment card. Tell the customer
that the money will be refunded to their card right away.

5. Thank them for their custom.

Returned goods form
Surname:

First name:

Address:

Postcode:
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37skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for personal information.

37. Supermarket – take it back 2

This role-play is set at the customer service desk in Blackwell’s Supermarket. The task is for two
people. One will play the part of the customer service desk worker and the other will be a
customer. This sheet of information is for the customer.

As a customer you will need to:
n explain what you want.
n make your request clearly so that the member of staff can understand you
n listen carefully to their responses.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You bought a kettle from Blackwell’s Supermarket last week. It doesn’t
work. You’ve not been able to get back to the supermarket and have
bought another kettle from another shop since. You are returning the
kettle to the customer service desk. 

1. When the customer service assistant asks how they can help you, tell
them that you would like to return some goods.

2. Tell the assistant that you bought a kettle last week and it doesn’t work. 

3. Give the assistant the paperwork they ask for.

4. Listen to the options the customer service assistant gives you. Tell the
assistant that you would like a refund. 

5. Complete the form that the assistant gives you.

6. Give the assistant the item they ask for.

7. Thank the assistant for their help.
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Listen for detail. Ask questions to obtain specific information. Give clear instructions.

38. Supermarket – find your way 1

38

This role-play is set in Blackwell’s Supermarket. The task is for two people. One will be a
customer who needs to find their way around the store, the other will play the part of someone
who works at the supermarket. This sheet of information is for the supermarket worker. 

As a member of the shop staff you will need to:
n make your customer feel welcome
n listen carefully to make sure you understand what the customer wants
n speak clearly so that they can understand you
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working in the supermarket when a customer asks you for directions.
Use a copy of the floorplan to answer the questions correctly.

Tasks 1. You are working in the freezer section. A customer asks you how to find
the wines and sprits section. Use the floorplan to give clear directions in
answer to their query. 

2. You are working on the deli counter. A customer asks you how to find the
dairy section. Use the floorplan to give clear directions in answer to their
query. 

3. You are working on the checkout desk. Your customer asks you where they
can find peas. Ask if they want to buy frozen peas (freezer section), fresh
peas (fruit and veg) or tinned peas (tinned vegetables). Then use the
floorplan to give clear directions in answer to their query.
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39skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Follow
instructions.

39. Supermarket – find your way 2

This role-play is set in Blackwell’s Supermarket. The task is for two people. One will be a
customer who needs to find their way around the store, the other will play the part of
someone who works at the supermarket. This sheet of information is for the customer.

As a customer you may need to:
n make requests clearly so that they can understand you
n listen carefully and follow instructions
n ask for specific things
n listen carefully to responses. 

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are shopping at the supermarket and are having trouble finding your
way around.

1. You are in the freezer section and want to find your way to the wines and
spirits. Ask the member of staff how to get there. Follow their instructions
by drawing a line on your copy of the floorplan.

2. You are at the deli counter. Ask the member of staff for directions to the
dairy section. Follow their instructions by drawing a line on your copy of
the floorplan.

3. You are at the checkout desk and remember that you need to buy some
peas. Ask the assistant where you can find peas. Answer any further
questions. Then follow their instructions by drawing a line on your copy of
the floorplan.
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skillbuilders n speaking and listening n entry level 1

Listen for detail. Make announcements.

40. Factory – tannoy announcements

40

Carry out the tasks on Section 9 of the CDROM.

Read the scenario and then carry out the tasks. Ask your tutor if you need help in
reading any of the words.

Scenario Write a tannoy announcement for a factory and role-play giving and
receiving the announcement in pairs or small groups.

Tasks 1. For those preparing the announcements, write announcements about:

n a fire drill

n asking for volunteers to work overtime

n asking for various members of staff to report to the accounts 
department, loading bays, reception desk etc.

n asking owners of various vehicles to move their cars that are blocking 
the road. 

2. For those listening to the announcements:

n listen for both the gist and specific detail.

n make notes as you listen. Was the message clear?
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Listen for detail. Use appropriate language and tone. Identify feelings.

41. Factory – appropriate language

Carry out the tasks on Section 10 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play a telephone conversation between the sales department and a
customer.

Tasks 1. For those playing the part of the customer:

n Ask if an order you placed a week ago can be delivered tomorrow.

n Tell the sales department that you have received a package but 
everything was broken.

n Place an order for 2000 fuel tanks to be delivered within two working 
weeks.

n Cancel an order because AutoParts haven't delivered it on time.

2. For those playing the part of the assistant.

n Listen carefully to the customer to gather the details of each 
statement or request.

n Respond appropriately to their comments and/or requests. 
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Understand instructions. Use appropriate language. Give instructions. 

42. Factory – work instructions

42

Carry out the tasks on Section 11 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play giving and receiving work instructions.

Tasks 1. The person playing the part of the supervisor should use appropriate
language and tone to give instructions for:

n collecting a visitor from the reception desk

n passing a message on to a colleague

n packing these products in a certain order: rear wing panels, 
passenger door panels, driver door panels.

2. The person playing the part of the worker should.

n listen carefully to each instruction and ask for instructions to be 
made clear if necessary.

n use appropriate language at all times.
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Understand instructions. Use appropriate language. Give instructions.

43. Factory – social signs/instructions

Carry out the tasks on Section 12 of the CDROM.

Read the scenario and then carry out the tasks with a partner. Ask your tutor if you
need help in reading any of the words.

Scenario Role-play giving and receiving instructions about health and safety.

Tasks 1. The person playing the part of the supervisor should use appropriate
language and tone to give instructions using the signs below as source
material.

2. The person playing the part of the worker should:

n listen carefully to each instruction and ask for instructions to be 
made clear if necessary.

n use appropriate language at all times.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail.

44. Factory – checking the stock 1

44

This role-play is based in the AutoParts stores department. The task is for two people. One will
play the part of the supervisor and the other will be a stores person. This sheet of information
is for the supervisor.

As a supervisor you will need to:
n be friendly but firm
n give clear instructions
n listen carefully to any questions
n check that your staff understand their tasks.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words.

Scenario You are planning the work for this afternoon. Only one other member of the
stores team is on duty today.

Tasks 1. Call the person over and explain that you need to plan this afternoon’s
work. 

2. Tell the person that Line 1 urgently needs 10 boxes of rivets to complete
their current run. Give them the stock requisition form and ask them to go
to check the stock and bring enough stock to you with the form filled in. 

3. When the person comes back ask them to check the stock levels of
screws.

4. Listen and respond to any queries. 

5. Thank your worker for their help.
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45skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for information.

45. Factory – checking the stock 2

This role-play is based in the AutoParts stores department. The task is for two people. One will
play the part of the supervisor and the other will be a stores person. This sheet of information
is for the stores person.
As a stores person you will need to:

n listen to instructions and carry them out
n ask questions to make sure you understand what is expected of you. 

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You work in the stores department. Your supervisor is going to call you
over to discuss this afternoon’s work. 

1. Listen to what your supervisor tells you and carry out the task. There will
be enough rivets in stock. Complete the form and hand it back.

2. Your supervisor will give you another task. The Stores Department stocks
30 types of screw. Ask your supervisor if they want you to check all of
them or any particular one.

3. While you were checking the screws you took a telephone call for your
supervisor. You need to tell them to call the Production Manager as soon
as possible.
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Greet people.

46. Factory – canteen lunch 1

46

This role-play is based in the AutoParts canteen. The task is for two people. One person works
in the canteen and the other will be a factory worker. This sheet of information is for the
member of the canteen staff.

As a member of canteen staff you will need to:
n greet your customer
n ask what they would like 
n listen carefully to make sure you understand any questions they might ask
n give and receive change.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are serving lunch in the canteen. One of the factory floor workers
asks for their lunch.

1. Greet the person, and ask what they would like to eat and drink. 

2. Use the ticklist to note the order. Work out the cost of the order and tell
the customer.

3. Take the money offered to you and give the correct change.

4. Say goodbye.

Tea 75p 

Coffee 85p 

Juice 65p 

Beans on toast £1.50 

Eggs on toast £1.50 

Soup and a roll £1.25 

autoparts
Menu

Brunch £3.00 

Main meal (roast + 2 veg) £3.75 

Pudding of the day 75p 

Chips £1.00 

Bacon bap £1.50 

Sausage bap £1.75 
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47skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.

47. Factory – canteen lunch 2

This role-play is based in the AutoParts canteen. The task is for two people. One will play the
part of the member of canteen staff and the other will be a factory worker. This sheet of
information is for the factory worker.

As a canteen customer you will need to:
n ask for specific things
n listen carefully to responses.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are having lunch in the AutoParts canteen.

1. Use the menu and tell the canteen assistant what you would like to eat
and drink.

2. Give the assistant enough money to pay for your lunch.

3. Thank them and check your change.

4. Say goodbye.

Tea 75p 
Coffee 85p 
Juice 65p 
Beans on toast £1.50 
Eggs on toast £1.50 
Soup and a roll £1.25 

autoparts
Menu

Brunch £3.00 
Main meal (roast + 2 veg) £3.75 
Pudding of the day 75p 
Chips £1.00 
Bacon bap £1.50 
Sausage bap £1.75 
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skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Greet
people.

48. Factory – on spec 1

48

This role-play is set in the AutoParts factory. The task is for two people. One will play the part
of the receptionist and the other will be someone who wants to apply for a job at the factory.
This sheet of information is for the receptionist.
As a receptionist you will need to:

n make visitors feel welcome
n speak clearly so that they can understand you
n listen carefully to make sure you understand what the visitors want
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You are working at reception when someone comes to the desk.

Tasks 1. Greet the person and ask if you can help them. 

2. Ask for their name. Ask them to spell their surname. 

3. Ask the guest to fill in the job applicant register form and hand over an
application form.

4. Respond appropriately to any further questions. 

5. Say goodbye to the visitor.

Job application registration form
Surname: First name:

Address:

Postcode:

Contact number:

Date of birth:

Signature:

Date form handed in:
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49skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information.
Respond to requests for personal information.

49. Factory – on spec 2

This role-play is set in the AutoParts factory. The task is for two people. One will play the part
of the receptionist and the other will be someone who wants to apply for a job at the factory.
This sheet of information is for the job applicant. If you turn up at a place of work on spec you
will want to create a good impression, so:

n make your request clearly so that you are understood
n ask for specific information
n be polite and friendly
n listen carefully and follow any instructions.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Scenario You have seen a job advertised in the local newspaper and are calling
to collect a job application form. The company is not expecting you. You
are also interested in seeing the factory to get a feel for the company.

Tasks 1. When the receptionist asks you, tell them that you would like to collect an
application form for the post of production worker.

2. When the receptionist asks you, tell them your name and how you spell it. 

3. Sign the form that the receptionist gives you. 

4. Ask the receptionist if they have any general information about AutoParts
that you could have, such as a company brochure.

5. Thank the receptionist.
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skillbuilders n speaking and listening n entry level 1

Listen for detail. Ask questions to obtain specific information. Give clear instructions.

50. Factory – find your way 1

50

This role-play is set in the AutoParts factory. The task is for two people. One will be a visitor
who needs to fine their way around the store, the other will play the part of someone who
works at the factory. This sheet of information is for the factory worker.

As a member of the factory’s staff you should:
n make any visitors feel welcome
n listen carefully to make sure you understand what the visitor wants 
n speak clearly so that they can understand you
n create a good impression by being courteous and polite.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are working in the factory when a visitor asks you for directions. Use a
copy of the floorplan to answer the questions correctly.

1. You are working in the reception area. A visitor asks you how to find the
manager’s office. Use the floorplan to give clear directions in answer to
their query. 

2. You are working on the factory floor. A visitor asks you how to find the
board room. Use the floorplan to give clear directions in answer to their
query. 

3. You are at the entrance to the factory. A visitor asks you where they can
find Mr Harris. Ask if they mean Mr John Harris in the spares department
or Mr Tim Harris who works on the factory floor. When the visitor has
answered, use the floorplan to give clear directions in answer to their
query.
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51skillbuilders n speaking and listening n entry level 1

Make requests. Listen for detail. Ask questions to obtain specific information. Follow
instructions.

51. Factory – find your way 2

This role-play is set in the AutoParts factory. The task is for two people. One will be a visitor
who needs to find their way around the store, the other will play the part of someone who
works at the factory. This sheet of information is for the visitor.
As a visitor you may need to:

n ask for specific things
n make requests clearly so that you can be understood
n listen carefully and follow instructions or directions.

Read the scenario and then carry out the tasks. Ask your tutor if you need help
reading any of the words. 

Tasks

Scenario You are visiting the factory and are having trouble finding your way around.

1. You are in the reception area and want to find your way to the manager’s
office. Ask a member of staff how to get there. Follow their instructions by
drawing a line on your copy of the floorplan.

2. You are on the factory floor. Ask the member of staff for directions to the
board room. Follow their instructions by drawing a line on your copy of
the floorplan.

3. You are at the factory entrance. Ask the member of staff where you can
find Mr Harris. Answer any further questions. Then follow their
instructions by drawing a line on your copy of the floorplan.
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skillbuilders n speaking and listening n entry level 1

Answers

52

5. Say what? 2

1. Command
2. Request
3. Request
4. Command
5. Request
6. Request

Do Don't
Can you... I want...
Please can I... Give me...
Would you... Don't...
I would like... Tell me...
Could I... Take this...

6. Can you tell me...? 1

Example questions:
1. Excuse me, I'm vegetarian. Can you tell me 
whether you have any vegetarian options on 
the menu tonight, please?

2. Hello, I would like to book a sunbed session. 
Can you tell me how long each session lasts 
and how much it would cost, please?

3. Hello, can you tell me whether you have any 
vacancies for next weekend? 

They might ask you what type of room you would
like.

7. Can you tell me...? 2
Example questions:
4. Excuse me, can you tell me where I would find 
eggs?
5.Hello, could you tell me where I could get 
some change for the trolley please?
6. I've forgotten to buy some bread. Would it be 
possible for me to nip back and pick up a loaf?
7. Would it be okay for me to finish work an hour
early tonight? I have a doctor's appointment.

1. Loud and clear 1

1. a
2. a, d, h
3. c
4. a, b, c, f

2. Loud and clear 2

1. c
2. c
3. a, d, e

3. Loud and clear 3

1. a
2. a, d
3. a, b, c, d, e, f
4. Guidelines for speaking clearly that you might 
have thought of:
ß Speak clearly
ß Use eye contact
ß Speak slowly
ß Repeat any complicated information
ß Use precise information
ß Make sure information is in the right order

4. Say what? 1

1a. 2
1b. 1
1c. 2
2a. 1
2b. 2
2c. 3
3a. 3
3b. 2/3
3c. 1
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8. Hello, I was given directions to AutoParts but 
seem to be a bit lost. Could you help me?
9. Hello, I'm calling from the courier service. I 
have a parcel to deliver but I'm running late 
and am not certain I'll be there before 5 
o'clock. Will there be anybody to take delivery 
if I don't make it by 5?

8. Getting the general idea 1

1. b.
2. c.
3. b.
4. b.
5. c.
6. b.
7. a.
8. b.
9. b.
10. a.
11. b.
12. c.

9. Getting the general idea 2

You should discuss your answers with your
teacher.

10. The finer points 1
Script 1
1. 30 minutes lat
2. Reading, Newbury or Westbury
3. 19.30
4. London Paddington to Plymouth

Script 2
1. 10a
2. Travel in the first 10 carriages of the train
3. 18.49
4. There is a restaurant car open from 
Paddington to Exeter St David's serving hot 
and cold meals.

Script 3
1. Platform 7
2. Reading, Swindon, Bristol Parkway, Newport 
and Cardiff Central

3. 11.50
4. The passengers planning to travel to other 
destinations should report to the information 
desk and that there will be a restaurant car 
between Swindon and Cardiff Central.

11. The finer points 2

Script 1
1. 7.30 — 10 o'clock
2. In the dining room
3. The night before
4. By filling in the breakfast menu and hanging it 
on your door handle.

Script 2
1. Two
2. Just after 2 pm
3. Just after 4 pm
4. 90 guests

Script 3
1. Jan
2. On the deli counter
3. 11.30 until 5.30
4. You should go to the office after the meeting.

Script 4
1. Leather and suede
2. Seven days
3. £30
4. The specialist cleaners will arrange contact 
with the customer first to make sure they agree 
on the price.
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Answers

54

ß What is the hotel's busiest time of year? (4)
Not appropriate to ask
ß Is the boss good-looking? (1)
ß Does everyone have to wear that awful 
uniform? (3)

18. Hotel — telephone booking

CDROM Section 3
1. 1 (Yes, we have one double room available).
2. John Evans (3).
3. He is on business (2).

19. Hotel — in the bar

CDROM Section 4
1. 22 (2).
2. In the annexe (4).
3. 8 o'clock (1).

20–27. Hotel 
You should discuss your answers to these
worksheets with your teacher.

28. Supermarket — announcements

CDROM Section 5
1. 3 (Giving details of special offers in Blackwell's
bakery).

2. 2 (Buy one get one free).
3. A half price voucher for bakery products only 
(4)

29. Supermarket — returned goods

CDROM Section 6
1. 3 (I can exchange the toaster for another one 
for you).

2. The heat control is stuck (1)
3. Aggressive (2)

12. Taking orders 1

Learners should have drawn a capital H.

13. Taking orders 2

Learners should have used the template to make
a box.

14–15. Getting personal 1 and 2

You should discuss your answers with your
teacher.

16. Hotel — at reception

CDROM  Section 1
1. 2 (She has a job interview).
2. 3 (I'll just call Mr Clarke. Would you like to take
a seat while you wait?).

3. 2 (Can you tell me where the bathroom is 
please?)

17. Hotel — interview research

CDROM Section 2
1. 
Appropriate to ask 
ß How long have you been working here? (1)
ß The restaurant seems busy — how many 
people work there? (4)

Not appropriate
ß I can never get up early, do they mind if 
you're late? (2)

ß Don't you get fed up of dealing with 
customers? (3)

2.  
Appropriate to ask
ß Are you ever asked to do overtime? (2)
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30. Supermarket — appropriate
language

CDROM Section 7
1.
Appropriate 
ß Okay, I'll try to make it another time (2).
ß I thought it was worth asking anyway (3).

Not appropriate
ß You might not think it's urgent, but I do (1).
ß I don't think you're being unfair (2).

2. 
Appropriate
ß Could you try to book something on your day 
off? (2).

ß I can only allow time off for medical 
appointments (4).

Not appropriate 
ß That is a stupid reason for wanting to leave 
early (1).

ß You should grow your hair, it would look nicer 
long (3).

3. Annoyed (1)

31. Supermarket — work instructions

CDROM Section 8
1. 
1. soap powder (3)
2. crisps (4)
3. rice and pasta (2)
4. tinned fish (1)

2. 2 (Could you say that again please Maxine?).

32–39. Supermarket 

You should discuss your answers to these
worksheets with your teacher.

40. Factory — tannoy announcements

CDROM Section 9
1. 3 (Arrangements for dealing with a large 
delivery of steel).

2. In 10 minutes' time (2).
3. Qualified forklift truck drivers (4).

41. Factory — appropriate language

CDROM Section 10
1. 
Appropriate
ß It would be best if you could let me know today
(1).

ß I'll call you later to agree exact times (2).

Not appropriate
ß You'll have to be firm, you know how lazy your 
lot are (3).

ß You must decide now, or we won't meet your 
deadline (4).

2. Appropriate
ß I'll call you to let you know what's happening 
(3).

ß I think we can agree on timings later today (4).

Not appropriate
ß I bet you'd get this done in a day if you were 
getting a fee (1).

ß Why the hell can't you do it any faster? (2).

3. Business-like (1)

FSB_S_AND_L EL1_2011_U_S&L EL1  01/09/2016  06:36  Page 55



skillbuilders n speaking and listening n entry level 1

Answers

56

42. Factory — work instructions

CDROM Section 11
1. 
1. Move empty pallets (1)
2. Go to loading Bay 4 (4)
3. Move new deliveries (3)
4. Organise pallets on aisle 2 (2)

2. 4

43. Factory — social signs/instructions

CDROM Section 12
1. Symbol 2 — the no smoking symbol
2. Symbol 3 — the forklift truck sign

43–51. Factory 

You should discuss your answers to these
worksheets with your teacher.
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Ask for things using appropriate terms 4, 5, 20, 21, 22, 23, 24, 25, 32, 35, 36, 37, 44, 46, 47, 
48, 49, 51

Ask questions to obtain specific information 6, 7, 19, 22, 23, 24, 25, 26, 27, 33, 34, 35, 36, 37, 38, 
39, 45, 47, 48, 49, 50, 51

Follow/understand verbal instructions 12, 13, 27, 31, 39, 42, 43, 51

Give instructions, 26, 31, 38, 42, 43, 50

Greet people 20, 22, 24, 32, 34, 36, 46, 48

Identify feelings 29, 30, 41

Listen and respond to requests for personal information 14, 15

Listen for detail 10, 11, 16, 18, 19, 20, 21, 22, 23, 24, 25, 26, 27, 28, 
29, 32, 33, 34, 35, 36, 37, 38, 39, 40, 41, 44, 45, 46, 
47, 48, 49, 50, 51

Listen for the gist of short explanations 8, 9, 16

Listen to requests 4, 20

Make announcements 28, 40

Respond to requests 18, 19, 21, 25, 33, 35, 37, 45, 49

Spell your name and address 14, 15

Understand the need to speak clearly to be understood. 1, 2, 3

Use appropriate language 16, 17, 29, 31, 41, 42, 43

57skillbuilders � speaking and listening � entry level 1
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Section 1, Worksheet 16

Introduction: A visitor is approaching the
reception desk at the Old Hall Hotel. 

Script: Good morning. I’m Fiona Redmond.
I’ve got a job interview with Nick Clarke at 10
o’clock.

Question 1: Why is Fiona at the hotel?
1. She’s there for a meeting.
2. She has a job interview. (correct)
3. She wants to book a room.

Question 2: What is the receptionist likely to
say next?
1. What job are you applying for?
2. How many nights would you like to stay?
3. I’ll just call Mr Clarke, would you like to 

take a seat while you wait? (correct)

Question 3: Fiona would like to use the
bathroom before her interview, which is the
best way to ask the question?
1. Where’s the loo?
2. Can you tell me where the bathroom is 

please? (correct)
3. I’m just going off to find the toilet.

Section 2, Worksheet 17

Introduction: Fiona is at the Old Hall Hotel
waiting for a job interview. She wants to find
out more about the hotel.

Script: Would you mind if I ask a few
questions about the hotel?

Question 1: Which questions are appropriate
for Fiona to ask?

a) How long have you been working here? 
(appropriate)

b) I can never get up early, do they mind if 
you’re late? (inappropriate)

c) Don’t you get fed up of dealing with 
customers? (inappropriate)

d) The restaurant seems busy — how 
many people work there? (appropriate)

Question 2: Fiona wants to ask a few more
questions Which ones are appropriate?
a) Is the boss good-looking? (inappropriate)
b) Are you ever asked to do overtime? 

(appropriate)
c) Does everyone have to wear that awful 

uniform? (inappropriate)
d) What is the hotel’s busiest time of year? 

(appropriate)

Section 3, Worksheet 18

Introduction: Jo is a receptionist at the Old
Hall Hotel. She is answering the telephone.

Script:
Jo: Good afternoon, the Old Hall Hotel. How
can I help you?

Mr Evans: Hello, my name is John Evans, I’m
coming to Devon on business later this
afternoon. I’m calling to ask if you have a
room available tonight.

Question 1: Is there a room for the caller?
Use the diary on your worksheet to find out
what Jo should tell him.
1. Yes, we have one double room available. 

(correct)
2. Yes, we have one single room available.
3. No, I’m sorry we’re fully booked this 

evening.
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4. I’m not sure. I’ll have to ask someone else 
and call you back.

Question 2: What is the caller’s name?
1. Mr Hall
2. Mr Devon
3. John Evans (correct)
4. Devon Johns

Question 3: Why is the caller visiting Devon?
1. He is on holiday.
2. He is on business. (correct)
3. He did not give a reason. 
4. He is going to a wedding.

Section 4, Worksheet 19

Introduction: Ben works in the bar at the Old
Hall Hotel. His job is to serve drinks and bar
snacks.

Script:
Female customer: Can you put this on my bill
please?

Ben: Of course, can I have your room number?

Customer: Room 22 in the annexe. I was a bit
disappointed when I heard I would be staying
over there, but the views are wonderful.

Ben: Have you stayed with us before?

Customer: No, no I’m just here for the
conference. In fact, we should be going into
dinner soon. Do you know what time it starts?

Ben: Drinks are being served in the foyer at
7.30, and the meal will start in the restaurant
at 8 o’clock.

Question 1: What is the guest’s room number?
1. 21
2. 22 (correct)
3. 2
4. 20

Question 2: Where is the guest’s room?
1. On the first floor.
2. On the second floor.
3. On the ground floor.
4. In the annexe. (correct)

Question 3: What time will dinner be served
in the restaurant?
1. 8 o’clock (correct)
2. 7.30
3. Between 7.30 and 9 o’clock
4. 9 o’clock

Section 5, Worksheet 28

Introduction: Blackwell’s supermarket has a
tannoy system so that it can make
announcements to customers and staff.

Script: Good afternoon customers. Today we
have special offers in our bakery department:
All bread rolls are buy one get one free.

There is 20% off cream cakes.

And if you spend more than £5 on bakery
items you will get a voucher for half price off
your next bakery purchase. Collect your
voucher at the checkout.

Come to Blackwell’s bakery for excellent
quality and good value.
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Question1: What is the announcement about?
1. Asking for a bakery assistant to come to 

the checkouts.
2. Announcing special offers in all 

departments.
3. Giving details of special offers in 

Blackwell’s bakery. (correct)
4. Giving details of how to get money off 

vouchers.

Question 2: What is the offer on bread rolls?
1. Half price
2. Buy one get one free (correct)
3. Three for two
4. 20% discount

Question 3: What will you get if you spend £5
or more on bakery items?
1. 25% discount
2. A free cream cake
3. A half price voucher
4. A half price voucher for bakery products 

only (correct)

Section 6, Worksheet 29

Introduction: This customer has come to
Blackwell’s to bring back a toaster.

Script:
Customer: I bought this toaster here about 5
months ago and it’s just broken.

Assistant: Do you have a receipt?

Customer: (aggressively) No. I don’t have a
receipt. Look, I shop here every week. I bought
the toaster a while ago. It worked fine to start
with and now it’s broken. You can’t change the
heat control so it always burns the toast. So

what are you going to do about it?

Question 1: Which would be the best way for
the assistant to respond to the customer?
1. Well if you had a receipt I could give you a 

full refund.
2. As you don’t have receipt you’ll have to 

exchange it.
3. I can exchange the toaster for another one 

for you. (correct)
4. You really should have kept your receipt. 

How can I tell that you bought the toaster 
here?

Question 2: What does the customer say is
the problem with the toaster?
1. The heat control is stuck. (correct)
2. It’s dirty.
3. It blew up.
4. It has never worked properly.

Question 3: How would you describe the
customer’s attitude?
1. Calm
2. Aggressive (correct)
3. Confused
4. Hurried

Section 7, Worksheet 30

Introduction: Penny Jones is an assistant at
Blackwell’s supermarket. She is talking to her
supervisor.

Script:
Penny: Could I leave half an hour early today
Maxine?

Supervisor: We’re a bit understaffed today.
Why do you need to leave early?
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1. Annoyed (correct)
2. Angry
3. Sad
4. Puzzled

Section 8, Worksheet 31

Introduction: Maxine Bromley is a supervisor
at Blackwell’s supermarket. She is giving work
instructions to one of the shelf stackers.

Script:
Maxine: Hello Tim, before you start work in
stores I need you to fill some stock on the
shelves right away. Because of the special
offer on Persil, there is none left, so can you
re-stock soap powder first. Then stock the
multi-pack crisps. After that I’d like you to re-
fill as much of the rice and pasta aisle as you
can. Finally, can you re-stock the tinned fish
aisle. I think that we are really low on dolphin-
friendly tuna. And when you’ve done all of that
can you come and find me before you start
work in the storeroom?

Question 1: In which order did Maxine ask for
the shelves to be filled?
a) Tinned fish (4)
b) Rice and pasta (3)
c) Soap powder (1)
d) Crisps (2)

Question 2: Tim didn’t understand all of
Maxine’s instructions. Which is the most
appropriate way to tell her?
1. I just don’t know what you’re on about 

Maxine.
2. Could you say that again please Maxine? 

(correct)

Penny: I’ve managed to get a hair
appointment with Steve at Hair 21. If I don’t
take this appointment I’ll have to wait at least
another fortnight.

Supervisor: I’m sorry Penny, but that’s not
really an urgent reason. We’ve got two
checkout staff off sick so we’re short staffed
enough as it is

Question 1: Which comments are appropriate
for Penny to make in response to her
supervisor’s decision?
1. You might not think it’s urgent, but I do.

(inappropriate)
2. Okay, I’ll just try to make it another 

time. (appropriate)
3. I thought it was worth asking anyway. 

(appropriate)
4. I don’t think you’re being fair. 

(inappropriate)

Question 2: Which comments are appropriate
for the supervisor to make in response to
Penny’s request?
1. That really is a stupid reason for wanting to 

leave early. (inappropriate)
2. Could you try to book something on 

your day off? (appropriate)
3. You should grow your hair, it would 

look nicer long. (inappropriate)
4. I can only allow time off for medical

appointments. (appropriate)

Script:
Penny: Thanks for nothing. I never ask for time
off. I’m always flexible. Just this once you
could have let me off early.

Question 3: How would you describe Penny’s
attitude?
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3. So you want me to do all that stacking and 
then work in the storeroom?

4. Let me get that right, I stack the persil, 
crisps and pasta. Then find you. Is that 
right?

Section 9, Worksheet 40

Introduction: The AutoParts factory has a
tannoy system so that announcements can be
made to customers and staff.

Script: The steel delivery from Doosan Steels
is due in 10 minutes. All qualified forklift truck
drivers should report to Jim Oakley
immediately. There will be no other collections
or deliveries from the loading bay this
afternoon. That’s all qualified forklift truck
drivers to see Jim Oakley right away.

Question 1: What is the announcement
about?
1. The closing of the loading bays.
2. Jim Oakley’s work arrangements.
3. Arrangements for dealing with a large 

delivery of steel. (correct)
4. Work schedules for forklift truck drivers.

Question 2: When is the steel delivery due?
1. In 10 minutes time.
2. This afternoon. (correct)
3. In 20 minutes.
4. Immediately

Question 3: Who should report to Jim Oakley?
1. Staff who can drive a forklift truck
2. All drivers.
3. Loading bay staff.
4. Qualified forklift truck drivers. (correct)

Section 10, Worksheet 41

Introduction: Debbie Williams works in the
sales department at AutoParts. She is talking
to a customer.

Script:
Debbie: We can turn the order around by
Friday week, but we would need to have your
tool design tomorrow. Is that possible?

Customer: I’m not sure, I’d have to speak to
our engineers. I know this is short notice, but
we have been very good customers. Can’t you
turn it around any faster than that?

Debbie: I’ll speak to our Production Manager,
but I think that we’d only be able to save one
day at the most. 

Customer: I’ll speak to our engineering
department and see if we can get the tool to
you tomorrow then.

Question 1: Which comments are appropriate
for Debbie to make?
1. It would be best if you could let me know 

this afternoon. (appropriate)
2. I’ll call you later to agree exact times. 

(appropriate)
3. You’ll have to be firm, you know how lazy 

your lot are. (inappropriate)
4. You have to decide right now, or we won’t 

meet your deadline. (inappropriate)

Question 2: Which comments are appropriate
for the customer to make?
1. I bet you’d get this job done in a day if 

you were getting a fee. (inappropriate)
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First aidFirst aid
roomroom

Fire
assembly
point

(correct)

2. Why the hell can’t you do it any faster?
(inappropriate)

3. I’ll call you to let you know what’s 
happening. (appropriate)

4. I think we can agree on timings later today. 
(appropriate)

Script:
Customer: Okay, as soon as I’ve got an
answer from our engineers I’ll call you. We
need to make a decision this afternoon.

Question 3: How would you describe the
customer’s attitude?
1. Business-like (correct)
2. Upset
3. Lazy
4. Shy

Section 11, Worksheet 42

Introduction: Jim Oakley is the warehouse
manager at AutoParts. He is giving work
instructions to one of the forklift drivers.

Script:
Jim: Hello Dan. Before you start on the
Loading Bays today I’d like you to clear all the
empty pallets from aisle 2. Then can you
report to Loading Bay 4 to move the new
deliveries. When you’ve done that come back
to aisle 2 and we’ll re-organise the full pallets.

Question 1: In which order did Jim ask Dan to
do these tasks?
1. Move empty pallets. (1)
2. Organise pallets on aisle 2. (4)
3. Move new deliveries. (3)
4. Go to Loading Bay 4. (2)

Question 2: Dan wants to take his break at
10.30. How should he ask Jim?
1. I won’t be here from 10.30 to 11 o’clock. I’ll 

be taking my break.
2. I’m not sure what your plans are, but 

please could I have my break at 10.30. 
Please Jim.

3. I want to have my break at 10.30.
4. Could I take my break at 10.30 today? 

(correct)

Section 12, Worksheet 43

Introduction: Jane Lowe is one of the
production supervisors at AutoParts. She is
talking to a new member of staff.

Script:
Jane: Just before I introduce you to your
colleagues on the production line, I’d like to
talk to you about health and safety. 

Question 1: Which symbol represents the
health and safety issue Jane talks about first?

Script: On the factory floor we often work
with metal and flammable liquids at very high
temperatures so you must never smoke in the
production area.
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First aidFirst aid
roomroom

Fire
assembly
point

(correct)

Question 2: Which symbol represents the
health and safety issue Jane talks about next?

Script: When you’re crossing the aisles in the
production area be careful. Watch out for
forklift trucks. You can usually hear them
beeping, but you should always look to check
it’s safe to cross.
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Name: 

Time ordered: 
Order taken by: 

Table no: 
Covers: 

Quantity
Price

Total:
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Stock requisition form

Date Item Quantity Line number Received by

AUTOPARTS
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Membership application form 
Part one – personal and membership details

Personal details

Title, initials and surname

Familiar name

Sex male/female (delete as applicable)

Date of birth

Full address

Phone numbers work:

home:

mobile:

Email address

Membership details

I wish to apply for membership of The Old Hall Hotel Leisure Club as follows:
Membership type — tick one box only:

Signature

Date

FULL MEMBERSHIP

Access to Fitness Centre, pool areas, Club bar and Hub areas only

Access to Fitness Centre, pool areas and Club bar Mon-Fri 1130-1400 
1700-2200 and Sat-Sun 0900-2200 only

I agree to abide by the Old Hall Hotel Leisure Club’s rules and conditions set out in Part 2
of this form.
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