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vskillbuilders n speaking and listening n level 2

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 Level 2
Speaking and Listening demanding and entirely work focused.

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 Level 2. 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 xv 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.

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. 

Worksheets

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.
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Introduction

vi

Teaching point

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

Scenarios

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

Mapping

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

Interactive CDROM

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 56.

Additional teaching materials

Additional teaching materials are 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
xv 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
Take notes from long explanations

Groundwork

Use the teaching points on Worksheet 1 to
introduce this topic. You should also ask your
students what strategies they use to take notes
from long explanations or lectures and to swap
strategies with each other.

Worksheet 2

Explain the skills your students are going to
practise. Then read the following explanation to
them. Ask them to make notes as you speak.
When you have finished reading the explanation
ask students to compare notes. 
Did they manage to note the main points? 

“I’m going to talk about time management skills.
These are important for study and for work.
Balancing your various commitments is a
juggling act which some of us are good at and
others have to work very hard to achieve. This
talk aims to provide you with some suggestions
which may help you to organise your time more
efficiently. 

Make a list of your regular weekly commitments

(don’t forget to include things like travel,
shopping, washing, looking after your family
etc.). Estimate the time you spend per week on
each activity. Keeping a diary for a couple of
days may help you to do this. Add up the total
number of hours spent doing these activities. Are
you surprised by the amount of time you spend
on any one activity? Do you feel that you are
using your time efficiently? 

Now that you have thought about how you
spend each week and identified possible problem
areas, you should consider this five–point plan:

First, identify strengths and weaknesses in the
ways you organise yourself and your time. For
example: I often forget appointments.

Then set aims and targets for how you want to
improve your organisation of yourself and your
time. For example: I’ll keep a diary and check it
each morning.

Next you should really organise yourself. To do
this you should identify:

• when you work best 
• where you work best 
• how you work best 
• time wasting activities, and eliminate them.

For example: I work best in the morning, in my
own office without interruption. So I won’t take
or make any phone calls until 11 am.

Now set sensible times for meeting deadlines.

Finally, review your time management skills every
few weeks.”
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Teaching notes
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Worksheets 3, 4
Follow multi–step instructions

Groundwork

Use the teaching point on Worksheet 3 to
introduce this topic. You should also ask your
students what strategies they use to follow
multi–step instructions in different situations.

Worksheet 3

Explain the skills your students are going to
practise. Then read these instructions to them:

“Before you use the sandwich toaster for the first
time, wipe the surfaces of the plates with a
damp cloth and dry. Then season the plates with
butter or margarine.

Plug the appliance in to an electrical socket. The
red power light and the green ready light will
come on. 

Now close the sandwich maker and prepare the
sandwich while the unit is heating.

When the sandwich maker is ready the green
light will go off.

Fully open the sandwich maker. 

Then place a slice of bread in the bottom half
with the buttered side against the bottom half of
the plate.

After you have placed the filling you should lay
the top slice with the buttered side up and
carefully close the two parts of the toaster
together. Do not force shut.

While toasting is taking place you should lock
the two halves with the wire clip.

Your sandwich will be toasted in 2–3 minutes.

When the sandwich is done open the toaster and
remove with a wooden spatula. 

Keep the lid closed to preserve heat until you are
ready to toast the next sandwich. 

When you have finished unplug the unit.”

Worksheet 4 

Explain the skills your students are going to
practise. Then read these instructions to them:

“Please follow the instructions carefully. 

To access the database you will need a computer
and access to the Internet. The database is on
the ‘members only’ part of the website. You
should click on the blue members’ link. You will
be asked to enter a User ID and password.

The User ID is your membership number, which
is on your membership card.

Older membership numbers are a mixture of
letters and numbers. If your membership number
begins 0H0, please note that you should type the
number zero and not the letter O. You should use
a capital H.

New membership numbers are numerals only.
They do not have letters.

The password changes periodically. Changes are
published in the newspages of our monthly
magazine. From October 30th it is init1003
(lowercase, no spaces).
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Teaching notes

If you have trouble logging in, please check your
membership number and password first in case
you have mistyped. Remember that the User ID
and password are both case sensitive. If you are
still unable to log in you should call member
resources on 0151 878 9090.”

Worksheets 5, 6
Recognise open questions and know
how to respond to them

Groundwork

Read the teaching points with your students to
introduce this topic. You could then ask students
to give other examples of how they recognise
and respond to open questions. Ask them to give
practical examples.

Worksheets

Explain the skills your students are going to
practise, then ask them to carry out the tasks. 

Extension work 

In pairs, ask students to role–play asking and
responding to open questions.

Worksheet 7
Respond to criticism

Groundwork

Use the teaching point to introduce this topic.
Ask students to give examples of how they have
responded to criticism in the past – both
positively and negatively – and how they could
have improved on their responses.

Worksheet

Explain the skills your students are going to
practise, then ask them to carry out the tasks.

You are going to level some criticism at your
students:

The last piece of work they gave you was not up
to standard. You need to have valid reasons for
your opinion together with constructive
suggestions for improvement.

Your students may have some questions in
response. Deal with them appropriately.

Extension work 

Make the most of naturally–occurring
opportunities for students to respond to criticism.

Worksheet 8
Criticise constructively

Groundwork

Use the teaching points to give students
strategies for giving constructive criticism. You
should also discuss any strategies students have
successfully used in criticising constructively.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.

Extension work 

Make the most of naturally–occurring
opportunities for students to give constructive
criticism. 
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Teaching notes

x

Worksheet 9
Know how to make relevant
contributions to a discussion. Know
techniques to move a discussion
forward

Groundwork

Use the teaching points to give students
strategies to make relevant contributions and to
move discussions forward. You should also
discuss any strategies students currently use.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.
After you bring the discussion to an end you
should help students to review their own
contributions. Comment on which contributions
helped to move the discussion along.

Worksheet 10
Know that the relevance of
contributions to a discussion depend
on the audience, purpose and
situation

Groundwork

Use the teaching points to demonstrate how
audience, purpose and situation can alter the
way students contribute to discussions. You
should also discuss any strategies students
already use to adapt to different situations.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.
After you bring the discussion to an end you
should help students to review their own
contributions and comment on how the change
of purpose and situation altered their
contributions.

Worksheet 11
Know appropriate phrases to change
the topic

Groundwork

Use the teaching points to teach students
appropriate ways to change the topic. You
should also discuss any strategies students
successfully use to interrupt or to change the
topic.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.
After you bring the discussion to an end you
should help students to review how the group
dealt with irrelevant contributions and changing
topics.

Worksheet 12
Support opinions and arguments with
evidence

Groundwork

Use the teaching points to give students
strategies to give support to their arguments
with evidence. You should also discuss any
strategies students successfully use.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.
After you bring the discussions to an end you
should help students to review how successfully
they marshalled their arguments. Did they
manage to convince the group? Why/why not?
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Teaching notes

Worksheet 13
Know and use strategies to reassure
others in discussions

Groundwork

Use the teaching points to give students
strategies to reassure others in discussions. You
should also discuss any verbal and non–verbal
strategies students have successfully used in
reassuring others during discussions.

Worksheet 

Explain the skills your students are going to
practise, then ask them to carry out the tasks.
Supervise the discussion. After the discussion,
help the group feedback on how useful the
strategies were.

Worksheets 14, 15, 16, 17
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 56.

Skills covered

Worksheet 14 – using appropriate language
and tone. Listening for detail. Asking and
answering questions. Speaking clearly.

Worksheet 15 – Listening for detail.
Understanding implication. Interpreting tone of
voice. Speaking clearly. Using appropriate
language. Identifying and expressing opinions.

Worksheet 16 – Understanding instructions.
Sequencing instructions. Using appropriate
language and tone. Using appropriate
non–verbal communication. Asking and

answering questions. Your students will need a
copy of the care instructions on page 68 to carry
out the activities on this worksheet.

Worksheet 17 – Listening for detail.
Understanding instructions. Asking and
answering questions. Your students will need a
copy of the guidelines on page 69 to carry out
the activities on this worksheet.

Worksheets 18, 30, 42
Role-play – give clear explanations
and instructions. Understand verbal
explanations and instructions

Groundwork

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

Worksheets 

These worksheets are designed to be used for
paired work. Explain the skills your students are
going to practise via these role plays and explain
any instructions or other terms to them as
required. Then ask them to carry out the tasks.
Students could then swap roles. These
worksheets are similar activities contextualised to
the hotel, supermarket and factory. You could
use Worksheet 18 to teach, Worksheet 30 to
reinforce and then Worksheet 42 to check your
students’ ability to give and receive complex
instructions. For Worksheet 42 your students will
need a copy of the information on page 76.

Group work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to
feedback to the group. Address any difficulties. 
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Teaching notes
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Were any instructions difficult to understand?
What were the problems?

Extension work

Provide students with sets of instructions to
role–play giving and receiving instructions
and/or use examples from their own experiences. 

Worksheets 19, 20, 21, 31, 32, 33, 43,
44, 45
Role-play – asking for detailed
information and responding to
requests for detailed information

Worksheets 

These worksheets are designed to be used for
paired work. Explain the skills your students are
going to practise via these role plays and read
any instructions or other terms to them as
required. Then ask them to carry out the tasks.
Students could then swap roles. These
worksheets are similar activities contextualised to
the hotel, supermarket and factory. You could
use Worksheets 19, 20 and 21 to teach,
Worksheets 31, 32, and 33 to reinforce and then
Worksheets 43, 44 and 45 to check your
students’ ability to ask and respond to open
questions. For Worksheet 19 students will need
copies of the information on page 70. For
Worksheet 31 students will need copies of the
information on page 72. For Worksheet 43
students will need a copy of the information on
page 77.

Group work

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

Were any questions difficult to ask or answer?
What were the problems?

Extension work – appraisal interview

Use this list of scenarios for students to role–play
asking and answering questions in a job
appraisal situation. Students could also use
examples from their own experiences.

Ask the person playing the role of the employee:

n What problems have you encountered this
year?

n What have you done well this year? Be
specific and give examples.

n What have you enjoyed and not enjoyed
about your job this year?

n What training would help you to do your
present job better?

Ask the person playing the role of the employer
about:

n The possibility of promotion

n What training programmes the company
offers staff.

Worksheets 22, 23, 34, 35, 46, 47
Express opinions clearly. Give a clear
account. Adapt speech to suit context

Worksheets 

Explain the skills your students are going to
practise via these speaking and listening
activities and read any instructions or other
terms to them as required. Then ask them to
carry out the tasks. These worksheets are similar
activities contextualised to the hotel,
supermarket and factory. You could use
Worksheets 22 and 23 to teach, Worksheets 34
and 35 to reinforce and then Worksheets 46 and
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Teaching notes

47 to check your students’ ability to give a clear
account and to express opinions. 

Group work

Once each student has had a turn at speaking,
students should complete the writing frames to
feedback on notable differences in style and
types of vocabulary used in the different types of
accounts.

Extension work

Provide students with lists of other topics on
which they can speak for a limited amount of
time.

Record a short item of radio or television news,
or listen on the Internet. Use the news report as
the basis for students to give their own opinions
on the issue in question.

Worksheets 24, 25, 36, 37, 48, 49
Role-play – follow and contribute to
discussions. Listen to and express
opinions

Worksheets 

Explain the skills your students are going to
practise via these group discussions and read
any instructions or other terms 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. These worksheets are similar
activities contextualised to the hotel,
supermarket and factory. You could use
Worksheets 24 and 25 to teach, Worksheets 36
and 37 to reinforce and then Worksheets 48 and
49 to check your students’ ability to contribute to
discussions and to listen to and express opinions.
Your role is to chair the discussion. For

Worksheets 24 and 25 your students will need
copies of the information on page 71. For
Worksheets 36 and 37 your students will need
copies of the information on page 73. For
Worksheets 48 and 49 your students will need
copies of the information on page 78.

Chairing the discussion

Each discussion should last between 20 and 30
minutes. As a chair you should:

n be more concerned with process than content
– encourage the group to keep the discussion
moving

n keep an eye on the time

n protect the weaker – encourage them to join
in 

n control the strong – ask them to hold back
their valuable views and allow others to
contribute

n ensure that the issues and main points are
summarised and noted on a regular basis.

Group work

Once students have completed the tasks in pairs,
sum up the activities and ask each pair to
contribute the information in their feedback
forms to the group. Address any difficulties. 

Was it easy to keep the discussion on track?
Were interruptions appropriate? What
proportion of opinions was supported with
evidence?

Extension work

Use this list of topics for students to practise
taking part in discussions: 

n How does a person’s job affect their leisure
activities?

n Are women different from men in the
importance they attach to their jobs?
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n How could companies motivate their staff to
work harder? 

n Why are some skills acknowledged and
rewarded and others not? 

Worksheets 26, 27, 28, 29
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 56.

Skills covered

Worksheet 26 – Identifying body language.
Using appropriate language and tone. Listening
for detail. Asking and answering questions

Worksheet 27 – Identifying points of view.
Following discussions. Listening for detail. Giving
constructive feedback

Worksheet 28 – Understanding instructions.
Sequencing instructions. Understanding
inference. Using appropriate language and tone.
Giving and receiving constructive criticism

Worksheet 29 – Understanding explanations.
Listening for detail. Understanding implication.
Asking and answering questions

Worksheets 38, 39, 40, 41
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 56.

Skills covered

Worksheet 38 – Identifying points of view.
Interpreting body language and tone of voice.
Using appropriate language and tone. Giving
and receiving constructive criticism

Worksheet 39 – Following discussions.
Understanding inference. Interpreting tone of
voice. Using appropriate language and tone

Worksheet 40 – Understanding instructions.
Sequencing instructions. Listening for detail.
Using appropriate language and tone. Asking
and answering questions. Your students will need
a copy of the guidelines on page 74 to carry out
the activities on this worksheet.

Worksheet 41 – Understanding instructions.
Understanding inference. Using appropriate
language and tone. Give instructions. Your
students will need a copy of the quality report
log, given on page 75, to complete the activities
on this worksheet.
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Student checklist

Skill � Worksheets

Ask and answer questions 14, 16, 17, 18, 20, 21, 26, 29, 30, 32, 33, 40, 
42, 44, 45

Ask for detailed information 19, 31, 43

Follow discussions 27, 36, 39, 48, 49

Follow multi–step instructions 3, 4

Give clear instructions 18, 30, 41, 42

Identify and express opinions 15, 22, 23, 27, 34, 35, 38, 46, 47

Identify body language 26, 38

Interpret tone of voice 15, 38, 39

Know and use appropriate phrases to change the topic 11

Know and use strategies to reassure others in discussions 13, 24, 25, 36, 37, 48, 49

Know and use techniques to move a discussion forward 9, 24, 25, 36, 37, 48, 49

Know how to give constructive criticism 8, 18, 20, 27, 28, 30, 32, 38, 42, 44

Know how to make relevant contributions to a discussion 9, 24, 25, 36, 37, 48, 49

Know how to respond to criticism 7, 18, 21, 28, 30, 33, 38, 42, 45

Know how to respond to open questions 5, 6, 21, 26, 31, 32, 40, 43, 45

Listen for detail 14, 15, 17, 26, 27, 29, 40

Recognise open questions 5, 6, 21, 26, 31, 32, 40, 43, 45

Respond to requests for detailed information 19, 31, 43

Sequence instructions 16, 28, 40

Speak clearly 14, 15, 34, 35, 46, 47

Support opinions and arguments with evidence 12, 24, 25, 36, 37, 48, 49

Take notes from long explanations 1, 2

Understand inference/implication 28, 29, 39, 41

Understand explanations 29

Understand instructions 16, 17, 18, 28, 30, 40, 41, 42

Understand that relevance of contributions in a discussion 10, 22, 23, 24, 25, 34, 35, 46, 47, 48, 49
depends on the audience, purpose and situation

Use appropriate language and tone 14, 15, 16, 26, 28, 38, 39, 40, 41

Use appropriate non–verbal communication 16, 24, 25, 36, 37, 48, 49

Functional Skillbuilders Speaking and Listening Level 2 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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Take notes from long explanations.

1. Taking note 1

To make sure that you have understood all the points of a long explanation it is useful to make
notes. Taking notes helps you to concentrate and to process the information you hear. 

People give explanations and presentations in different styles. It is important that you are able
to adjust to different approaches. You should make a note of the main points. These should be
made clear. Lecturers and teachers often repeat them, or rephrase them to express them in
different ways. Don’t try to take down too much. You need to write enough to jog your
memory later. Don’t make your notes too vague or use too many abbreviations which you may
not be able to remember later. After the session you should look over your notes, adding to
them if you need to. 

A good explanation will follow these stages. Be aware of each stage and make particular note
of the key points.

Introduction – at the start you should be told what the explanation will cover and in what
order. 

Clear flagging of stages – the person giving the explanation should highlight when they have
finished with one point and are going on to the next. 

Repetition of key points – the main points should be highlighted and repeated. 

Clear summaries – the explanation should finish with a clear summary.
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Take notes from long explanations.

2. Taking note 2

2

Your tutor is going to give you an explanation. Listen carefully and make free notes as
your tutor speaks.

Now summarise the explanation using this writing frame.

Introduction – how did your tutor introduce the topic? 

Key stages – which words did your tutor use to indicate moving on from one topic to another?

Key points – which main points were highlighted and repeated?

Summary – how did your tutor summarise the explanation?
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Follow multi–step instructions.

3. Sensible order 1

Following and understanding multi–step instructions is a skill you may need at work and at
leisure. Understanding and following sequence markers is vital.

Sequence markers tell you the order in which to tackle a task and include words such as:
firstly, before, after, immediately, next, then, secondly, finally.

Your tutor is going to read a set of instructions to you. Listen to them and use the
table to record which sequence markers were used and what for.

Sequence marker Instruction

then

firstly

secondly

finally

before

after

immediately

while

during

now
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skillbuilders n speaking and listening n level 2

Follow multi–step instructions.

4. Sensible order 2

4

Your tutor is going to read another set of instructions. Listen carefully, then answer
the questions on a separate piece of paper.

1. What are the instructions for?

2. What item of equipment do you need first?

3. What two pieces of information do you need?

4. What should you do if you have an old membership number?

5. What information is given about new membership numbers?

6. What is the current password?

7. Where are updates to the password published?

8. What is the User ID?

9. What should you do in the first instance if you have trouble logging in?

10. Who should you call if you still have problems logging in? 
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5skillbuilders n speaking and listening n level 2

Recognise open questions and know how to respond to them.

5. Being open 1

Closed questions have one clear answer, or it could be a “yes” or “no” answer (e.g. Who is the
prime minister?/Are you going out tonight?). 

Open questions have open–ended answers (e.g. What is your opinion of the government’s
policy on education?/Why are you going out tonight?). An open question asks for people’s
responses to questions or their opinions about them – you will get all sorts of responses to
open questions.

Read this list of questions and decide whether they are open or closed.

Question Open Closed

1 What time does the course start?

2 Why do you think you were promoted?

3 How did you achieve those sales figures?

4 Why do you want to work for us?

5 What are your strengths?

6 Will working shifts be a problem for you?

7 How many days’ holiday have you had this year?

8 What did you think of the candidates?

9 What qualities would you bring to our company?

10 Where do you think we should prioritise spending next year?

11 When are you coming to see us?

12 Which of these do you prefer?

13 Which roads lead to London?

14 How are you going to fix it?

15 Where do you see yourself in five years’ time?
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skillbuilders n speaking and listening n level 2

Recognise open questions and know how to respond to them.

6. Being open 2

6

When someone asks an open question you should respond accordingly. In some situations you
may be expected to give a lengthy answer. For example, in a job interview you might be asked:

n Why do you want to work for us?

n What is it about the position that you find attractive?

n Why do you want to leave your present job?

These questions all require careful thought and require an extended answer covering several
points.

With a partner, you are going to role–play asking and answering open questions. 

Scenario Job interview

Task 1. The person playing the role of the interviewer should ask these questions:

n Why do you want to work for us?

n What do you find attractive about the position?

n Why do you want to leave your present job?

n Tell us about yourself.

n What can you do for us that someone else can’t?

n What do you look for in a job?
For each question the interviewer should comment on how fully the
interviewee answered the question and the relevance of each answer.

2. Then reverse roles.
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7skillbuilders n speaking and listening n level 2

Know how to respond to criticism.

7. Take it on the chin

No–one likes being criticised, but accepting constructive criticism and advice from colleagues
at work is one of the best ways to learn. 

This list is how not to deal with criticism:

n Aggression – don’t criticise back. 

n Grovelling – accept the criticism if it is fair, but there is no need to grovel.

n Passive aggression – this is when you appear to accept the criticism but find a way to get 
your own back. For instance, your boss tells you you’re too slow. You speed up, but 
“accidentally” make a mistake. You were only trying to please them by going too fast to do 
things properly.

Positive ways of dealing with criticism are to:

n Acknowledge it, if you accept the criticism is fair.

n Calmly ask your critic to be more specific, if you aren’t sure what they mean. Then you 
can ask what they would rather you did. This should start a constructive discussion.

n Avoid taking criticism too personally. Stay neutral. 

Your tutor is going to criticise something you’ve done. Think of at least three
constructive responses to deal with the criticism.
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skillbuilders n speaking and listening n level 2

Know how to give constructive criticism.

8. I don’t know how to tell you this...

8

Giving constructive feedback is the process for relaying the effects of behaviour for an
individual’s benefit and learning. The purpose of giving feedback is to improve future
performance. Ideally, the more immediate the feedback, the better it will be. By giving feedback
as soon as possible after the event, the people involved will be able to recall the performance
more accurately.

Giving criticism can be difficult. Here are some guidelines:

1. Most people are more willing to accept criticism if they recognise their own strengths and
weaknesses. Encourage them to appraise themselves and then build on their own ideas.

2. Describe your own observations without saying whether you think the performance was
good or bad. Leave the person to make up their own mind. 

3. Concentrate on particular points. Make feedback specific rather than general. 

4. Stress positive points. Always look for areas of improvement rather than concentrating on
what went wrong. 

5. Make your feedback practical so the person can do something about it. Be specific about
ways the person can improve. 

6. Take time to give criticism properly. The person you are feeding back to will need time to
digest what you have said and to discuss it with you. 

Work with a partner to give and receive criticism. These are the bare bones of each
problem – you can flesh out each scenario yourself and make up some positive
feedback as well.

1. Your partner has just spoken sharply to a customer and given them some wrong
information.

2. Your partner has just given a customer £10 too much change.

3. Your partner has been working very slowly all morning and has not done all of the
work you left for him/her.

4. Your partner has been late for work three times this week.

Reverse roles.
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9skillbuilders n speaking and listening n level 2

Know how to make relevant contributions to a discussion. Know techniques to move
a discussion forward.

9. Stick to the point

When you participate in a discussion it is important to keep to the point and to make your
contributions relevant. For example, in a discussion about how to improve the limited car
parking in the city centre these contributions were made:

n there aren’t enough car parking spaces in the city centre for the number of cars

n John drives a Ford Mondeo

n the city authorities should put on a “park and ride” service

n the city authorities should subsidise more bus routes

n the buses should run more frequently 

n the city should turn the waste ground by the river into a multi–story car park

n the train station is too far out of town 

n the city should ban cars from the centre

n the city should introduce congestion charges

Some of these points are not very relevant to the topic in question.
It is important to keep a discussion moving forwards. You should do this in an appropriate
manner.

Acknowledge the person’s point but then say: “I think we need to get back to the main point”,
or “that’s not an issue we can touch on today”.

Your tutor is going to supervise a group discussion on the following topic:

n Should cars be banned from city, town and village centres?

You should make notes of your own opinion below and make sure that you mention
them during the discussion. Try to keep the discussion focussed and make sure that
your own contributions are relevant.
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skillbuilders n speaking and listening n level 2

Know that the relevance of contributions to a discussion depend on the audience,
purpose and situation. 

10. Be adaptable

10

When you participate in a discussion it is important to bear in mind several points to make
sure that your contributions are relevant. 

1. Audience – who you are talking to, how many people are involved, their knowledge of the
subject, and how well you know the people, will all have an effect on the way you phrase
your contributions.

2. Situation – the type of discussion will affect the way you say things. For example at a
protest meeting you might want to use particularly persuasive and emotive language but at
a meeting to discuss work performance your tone and language would be more measured
and your contributions mostly factual.

3. Purpose – discussions have different purposes, for example: to come to a joint decision, to
disseminate information, to exchange ideas openly, to plan a course of action, to oversee a
long–term project. Bearing in mind the purpose of the discussion will help frame the way
you make your own contributions.

Your tutor is going to supervise three brief discussions on the same topic. As you take
part in each discussion, note how the change of purpose and situation alters your
own contributions and those of others.

n Children should be educated in mixed-ability classes, as opposed to streamed.

1. Discuss this topic as if you are the teachers at a school where classes are currently
streamed. You have to make a plan to change to mixed–ability classes and these
must be ready to implement at the beginning of the next term.

2. Discuss this topic, sharing your own ideas and opinions with other members of your
group. The purpose of the discussion is to find out group members’ experience of
mixed-ability and streamed classes.

3. Discuss this topic as if you are government ministers. You want all schools to teach
children in mixed-ability classes and you need to persuade the general public that
this is a good idea.
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11skillbuilders n speaking and listening n level 2

Know appropriate phrases to change the topic. 

11. Change the topic

Being able to change the topic or to help a group focus on a topic is a useful skill. There are
ways that you can do this that might alienate some group members but using appropriate
language and tone will make sure that you keep most people happy.

Suitable phrases include:

n Moving on from that, shall we...?

n Don’t let’s forget...

n We still haven’t talked about...

n There’s still the matter of...

n It might be worth mentioning...

n I suggest we consider...

n Why don’t we examine...

n Yes, but shall we look at x first...?

n We can always come back to that issue if there’s time; right now we need to...

Your tutor is going to supervise a further discussion on this topic. 

n Children should be educated in mixed-ability classes, as opposed to streamed.

As you take part in the discussion you should make at least one point that isn’t
relevant. You should also listen out for the irrelevant comments of group members
and use one of the phrases above, or one of your own, to bring the discussion back on
track.
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skillbuilders n speaking and listening n level 2

Support opinions and arguments with evidence.

12. Prove your point

12

When you have a point to argue in discussions, badgering others into submission is not the
most efficient way to bring others round to your point of view. Marshalling valid and
convincing arguments is the best way to persuade others to your viewpoint. 

You can organise your argument in order like this:

1. The reasons for my opinion is, firstly...

2. So...

3. A further reason is...

4. Furthermore...

5. Because...

6. These (arguments/facts) show that...

Using a clear framework will scaffold your argument and give it credibility, providing your
opinions are reasonable and valid.

You should use the framework above to scaffold an argument about one of the
following topics:

n Argue that your favourite film is the best of all time.

n Convince others to visit your favourite holiday destination.

Present your argument to the group and discuss your arguments with them
afterwards.
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13skillbuilders n speaking and listening n level 2

Know and use strategies to reassure others in discussions.

13. Cool it!

Sometimes discussions can become heated, but airing views openly can be very productive. It
is important that participants in a discussion respect each other’s views and allow differences
to be aired constructively. There are several gestures and phrases that you can use that show
co–operation and respect.

Non–verbal

n smiling

n paying attention while others speak

n nodding as others speak, or saying “mm”, or “ah”, or “I see”.

Verbal

You can encourage others to talk:

n “I think your idea is a good one because...”

n Going back to your idea, I really like what you said about...”

n “I like the point that John raised...”

You can voice disagreement in a non–threatening way:

n “I think that’s a good point, but it doesn’t really answer the question.“

n “I’m sorry but I’m going to have disagree with that because...”

n “If I may, I’d like to suggest another view on that...”

n “If it’s okay with everyone I’d like to suggest that we...”

Your tutor is going to supervise a discussion on this topic. 

n Should we reintroduce the death penalty as a punishment for murder and terrorism?

As you take part in the discussion you should try to use some of the reassuring
strategies listed above. After the discussion, feedback to the group your opinions on
how useful the strategies were.
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skillbuilders n speaking and listening n level 2

Use appropriate language and tone. Listen for detail. Speak clearly. Ask and answer
questions.

14. Hotel – grievance procedures

14

Carry out the tasks on Section 1 of the CDROM.

Read the scenario and then carry out the tasks in pairs.

Scenario Role-play a discussion between managers at the Old Hall Hotel. The
restaurant manager has overbooked the restaurant and the general manager
is furious.

Task 1. The person playing the role of the restaurant manager should use the
points below to explain the reasons why the restaurant was overbooked and
how you will remedy the problem. You also need to apologise to the general
manager.

n During the first part of the month, bookings in the restaurant were low 
and so you were keen to get as much business as possible to hit your 
sales targets.

n You have arranged for extra waiting staff and will be able to use one of 
the function rooms as an overspill room.

n You have spoken with the chef and he is happy to cater for the numbers
booked in – in fact, he’s looking forward to it.

2. The person playing the role of the general manager should use non–verbal
communication and tone of voice to make it clear that you are unhappy
with the situation. Listen to what the restaurant manager has to say and
ask questions if appropriate.
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15skillbuilders n speaking and listening n level 2

Listen for detail. Understand implication. Interpret tone of voice. Speak clearly. Use
appropriate language. Identify and express opinions.

15. Hotel – Yelverton bypass

Carry out the tasks on Section 2 of the CDROM.

Replay the sound clip on the CDROM and answer the questions.

1. How would you describe Nick’s tone of voice?

2. How would you describe Denise’s attitude to the problem?

3. What do you think Denise means when she says “we could make some mileage out of
that”?

4. What do you think Nick means when he says “get him interested, but be subtle”?

Read the scenario and then carry out the tasks in pairs.

Scenario Continue the role-play between Denise Baines and the newspaper reporter.

Tasks 1. The person playing the role of the newspaper reporter should ask Denise
awkward questions about the hotel’s opinion of the bypass. S/he is after a
big story and will want to know as much as Denise can tell her/him.

2. The person playing the role of Denise needs to get the reporter interested in
the story, but she doesn’t want to be too eager. She also needs to take care
with what she says to the reporter to make sure that the hotel only gets
good publicity from the story. Remember that Denise’s aim is to try to stop
the bypass from being built.
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skillbuilders n speaking and listening n level 2

Understand instructions. Sequence instructions. Use appropriate language and tone.
Use appropriate non–verbal communication. Ask and answer questions. 

16. Hotel – cleaning silver

16

Carry out the tasks on Section 3 of the CDROM.

Read the scenario and then carry out the tasks in pairs. 

Scenario Continue the role-play between Linda Potter and the headwaiter.

Tasks 1. The person playing the role of Linda Potter should ask the headwaiter for
more details about cleaning silver cutlery. You should find out:

n if it’s okay to load silver and stainless cutlery together in the 
dishwasher

n what you should do about fine scratches in the cutlery

n if you need to wash dirty cutlery right away

n what you should do with cutlery when the dishwasher finishes.

2. The person playing the role of the headwaiter should answer the 
questions, using the care instructions for cleaning cutlery which your tutor
will give you.
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17skillbuilders n speaking and listening n level 2

Listen for detail. Understand instructions. Ask and answer questions.

17. Hotel – health and safety presentation

Carry out the tasks on Section 4 of the CDROM.

Read the scenario and then carry out the tasks in pairs.

Scenario Continue a discussion between the headwaiter and one of the new waiters.

Tasks 1. The person playing the role of the new waiter should ask questions about
clearing tables. You should find out:

n why you can’t use the small silver trays to clear tables

n what you should do with broken crockery

n if it’s okay to clear a whole place setting at once – plates, cutlery and 
glasses

n whether the hotel minds you stacking crockery when you clear the 
table and if there is anything you need to know about stacking.

2. The person playing the role of the headwaiter should answer the questions
using the guidelines for clearing tables, which your tutor will give you.

3. Reverse roles.
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skillbuilders n speaking and listening n level 2

Give clear instructions. Understand instructions. Ask and answer questions. Give and
receive constructive criticism.

18. Hotel – following instructions

18

This role-play is set in the Old Hall Hotel. The task is for two people. One will play the
part of a chambermaid and the other will be a customer. Read the information and
then carry out the task. 

Scenario There are trouser presses in all of the rooms at the Old Hall Hotel. A guest
wants to know how to use the machine.

Task The person playing the part of the chambermaid should study the diagrams
below and use them to explain how to use the trouser press to the guest.
Remember to make good use of sequence markers so that your explanation is
clear. After the explanation, the person playing the part of the guest should
give feedback to the chambermaid to say which parts of the instructions were
clear and which were confusing.

1 2

3 4
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19skillbuilders n speaking and listening n level 2

Ask for detailed information. Respond to requests for detailed information.

19. Hotel – tanning treatment

This role-play is set in the Old Hall Hotel. The task is for two people. One will play the
part of a beauty therapist and the other will be a customer. Read the information and
then carry out the tasks. 

Scenario A customer at the beauty salon is interested in having a tanning treatment
and has some questions about the St Tropez range of treatments. 

The person playing the part of the beauty therapist should use the information about
the treatment to give full answers to the customer’s questions. The customer should
find out:

n how long the treatment takes

n when the guide colour can be washed off

n what happens if you want a deeper tan

n what you should wear on the day of the treatment

n why you can’t moisturise or wear deodorant on the day of the treatment

n how long the tan lasts

n what can shorten the life of the tan.
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skillbuilders n speaking and listening n level 2

Ask and answer questions. Give constructive criticism.

20. Hotel – job interview 1

20

This role-play is set in the Old Hall Hotel. The task is for two people. One will play the part of
a personnel manager and the other will be a job applicant. This sheet of information is for the
personnel manager. As a personnel manager you need to ask questions and judge candidate’s
answers to make sure you employ the most suitable person for the job. Using open questions
will allow the candidate to give full answers.

Read the information and then carry out the tasks. 

Scenario You are interviewing a candidate for the job of bar person.

Tasks 1. Ask the candidate the following questions:

n How do you get things done?

n Can you give an example of when you had to work under pressure?

n What team skills do you have?

n What are your main responsibilities in your current job?

n Tell us about your experience in implementing a new policy and what 
the results were.

n What do you think good customer service involves?

n Tell us about a situation when you have worked with people at various 
levels of an organisation. How did you work effectively with these 
people?

n If you are given a number of tasks, how will you prioritise them?

2. Throughout the interview you should use appropriate body language. Try
to engage the candidate and show that you are actively listening through
your use of non-verbal communication.

3. Complete the checklist below and feedback your findings to the
candidate. Suggest ways in which they could improve their performance.

1. Did the candidate make the most of the open questions? Why/why not?

2. Did the candidate maintain eye contact while you were speaking?

3. How would you describe the candidate’s body language and facial expressions during the
interview?

4. Did the candidate appear to be listening to you? How did s/he show this?

5. Would you have been likely to give this candidate the job? Why/why not?
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21skillbuilders n speaking and listening n level 2

Ask and answer questions. Respond to criticism.

21. Hotel – job interview 2

This role-play is set in the Old Hall Hotel. The task is for two people. One will play the part of
a personnel manager and the other will be a job applicant. This sheet of information is for the
job applicant. As a job applicant, you need to convince the interviewer that you are the best
candidate for the job. During the interview you should respond to questions comprehensively
but succinctly. 

Read the information and then carry out the tasks.

Scenario You are being interviewed for the job of bar tender at the Old Hall Hotel.

Tasks 1. Listen to the questions you are asked and answer them as fully as
possible. The interview should feel like a structured conversation. If you
are confused by the question, ask for further explanation. Don’t be afraid
to take your time before you answer the questions. 

2. Throughout the interview you should use appropriate body language. Try
to impress the interviewer with your enthusiasm and show your interest in
the job through non–verbal communication.

3. Complete the checklist below and feedback your findings to the
interviewer. The interviewer is going to comment on your performance.
Listen and respond to his/her comments appropriately.

1. Did the interviewer maintain eye contact while you were speaking?

2. Did you feel that the interviewer was genuinely interested in your answers? Why/why not?

3. How would you describe the interviewer’s body language and facial expressions during the
interview?

4. Did the interviewer appear to be listening to you? How did s/he show this?

5. Do you think the interviewer would offer the job? Why/why not?

FSB_S_AND_L L2_2011_U_S&L L2 2nd proof  01/09/2016  06:53  Page 21



skillbuilders n speaking and listening n level 2

Express opinions clearly. Adapt speech to suit context.

22. Hotel – on the spot 1

22

You are going to practise adapting talk to context by speaking for one minute on one
of a selection of topics on Worksheet 23. Each person should draw out a situation
from a hat. You then have three minutes to gather your thoughts. You should then
speak for exactly two minutes on the topic.

When each member of the group has had a turn you should complete the form below
and feedback your findings to the group. 

What were the notable differences in style between these accounts?

Descriptions

Complaints

Explanations

Persuasions

Recommendations

Make a note of any particular types of vocabulary used by the different accounts.

Descriptions

Complaints

Explanations

Persuasions

Recommendations
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23skillbuilders n speaking and listening n level 2

Express opinions clearly. Adapt speech to suit context.

23. Hotel – on the spot 2

Task Select one of the topics from the list below. Follow the instructions on 
Worksheet 22. 

1. Give reasons to your boss why you need to go on holiday next week.

2. Tell your work colleagues about the holiday you have just had.

3. Persuade your friend to come on holiday with you.

4. Tell your partner why you don’t want to go to the same place on holiday this year.

5. Your holiday was a disaster. Make a complaint to the travel agent.

6. You are the manager of the Old Hall Hotel. Give staff reasons why they can’t take any
annual leave in August this year.

7. You have been asked to give a talk to a local group about the most memorable holiday
you have had.

8. You want to go on holiday abroad this year. Your family all want to go to Cornwall.
Persuade them to accept your opinion.

9. A colleague is going to visit an area that you know well. Recommend some places for
them to see and things they should do while they are there.

10. Give a set of packing tips for going on holiday, using mistakes and successes from your
own life.

11. Your boss has told you that you can’t take any annual leave next month. Make a protest
to the personnel manager.

12. Your friend wants you to go on holiday with him/her. Explain why you can’t go.

13. Describe the most beautiful place you have visited.

14. Describe the busiest place you have visited.

15. Describe the most deserted place you have visited.

16. Describe the hottest place you have visited.

17. Describe the coldest place you have visited.

18. Describe the most exciting place you have visited.

19. Describe the wettest place you have visited.

20. Describe the most frightening place you have visited.
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skillbuilders n speaking and listening n level 2

Follow discussions and make appropriate contributions.

24. Hotel – induction 1

24

Your tutor is going to chair a discussion about job induction procedures and training
in a new job. You should read the information about the Old Hall Hotel’s induction
procedure. You will be discussing:

1. Induction training you have had

2. Whether induction training is important or not

3. What induction training should cover

During the discussion remember:
n your contributions should be relevant
n you should always aim to move the discussion forwards
n if you need to interrupt, do it in an appropriate manner
n to support your opinions with evidence
n to respect the opinions of others.
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25skillbuilders n speaking and listening n level 2

Follow discussions and make appropriate contributions.

25. Hotel – induction 2

When the discussion is over, review your contributions. Read this list and tick your
answers. 

1. Did you contribute to the discussion?

Yes

No

2. Did everyone have a chance to speak?

Yes

No

3. Did you listen to others:

all of the time

most of the time

some of the time

4. While others were speaking did you 
smile or acknowledge their points of 
view?

Yes

No

5. Were your contributions:

too much

the right amount

too little 

6. Were your contributions:

always appropriate

mostly appropriate

not appropriate

7. Did your contributions move the 
discussion forward:

all the time

some of the time

rarely

8. Did you support your own opinions 
with evidence:

all the time

some of the time

rarely

9. Did you interrupt others?

Yes

No

10. If you did interrupt did you use 
appropriate phrases?

Yes

No

11. Summarise the opinions expressed.
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skillbuilders n speaking and listening n level 2

Identify body language. Use appropriate language and tone. Listen for detail. Ask
and answer questions.

26. Supermarket – promotion interview

26

Carry out the tasks on Section 5 of the CDROM.

Read the scenario and then carry out the tasks in pairs. 

Scenario Continue the role-play between Penny and the interviewer. 

Tasks 1. The person playing the part of the interviewer should ask Penny the
questions below. Respond to any questions your partner may have.

n What do you think it takes to be successful in an organisation like this?

n Are you dissatisfied with your current job at Blackwell’s?

n What challenges do you think you’ll face in this job?

n What duties do you think the job entails?

n What has been your greatest success at work and how did you 
achieve it?

2. The person playing the part of Penny should listen to the interviewer’s
questions and respond to them appropriately. You can then ask questions
of the interviewer.

3. Reverse roles.
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27skillbuilders n speaking and listening n level 2

Identify points of view. Follow discussions. Listen for detail. Give constructive
feedback.

27. Supermarket – who should get the job?

Carry out the tasks on Section 6 of the CDROM.

Read the scenario and then carry out the tasks in pairs. 

Scenario The personnel manager is going to inform candidates whether they have
been successful at interview or not. 

Tasks 1. The person playing the part of the personnel manager should look at the
reasons why the person was/wasn’t appointed and give appropriate and
fair feedback to the candidate.

n Penny – will be offered the job of supervisor. The panel thought that she 
was a very strong candidate and were impressed by her attitude to 
responsibility and hard work.

n Narinder – was a good internal candidate but will not be offered the job. 
The panel felt that she has great potential to become a supervisor, but 
needs a little more experience first.

n Nick – was also considered to be a good internal candidate and also has 
potential to become a good supervisor. He might be better advised to 
apply for supervisory posts in a section where he already has solid 
experience.

n Osman Rifat – was an impressive candidate, but the post has been given 
to an internal candidate who has direct experience of Blackwell’s.

2. The other person will play the part of the various candidates. Listen to
what the personnel manager tells you and respond appropriately.
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skillbuilders n speaking and listening n level 2

Understand instructions. Sequence instructions. Understand inference. Use
appropriate language and tone. Give and receive constructive criticism.

28. Supermarket – slicing bread

28

Carry out the tasks on Section 7 of the CDROM.

Replay the sound clip on the CDROM and answer the questions.

1. List all of the sequence markers you hear.

2. Why won’t Penny have to show customers how to use the bread slicing machine very
often?

Read the scenario and then carry out the tasks in pairs.

Scenario Continue the role-play between Maxine and Penny.

Tasks 1. The person playing the part of Maxine should recognise that Penny isn’t
very keen on using the slicing machine and ask her why. Maxine’s job is to
make sure that all assistants follow supermarket policy. Penny’s attitude
is not very positive so Maxine should give constructive criticism to Penny.

2. The person playing the part of Penny should respond to Maxine’s
questions. Penny really doesn’t like learning to use new equipment and as
she’s based in customer services she doesn’t think it’s part of her job. You
should respond to constructive criticism appropriately.
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29skillbuilders n speaking and listening n level 2

Understand explanations. Listen for detail. Understand implication. Ask and answer
questions.

29. Supermarket – wine presentation

Carry out the tasks on Section 8 of the CDROM.

Read the scenario and then carry out the tasks in pairs. 

Scenario Carry out a role-play between the one of the members of staff and Tom.

Tasks 1. The person playing the part of the member of staff should ask questions
about the new arrangements for wine buying. You should find out:

n what is the name of the new wine buyer?

n which staff will be trained in wine tasting?

n what benefits will the new wine section and programme bring to 
customers?

n what benefits will the new section bring to the supermarket?

2. The person playing the part of Tom should use notes from the
presentation to answer the questions.

Blackwell’s has been planning to refurbish the wine section. The refurbishment will start next
week. 

A total of 80% of wine drunk in the UK is sold in supermarkets. The management team
recognise that Blackwell’s can’t keep up with the big five supermarket chains, but they have
gone some way to finding great wines by appointing an experienced wine buyer. 

The new wine buyer is Liam King. His role will be to seek out small growers who produce
quality wines. The new wine section is going to carry just over 700 wines. Liam will also give
regular tutored wine tastings to all staff working in the wine section. This means that
Blackwell’s staff should have the knowledge and confidence to provide customers with a
knowledgeable but “unstuffy” service. 

Blackwell’s will also be introducing a wine club for customers which will be free to join. Wine
club members will be invited to wine weekends and tastings. The aim is to encourage all
customers to make Blackwell’s their first choice when shopping for wine.
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skillbuilders n speaking and listening n level 2

Give clear instructions. Understand instructions. Ask and answer questions. Give and
receive constructive criticism.

30. Supermarket – following instructions

30

This role-play is set in the kitchens at Blackwell’s Supermarket. The task is for two
people. One will play the part of a supervisor and the other will be a new assistant.
Read the information and then carry out the task. 

Scenario There are strict procedures for cleaning the walk-in fridges in the
supermarket’s kitchens. A new assistant is being shown what to do.

Task The person playing the part of the supervisor should study the information
below and use it to explain the cleaning procedures to the new assistant.
Remember to make good use of sequence markers so that your explanation is
clear.
During the explanation the person playing the role of the assistant should ask
for any technical terms to be explained. After the explanation the person
playing the part of the assistant should give feedback to the supervisor to say
which parts of the instructions were clear and which were confusing.

Walk In Refrigerator cleaning 

The Walk In Refrigerator needs to be sanitised weekly. The power should be switched off, the
fridge emptied and shelves removed. The walls and ceiling should be sprayed with chemical
D10. The shelves need to be sprayed with chemical D2 and pressure washed. Rubber gloves
and goggles should be worn at all times when handling chemicals. Wipe the walls, ceiling and
motor with hot water and a disposable cloth. All inside door seals need to be wiped with a
cloth. The floor should be mopped with chemical D10 and allowed to dry. The outside of the
fridge should be wiped with chemical D10. When all cleaning is complete all the shelves can
be replaced and the power turned back on.
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31skillbuilders n speaking and listening n level 2

Ask for detailed information. Respond to requests for detailed information.

31. Supermarket – slicing bread

Scenario Blackwell’s Supermarket has just bought a new bread slicing machine for
customers to slice their own loaves. All assistants in the supermarket need 
to know how to use the new machine so that they can demonstrate it to
customers.

The person playing the part of the supervisor should use the information about the
machine to give full answers to the assistant’s questions. The assistant should find
out:

n where the bread slicing machine will be kept

n when the bread slicer will arrive in-store

n what types of bread can be sliced in the machine

n how safe the machine is to use

n what the advantages of the machine are to store staff

n what the advantages of the machine are to customers

n which members of staff will have the main responsibility for looking after the 
machine.

This role-play is set in Blackwell’s Supermarket. The task is for two people. One will
play the part of a supervisor and the other will be an assistant. Read the information
and then carry out the tasks. 
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skillbuilders n speaking and listening n level 2

Ask and answer questions. Give constructive criticism.

32. Supermarket – job interview 1

32

This role-play is set in Blackwell’s Supermarket. The task is for two people. One will play the
part of a personnel manager and the other will be a job applicant. This sheet of information is
for the personnel manager. As a personnel manager you need to ask questions and judge
candidates’ answers to make sure you employ the most suitable person for the job. Using
open questions will allow the candidate to give full answers.

Read the information and then carry out the tasks. 

Scenario You are interviewing a candidate for the job of deli counter assistant.

Tasks 1. Ask the candidate the following questions:
n What aspects of your current job don’t you like?
n Give me an example of your ability to make decisions under pressure.
n What training opportunities have you taken advantage of and why?
n Tell me about a difficult situation that you encountered and how you 

resolved it. 
n Describe a situation in which your work was criticised and how you 

responded to the criticism.
n How would you deal with a customer who used abusive language?
n What do you think constitutes good customer service?
n What do you think you would like about working on our deli counter?

2. Throughout the interview you should use appropriate body language. Try
to engage the candidate and show that you are actively listening through
your use of non-verbal communication.

3. Complete the checklist below and feedback your findings to the
candidate. Suggest ways in which s/he could improve their performance.

1. Did the candidate make the most of the open questions? Why/why not?

2. Did the candidate maintain eye contact while you were speaking?

3. How would you describe the candidate’s body language and facial expressions during the
interview?

4. Did the candidate appear to be listening to you? How did s/he show this?

5. Would you have been likely to give this candidate the job? Why/why not?
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33skillbuilders n speaking and listening n level 2

Ask and answer questions. Respond to criticism.

33. Supermarket – job interview 2

This role-play is set in Blackwell’s Supermarket. The task is for two people. One will play the
part of a personnel manager and the other will be a job applicant. This sheet of information is
for the job applicant. As a job applicant, you need to convince the interviewer that you are the
best candidate for the job. During the interview you should respond to questions
comprehensively but succinctly. 

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

Scenario You are being interviewed for the job of deli counter assistant at Blackwell’s
Supermarket.

Tasks 1. Listen to the questions you are asked and answer them as fully as
possible. The interview should feel like a structured conversation. If you
are confused by a question, ask for further explanation. Don’t be afraid to
take your time before you answer the questions. 

2. Throughout the interview you should use appropriate body language. Try
to impress the interviewer with your enthusiasm and show your interest in
the job through non-verbal communication.

3. Complete the checklist below and feedback your findings to the
interviewer. The interviewer is going to comment on your performance.
Listen and respond to her/his comments appropriately.

1. Did the interviewer maintain eye contact while you were speaking?

2. Did you feel that the interviewer was genuinely interested in your answers? Why/why not?

3. How would you describe the interviewer’s body language and facial expressions during the
interview?

4. Did the interviewer appear to be listening to you? How did s/he show this?

5. Do you think the interviewer would offer the job? Why/why not?
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skillbuilders n speaking and listening n level 2

Express opinions clearly. Give a clear account. Adapt speech to suit context.

34. Supermarket – on the spot 1

34

You are going to practise adapting talk to context by speaking for one minute on one
of a selection of topics on Worksheet 35. Each person should draw out a situation
from a hat. You then have three minutes to gather your thoughts. You should then
speak for exactly two minutes on the topic.

When each member of the group has had a turn you should complete the form below
and feedback your findings to the group. 

What were the notable differences in style between these accounts?

Descriptions

Complaints

Explanations

Persuasions

Recommendations

Make a note of any particular types of vocabulary used by the different accounts.

Descriptions

Complaints

Explanations

Persuasions

Recommendations
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35skillbuilders n speaking and listening n level 2

Express opinions clearly. Give a clear account. Adapt speech to suit context.

35. Supermarket – on the spot 2

Task Select one of the topics from the list below. Follow the instructions on 
Worksheet 34. 

1. Persuade members of the group that they should shop at your favourite supermarket.

2. You own a small grocery store near the town centre. Tell a group of town planners why 
your town doesn’t need another out-of-town supermarket.

3. There aren’t enough trolleys or car parking spaces at your local supermarket. Make a
complaint to the manager.

4. Persuade other members of your group that supermarket shopping is a waste of time
and that they should all order their supermarket shopping on the Internet.

5. You are the manager of Blackwell’s Supermarket. The supermarket has just been
awarded the “Independent Retailer of the Year” award. You are very proud and want to
thank everyone for their hard work.

6. You believe that the large supermarket chains have too much control over the way we
shop. Persuade others to use small local shops.

7. You live across the street from a supermarket that wants to open 24 hours a day. Make a
complaint to the council about the plans.

8. You live in a town with just one supermarket. Town planners have just put a stop to plans
for another one. You want more choice. Protest against the planners’ decision.

9. Give a set of tips for getting your supermarket shopping done in time for Christmas.

10. You work on the checkouts at Blackwell’s Supermarket. A customer has been very rude to
you. Make a complaint to the personnel manager.

11. You live near town and don’t have a car. Your local supermarket is thinking of relocating
from the town centre to an out-of-town site. Protest against the plans.

12. Describe the worst supermarket shopping trip you have had.

13. Describe the best supermarket shopping trip you have had.

14. Describe the range of goods on sale at your local supermarket.

15. Describe the range of goods on sale at a supermarket deli counter.

16. Describe the range of breads available in your local supermarket.

17. Describe how to get to your local supermarket.

18. Describe the car parking and access at your local supermarket.

19. Compare the sorts of goods available in a corner shop to those available at a
supermarket.

20. Compare the variety of fruit and vegetables on sale in supermarkets to those on sale in a
local produce market.
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skillbuilders n speaking and listening n level 2

Follow discussions and make appropriate contributions.

36. Supermarket – out of town 1

36

Blackwell’s wants to expand and needs bigger premises. Your tutor is going to chair a
discussion about moving Blackwell’s to an alternative site. Blackwell’s is currently in a
town centre location. There is currently no other supermarket in the town. Blackwell’s
has a loyal following in Leyland and needs to keep its customers. Larger premises
would mean that customers would have more choice which would hopefully prevent
them from travelling to Preston, Chorley and Wigan to shop.

You should read the information about new site locations. You will be discussing:

1. Whether Blackwell’s should remain in the town centre or not.

2. Which site is the most suitable for Blackwell’s.

During the discussion remember:
n your contributions should be relevant
n you should always aim to move the discussion forwards
n if you need to interrupt, do it in an appropriate manner
n to support your opinions with evidence
n to respect the opinions of others.
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37skillbuilders n speaking and listening n level 2

Follow discussions and make appropriate contributions.

37. Supermarket – out of town 2

When the discussion is over, review your contributions. Read this list and tick your
answers. 

1. Did you contribute to the discussion?

Yes

No

2. Did everyone have a chance to speak?

Yes

No

3. Did you listen to others:

all of the time

most of the time

some of the time

4. While others were speaking did you 
smile or acknowledge their points of 
view?

Yes

No

5. Were your contributions:

too much

the right amount

too little 

6. Were your contributions:

always appropriate

mostly appropriate

not appropriate

7. Did your contributions move the 
discussion forward:

all the time

some of the time

rarely

8. Did you support your own opinions 
with evidence:

all the time

some of the time

rarely

9. Did you interrupt others?

Yes

No

10. If you did interrupt did you use 
appropriate phrases?

Yes

No

11. Summarise the opinions expressed.
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skillbuilders n speaking and listening n level 2

Identify points of view. Interpret body language and tone of voice. Use appropriate
language and tone. Give and receive constructive criticism.

38. Factory – appraisal meeting

38

Carry out the tasks on Section 9 of the CDROM.

Read the scenario and then carry out the task in pairs.

Scenario Continue the role-play between Terry, the production manager, and his boss
Joe, the manager of the AutoParts factory.

Task 1. The person playing the part of Joe should give constructive criticism to
Terry:

n Terry works really hard but he tends to keep things to himself. This can 
cause problems when he’s out of the office and only he knows 
everything that’s going on. Terry must delegate work. You should get 
Terry to agree to specific targets to delegate some of his work. Give 
valid reasons for your opinions.

2. The person playing the part of Terry should listen to the constructive
criticism that Joe gives you and respond in an appropriate manner. 

n Joe will try to get you to delegate some of your work. You should not 
agree to this right away. Think of lots of reasons why you need to keep 
control. You should agree to his “suggestions” after much persuasion. 
Remember to keep calm.
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39skillbuilders n speaking and listening n level 2

Follow discussions. Understand inference. Interpret tone of voice. Use appropriate
language and tone.

39. Factory – personnel issues

Carry out the tasks on Section 10 of the CDROM.

Replay the sound clip on the CDROM and complete the table to describe the tone of
voice and implication in each passage.

Script Tone of voice Any implication?

Joe: I was trying to get Terry to realise that
he’s keeping too much control of production.
He keeps a lid on everything and often the
only time I find out that there’s been a
problem is when I speak to a customer.
I can’t have that.

Helen: Is this a record of your meeting?

Joe: Yep – just look at his responses. I’m afraid
that I wasn’t blunt enough. In fact, I should
really have asked you to be there.

Helen: You’re not thinking of disciplining him?

Joe: No, no. Nothing like that. But I think a second
voice might have helped get through to him.
I did manage to force another meeting in
6 weeks’ time though. How do you think I
should tackle it?
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skillbuilders n speaking and listening n level 2

Understand instructions. Sequence instructions. Listen for detail. Use appropriate
language and tone. Ask and answer questions.

40. Factory – safety briefing

40

Carry out the tasks on Section 11 of the CDROM.

Read the scenario and then carry out the task in pairs.

Scenario Continue a discussion between Jim Oakley and one of the new warehouse
workers.

Tasks 1. The person playing the role of the new warehouse staff should ask
questions about health and safety. You should find out:
n how to access the racking if you have to do it without a fork lift truck
n how to attach single section ladders to the racks
n what you should do if you find a faulty ladder?

2. The person playing the part of Jim Oakley should answer the questions
using the guidelines for safe placing and retrieving stock from racking
and shelving, which your tutor will give you.
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41skillbuilders n speaking and listening n level 2

Understand instructions. Understand inference. Use appropriate language and tone.
Give instructions.

41. Factory – quality control

Carry out the tasks on Section 12 of the CDROM.

Read the scenario and then carry out the tasks in pairs. 

Scenario Continue a role-play between the supervisor and worker.

Tasks 1. The person playing the part of the production worker should ask the
supervisor how to complete the quality report form, which your tutor will
give you. Use the following details.

n You have been running Ford Fiesta fuel tanks on Line 12. The first 
tanks off the line were fine. You noticed a problem after about 40 
tanks were produced. There are some holes in the bottom of the tanks.
You stopped the line at half past nine and called a duty engineer. But 
no-one has come to see you and it’s now 10 o’clock.

2. The person playing the part of the supervisor should listen to the worker
and help him/her complete the quality control report form. Use the
quality control procedure guidelines to help the worker complete the
form.
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skillbuilders n speaking and listening n level 2

Give clear instructions. Understand instructions. Ask and answer questions. Give and
receive constructive criticism.

42. Factory – following instructions

42

This role-play is set in the accounts office at AutoParts. The task is for two people. One
will play the part of an office supervisor and the other will be a secretary. Read the
information and then carry out the task. 

Scenario AutoParts takes its responsibility for the health and safety of employees very
seriously. All new employees who use computers are shown how to use their
workstation safely.

Task The person playing the part of the office supervisor should study the diagram
on page 76 and use it to tell the secretary how to use the workstation safely.
Remember to make good use of sequence markers so that your explanation is
clear.

During the explanation the person playing the part of the secretary can ask
questions to clarify his/her understanding. 

After the explanation the person playing the part of the secretary should give
feedback to the office supervisor to say which parts of the instructions were
clear and which were confusing.
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43skillbuilders n speaking and listening n level 2

Ask for detailed information. Respond to requests for detailed information.

43. Factory – quality report

This role-play is set in AutoParts. The task is for two people. One will play the part of
the production manager and the other will be the production supervisor. Read the
information and then carry out the tasks. 

Scenario AutoParts has strict quality control procedures. There has been a problem
with some of the fuel tanks produced.

The person playing the part of the supervisor should use the information about the
sequence of events to give full answers to the manager’s questions. The manager
should find out:

1. Why the Quality Control Manager or Supervisor didn’t deal with the problem at
the time.

2. What the consequences of the stoppage will be.

3. What steps the supervisor has taken to make sure the problem doesn’t happen
again.

4. Whether the quality control procedures were followed by the production line
staff.

5. How many members of staff will be needed to work overtime?
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skillbuilders n speaking and listening n level 2

Ask and answer questions. Give constructive criticism.

44. Factory – job interview 1

44

This role-play is set at AutoParts. The task is for two people. One will play the part of a
personnel manager and the other will be a job applicant. This sheet of information is for the
personnel manager. As a personnel manager you need to ask questions and judge candidates’
answers to make sure you employ the most suitable person for the job. Using open questions
will allow the candidate to give full answers.

Read the information and then carry out the tasks. 

Scenario You are interviewing a candidate for the job of clerical assistant.

Tasks 1. Ask the candidate the following questions:
n What would you do if you realised you were unable to finish your 

workload to an important deadline?

n Can you give an example of a time when your boss was absent and 
you had to make an important decision?

n What are you looking for in a new job?

n Tell me about a situation where you acted on your own initiative. 

n What do you dislike doing?

n What interests do you have outside work?

n Where do you see yourself in five years’ time?

n What do you think makes a good employer?
2. Throughout the interview you should use appropriate body language. Try

to engage the candidate and show that you are actively listening through
your use of non-verbal communication.

3. Complete the checklist below and feedback your findings to the
candidate. Suggest ways in which s/he could improve their performance.

1. Did the candidate make the most of the open questions? Why/why not?

2. Did the candidate maintain eye contact while you were speaking?

3. How would you describe the candidate’s body language and facial expressions during the
interview?

4. Did the candidate appear to be listening to you? How did s/he show this?

5. Would you have been likely to give this candidate the job? Why/why not?
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45skillbuilders n speaking and listening n level 2

Ask and answer questions. Respond to criticism.

45. Factory – job interview 2

This role-play is set at AutoParts. The task is for two people. One will play the part of a
personnel manager and the other will be a job applicant. This sheet of information is for the
job applicant. As a job applicant, you need to convince the interviewer that you are the best
candidate for the job. During the interview you should respond to questions comprehensively
but succinctly. 

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

Scenario You are being interviewed for the job of clerical assistant in the accounts
department at AutoParts.

Tasks 1. Listen to the questions you are asked and answer them as fully as
possible. The interview should feel like a structured conversation. If you
are confused by the question, ask for further explanation. Don’t be afraid
to take your time before you answer the questions. 

2. Throughout the interview you should use appropriate body language. Try
to impress the interviewer with your enthusiasm and show your interest in
the job through non-verbal communication.

3. Complete the checklist below and feedback your findings to the
interviewer. The interviewer is going to comment on your performance.
Listen and respond to their comments appropriately.

1. Did the interviewer maintain eye contact while you were speaking?

2. Did you feel that the interviewer was genuinely interested in your answers? Why/why not?

3. How would you describe the interviewer’s body language and facial expressions during the
interview?

4. Did the interviewer appear to be listening to you? How did s/he show this?

5. Do you think the interviewer would offer the job? Why/why not?
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skillbuilders n speaking and listening n level 2

Express opinions clearly. Give a clear account. Adapt speech to suit context.

46. Factory – on the spot 1

46

You are going to practise adapting talk to context by speaking for one minute on one
of a selection of topics on Worksheet 47. Each person should draw out a situation
from a hat. You then have three minutes to gather your thoughts. You should then
speak for exactly two minutes on the topic.

When each member of the group has had a turn you should complete the form below
and feedback your findings to the group. 

What were the notable differences in style between these accounts?

Descriptions

Complaints

Explanations

Persuasions

Recommendations

Make a note of any particular types of vocabulary used by the different accounts.

Descriptions

Complaints

Explanations

Persuasions

Recommendations
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47skillbuilders n speaking and listening n level 2

Express opinions clearly. Give a clear account. Adapt speech to suit context.

47. Factory – on the spot 2

Task Select one of the topics from the list below. Follow the instructions on 
Worksheet 46. 

1. Give reasons to your boss why you want a pay rise.

2. Tell your work colleagues that you are leaving your job.

3. Persuade your supervisor to put you forward for promotion.

4. Tell your partner why want to leave work to study full-time.

5. Your wages have been paid in late. Make a complaint to the personnel manager.

6. You are the production manager at AutoParts. Four members of staff were late yesterday
which held up production for two hours. Give a talk to the staff team stressing the
importance of being on time.

7. You have been asked to give a talk to a group of schoolchildren about your current job.

8. You want your employer to allow you to do a training course that means you need to take
a day out every week for a year. The course will mean you will be much more efficient at
your job. Persuade your employer.

9. Your colleague has asked you to swap shifts. You are happy to do this occasionally, but
s/he is asking you to swap shifts at least once a week and you are fed up with it. Tell your
colleague that you’re unhappy with the situation, giving valid reasons.

10. Your friend has a job interview at your company. Give them tips for getting a job with your
company.

11. It’s your colleague’s turn to work late and s/he has told you that s/he won’t do it. You
worked late yesterday and three times last week. Make a protest to your manager.

12. Your friend is looking for a job. Recommend a company you have previously worked for.

13. Describe the best job interview you have had.

14. Describe the worst job interview you have had.

15. Describe the best job you have had.

16. Describe the worst job you have had.

17. Describe the things you like about your current job.

18. Describe the things you dislike about your current job.

19. Describe how you got your current job.

20. Describe how you coped with times when you were out of work.
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Follow discussions and make appropriate contributions.

48. Factory – new shifts 1

48

AutoParts wants to increase flexibility and maximise productivity by better balancing
staffing with product demand. Staff at AutoParts would also like to work more flexible
shifts. A new shift system and new arrangements for Saturday working both need to
be introduced. There are several options available. You should read the information
about new shift patterns. You will be discussing:

1. Which shift patterns best suit the employees.

2. Which shift patterns best suit the employers.

3. Which shift pattern would be the best compromise.

During the discussion remember:
n your contributions should be relevant
n you should always aim to move the discussion forwards
n if you need to interrupt, do it in an appropriate manner
n to support your opinions with evidence
n to respect the opinions of others.
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Follow discussions and make appropriate contributions.

49. Factory – new shifts 2

When the discussion is over, review your contributions. Read this list and tick your
answers.

1. Did you contribute to the discussion?

Yes

No

2. Did everyone have a chance to speak?

Yes

No

3. Did you listen to others:

all of the time

most of the time

some of the time

4. While others were speaking did you 
smile or acknowledge their points of 
view?

Yes

No

5. Were your contributions:

too much

the right amount

too little 

6. Were your contributions:

always appropriate

mostly appropriate

not appropriate

7. Did your contributions move the 
discussion forward:

all the time

some of the time

rarely

8. Did you support your own opinions 
with evidence:

all the time

some of the time

rarely

9. Did you interrupt others?

Yes

No

10. If you did interrupt did you use 
appropriate phrases?

Yes

No

11. Summarise the opinions expressed.
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Answers

50

5. That new membership numbers are numerals
only and do not have any letters.

6. init1003
7. In the news pages of the monthly magazine.
8. Your membership number.
9. Check your membership number and 

password in case you have mistyped.
10. You should call member resources.

5. Being open 1

6. Being open 2

You should discuss your answers with your
teacher.

7. Take it on the chin

You should discuss your answers with your
teacher.

8. I don't know how to tell you this

You should discuss your answers with your
teacher.

9. Stick to the point
You should discuss your answers with your
teacher.

2. Taking note 2

Introduction – the subject was introduced by
explaining that the speaker was going to talk
about time management skills.

Key stages – 'now', 'first', 'then', 'next', 'now' and
'finally’

Key points – identifying how you spend your time
each week. As each point was made, examples of
how they could be carried out, were given.

Summary – the explanation was summarised by
saying that time management skills should be
reviewed every few weeks.

3. Sensible order 1

4. Sensible order 2

1. To access a database.
2. A computer
3. A computer and access to the Internet.
4. You should type the number zero (0) not the 
letter 'o', and use a capital 'H'.

Sequence marker Instruction

then
Used in the opening paragraph – season the plates with butter or
margarine. Also used later – then place a slice of bread ….

firstly Not used

secondly Not used

finally Not used

before
Used at the beginning of the instructions – you must wipe the 
surfaces of the machine before you use it for the first time.

after
Used in the middle of the instructions – after you have placed the
filling…

immediately Not used

while
Used towards the end of the instructions – while toasting is 
taking place…

during Not used

now
Used towards the beginning of the instructions – now close the 
sandwich maker …

Question Open Closed

1 What time does the course start? y

2 Why do you think you were promoted? y

3 How did you achieve those sales figures? y

4 Why do you want to work for us? y

5 What are your strengths? y

6 Will working shifts be a problem for you? y

7 How many days’ holiday have you had this year? y

8 What did you think of the candidates? y

9 What qualities would you bring to our company? y

10 Where do you think we should prioritise spending next year? y

11 When are you coming to see us? y

12 Which of these do you prefer? y

13 Which roads lead to London? y

14 How are you going to fix it? y

15 Where do you see yourself in five years’ time? y
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Answers

10. Be adaptable

You should discuss your answers with your
teacher.

11. Change the topic

You should discuss your answers with your
teacher.

12. Prove your point

You should discuss your answers with your
teacher.

13. Cool it!

You should discuss your answers with your
teacher.

14. Hotel – grievance procedures

CDROM Section 1
1. 1 (said in a conciliatory manner – 1)

2. True
ß Brendan was complaining about working 
unsocial hours (1)

ß Nick sided with Denise (4).

False
ß Denise thought that Brendan's complaint 
was reasonable (2).

ß Nick said that Brendan should apologise to 
Denise (3).

3. That he should be prepared to work flexible 
hours (3).

15. Hotel – Yelverton bypass

CDROM Section 2
1. Organise an opposition committee (1).
2. Call the local newspaper (2).
3. 3 (Hello, John, I know that you are interested 
in the Yelverton bypass story. There's been a 
remarkable development which I think you'll 
find intriguing).

1. Nick's tone of voice sounds angry.
2. Denise seems to have a quite organised 
attitude towards the situation. She has 
already done a lot of research and seems to 
know who is involved and how they might help 
in opposing the new road.

3. Denise thinks "we could make some mileage 
out of that" because they could use the fact 
that so many people oppose the road to 
generate some publicity about the bypass 
which might help to stop it being built.

4. Nick tells Denise to be subtle about contacting
the newspaper because he doesn't want her to 
be too obvious that they are deliberately 
creating publicity about the road.

16. Hotel – cleaning silver

CDROM Section 3
1.
1. Put on the gloves and apron (2).
2. Use cotton wool to rub dip onto cutlery (3).
3. Rinse off the dip using clean water (1).
4. Buff the silver with a soft cloth (4).

2. She doesn't understand what Juan is saying (1)
3. 2 (Does the silver cutlery need special 
treatment too?)
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27. Supermarket – who should get the 
job?

CDROM Section 6
1. Penny and Nick (3).
2. She is good at giving orders (4).
3. She would need too much supervision (1).

28. Supermarket – slicing bread

CDROM Section 7
1. 
1. Put the loaf in the machine and shut the 
door (1).

2. Press the start button (4).
3. Remove the bread and place on bagging 
rack (2).

4. Slide a bag over the bread and seal (3).
2. It will probably save money (4)
3. 1 (Hmm, well, as you said I probably won't 
ever have to use it will I?)

1. 'then', 'then' and 'finally'.
2. Penny won't have to show customers how to 
use the bread slicing machine very often 
because it is in the bakery department, and 
she works in customer services.

29. Supermarket – wine presentation

CDROM Section 8
1. 80% of wine drunk is bought in supermarkets 
(1).

2. That Blackwell's customers will appreciate the 
new helpful and well informed service (4).

3. True
ß Can feasibly use small producers (2).
ß Offers a more specialised service than its 
competitors (3).

17. Hotel – health and safety 
presentation

CDROM Section 4
1. 
True 
ß Hot foods should be carried in the middle of 
trays (1).

ß Waiters need to be familiar with the 
kitchen layout (2).

ß Trays and platters should not be 
overloaded (4).

False
ß Trolleys cannot be used on the ramp 
between the restaurant and the kitchen (3).

2. To save money on laundry bills (4).
3. After the staff briefing (3).

18–25. Hotel

You should discuss your answers with your
teacher.

26. Supermarket – promotion interview

CDROM Section 5
1. Confident and open (4)
2. 4 (I think that because I know my colleagues 
well, as a supervisor I would be able to 
motivate them. I enjoy organising people and 

I think I'm good at it).
3. 2 (My work on the social committee shows 
that I can organise and motivate staff. I've 

worked here for 2 years already and I think 
that my colleagues will respect the fact that 
I've worked my way up to the role and will 
support me).
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Answers

False
ß Has the greatest buying power (1).
ß Offers the widest variety of wines (4).

30–37. Supermarket

You should discuss your answers with your
teacher.

38. Factory – appraisal meeting

CDROM Section 9
1. True
ß He thinks that the production department 
needs more investment (3).

ß He thinks Terry's management style needs to 
be more open (4).

False
ß He thinks Terry has helped to increase 
company profits (1).

ß He thinks the production department runs 
very smoothly (2).

2. He is trying to criticise Terry tactfully (1).
3. Terry is reluctant to delegate any 
responsibilities (3).

39. Factory – personnel issues
CDROM Section 10
1. Terry doesn't share information with others 
(3).

2. That Joe had to persuade Terry to arrange 
another meeting (4)

3. 4 (Write a memo summarising your discussion
but clearly state your opinion and what you'd
like Terry to do about it. That way you'll have 
a good starting point for your next meeting).

40. Factory – safety briefing

CDROM Section 11
1. 
1. He introduced himself and outlined his role 
(3).
2. He talked about customer safety (4).
3. He talked about clothing and protective
equipment (2).
4. He talked about behaviour (1).

2. True
ß Warehouse staff should wear high–visibility 
waistcoats (2).

False
ß Warehouse staff must provide their own 
steel–capped shoes (1).

ß Jim is responsible for the health and safety of 
all staff at AutoParts (3).

ß Right after the briefing staff will be trained in 
safe lifting techniques (4).

3. 3 (Please remember that at AutoParts we 
believe that safety is of the utmost 
importance).

Script Tone of voice Any implication?

Joe: I was trying to get Terry to realise 
that he’s keeping too much control 
of production. He keeps a lid on 
everything and often the only time 
I find out that there’s been a 
problem is when I speak to a 
customer. I can’t have that.

slightly annoyed
Joe is worried about 
Terry’s performance.

Helen: Is this a record of your meeting?
professional

Joe: Yep – just look at his responses. 
I’m afraid that I wasn’t blunt 
enough. In fact, I shouldreally 
have asked you to be there.

exasperated

Joe thinks he may have
needed help from
personnel to deal with 
this tricky issue.

Helen: You’re not thinking of 
disciplining him? surprised

Joe: No, no. Nothing like that. But I 
think a second voice might have 
helped get through to him. I did 
manage to force another meeting 
in 6 weeks’ time though. How do 
you think I should tackle it?

concerned
Joe is unsure how to 
deal with the issue and
wants some advice.
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41. Factory – quality control

CDROM Section 12
1. Production workers are paid to follow quality 
procedures (2).

2. Stop the line and call the duty Quality 
Controller (3).

3. 4 (What should you do if you can't find a duty 
Quality controller?).

42–49. Factory

You should discuss your answers with your
teacher.
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Activity list

Ask and answer questions 14, 16, 17, 18, 20, 21, 26, 29, 30, 32, 33, 40, 42, 44, 45

Ask for detailed information 19, 31, 43

Follow discussions 27, 36, 39, 48, 49

Follow multi–step instructions 3, 4

Give clear instructions 18, 30, 41, 42

Identify and express opinions 15, 22, 23, 27, 34, 35, 38, 46, 47

Identify body language 26, 38

Interpret tone of voice 15, 38, 39

Know and use appropriate phrases to change the topic 11

Know and use strategies to reassure others in discussions 13, 24, 25, 36, 37, 48, 49

Know and use techniques to move a discussion forward 9, 24, 25, 36, 37, 48, 49

Know how to give constructive criticism 8, 18, 20, 27, 28, 30, 32, 38, 42, 44

Know how to make relevant contributions to a discussion 9, 24, 25, 36, 37, 48, 49

Know how to respond to criticism 7, 18, 21, 28, 30, 33, 38, 42, 45

Know how to respond to open questions 5, 6, 21, 26, 31, 32, 40, 43, 45

Listen for detail 14, 15, 17, 26, 27, 29, 40

Recognise open questions 5, 6, 21, 26, 31, 32, 40, 43, 45

Respond to requests for detailed information 19, 31, 43

Sequence instructions 16, 28, 40

Speak clearly 14, 15, 34, 35, 46, 47

Support opinions and arguments with evidence 12, 24, 25, 36, 37, 48, 49

Take notes from long explanations 1, 2

Understand inference/implication 28, 29, 39, 41

Understand explanations 29

Understand instructions 16, 17, 18, 28, 30, 40, 41, 42

Understand that relevance of contributions in a discussion
depends on the audience, purpose and situation 10, 22, 23, 24, 25, 34, 35, 46, 47, 48, 49

Use appropriate language and tone 14, 15, 16, 26, 28, 38, 39, 40, 41

Use appropriate non–verbal communication 16, 24, 25, 36, 37, 48, 49

FSB_S_AND_L L2_2011_U_S&L L2 2nd proof  01/09/2016  06:53  Page 55



skillbuilders n speaking and listening n level 256

Section 1, Worksheet 14

Introduction: Brendan Nixon is a marketing
assistant at the Old Hall Hotel. He is making a
complaint to his boss, and the hotel manager.

Script
Nick: I appreciate your complaint Brendan,
but as your superior, I think that Denise was
well within her rights, to ask to you to oversee
the photography competition.

Brendan: But it meant I had to work on a
Saturday.

Denise: This is the hospitality industry. All our
hours have to be flexible. We did make this
clear when you started work with us, Brendan.
The photography competition has always been
part of our marketing plan and you’ve known
about it for weeks.

Brendan: I don’t think it was fair. Which is
why I’ve brought the complaint to you, Nick.

Nick: I’m not sure where we can go from here.
My decision is that your complaint is not
upheld. In fact your contract clearly states that
you need to be flexible with your working
hours.

Question 1: Brendan is unhappy with Nick’s
decision, but he realises that he should back
down. Which is the best way to do this?

1. Alright then, I take your point and we do
need to move on from this. I withdraw my
complaint. [conciliatory] (correct)

2. Alright then, I take your point and we do
need to move on from this. I withdraw my
complaint. [aggressively]

3. Alright then, I take your point and we do
need to move on from this. I withdraw my
complaint. [off–handedly]

4. Alright then, I take your point and we do
need to move on from this. I withdraw my
complaint. [meekly]

Question 2: Read these statements about the
conversation and decide whether they are true
or false.

1. Brendan was complaining about working
unsocial hours. (true)

2. Denise thought that Brendan’s complaint
was reasonable. (false)

3. Nick said that Brendan should apologise to
Denise. (false)

4. Nick sided with Denise. (true)

Question 3: What does Brendan’s contract
state?

1. That he should be prepared to work at
weekends.

2. That he should be prepared to supervise
photography competitions.

3. That he should be prepared to work flexible
hours. (correct)

4. That he should be prepared to plan
marketing campaigns.

Section 2, Worksheet 15

Introduction: Nick Clarke, the manager at the
Old Hall Hotel, is discussing new plans for a
bypass around Yelverton with Denise Baines,
the marketing manager.

Script
Nick: You’d actually be able to see the road

CD scripts
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3. Get the environmental activists interested.
4. Work hard to stop the bypass.

Question 3: Denise needs to get the
newspaper reporter interested in her story.
Which do you think is the best approach?

1. Hello, John. Have you heard about the
proposals for the Yelverton bypass yet? I’m
just calling to see if you want my exclusive
input on the story.

2. Hello, John. We are dead set against the
Yelverton bypass and need to get our
opinion on the front page of the Morning
News.

3. Hello, John. I know that you are interested
in the Yelverton bypass story. There’s been
a remarkable development which I think
you’ll find intriguing. (correct)

4. Hello, John. The Yelverton bypass story
looks like it’s growing. I reckon I could get
you a really good insight on the story.

Section 3, Worksheet 16

Introduction: Juan Fernandez is the
headwaiter at the Old Hall Hotel. He is
showing Linda Potter how to clean silverware.

Script
Juan: Cleaning the silver can be a really dirty
job so you need to put on cotton gloves and
an apron. We keep the silver dip in the
dresser. Pour a little into a bowl and gently rub
the dip into the silver using a swab of cotton
wool. Have a bowl of clean water to rinse off
the dip. You must make sure you get off all the
dip because, if you don’t, it can corrode the
silver. Then use a soft cloth to buff the silver to
a good shine.

from our grounds. We’re going to have to
work hard to get an opposing committee
together, and quickly.

Denise: Local residents have already started a
petition. But if you look carefully, we’re not the
only business that will be badly affected. I
think we’ll be able to get a good commercial
lobby going.

Nick: It’s ridiculous. I mean, it’s not as if the
road will ease any congestion. The council
should really spend their money on better
public transport. I think that both the
Dartmoor Tourism Group and the
environmental lobby will be appalled with
these proposals.

Denise: And you know Nick, we could make
some mileage out of that. Businesses and
environmental activists both opposing the new
road would make a good news story. I’ll call
John at the Western Morning News to see if
he’d like an exclusive on that.

Nick: Good idea, a few headlines would be
great. But we don’t want to sound too keen. So
get him interested, but be subtle.

Question 1: What did Nick suggest they do?

1. Organise an opposition committee.
(correct)

2. Oppose the bypass.
3. Look at the plans very carefully.
4. Start a petition.

Question 2: What did Denise say she was
going to do?

1. Organise a petition among local residents.
2. Call the local newspaper. (correct)

CD scripts
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Question 3: Linda wants to know how the
silver cutlery is cleaned. Which is the best way
to ask the question?

1. What happens to all the knives and forks
then?

2. Does the silver cutlery need special
treatment too? (correct)

3. Don’t tell me I’ve got to do all that with the
cutlery too!

4. So the cutlery just goes in the dishwasher
then?

Section 4, Worksheet 17

Introduction: The Old Hall Hotel has just
taken on 10 new waiters for the summer
season. Juan, the headwaiter, is talking to
them about health and safety.

Script
Juan: There are many obvious risks when
working in the catering industry. These include
slips and trips and cuts and burns, as well as
injuries from lifting heavy or awkward loads.
You will all need to be familiar with the layout
of the restaurant and kitchens and I will show
you around after this briefing. One important
point to note is that there is a ramp between
the restaurant and the kitchen. You should
only manage light trolleys on this slope. If the
trolley is heavy you will need two people to
push it.

Please don’t overload trays or platters. Make
sure that your load is secure and comfortable
before you move. 

Put hot foods in the middle of trays so that if
there are any spills they will hit the tray and

Linda: How often does the silver need
cleaning?

Juan: The larger trays and dishes will need to
be done once a week.

Question 1: In what order should Linda clean
the cutlery?

a) Rinse off the dip using clean water. 1
b) Put on gloves and apron. 2
c) Use cotton wool to rub dip on to cutlery. 3
d) Buff the silver with a soft cloth. 4

Question 2: Look closely at Linda. What is her
body language saying?

1. she doesn’t understand what Juan is 
saying. (correct)

2. she is bored by what Juan is saying.

3. she is happy with what Juan is saying.

4. she is not listening to what Juan is saying.

CD scripts
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the job of supervisor at Blackwell’s
Supermarket.

Script
Sally: So Penny, you’ve worked for Blackwell’s
as a cashier for 2 years. Will you find it
difficult giving orders to your current friends
and colleagues?

Question 1: Which pair of words best
describes Penny’s body language?

1. Attentive but nervous.
2. Arrogant and over–confident.
3. Determined and assertive.
4. Confident and open. (correct)

Question 2: Which way do you think Penny
could best respond to the question?

1. I suppose it could be a problem, but I
would just have to deal with it at the time.
Erm, I’m sure it would all work out fine
after a while.

2. Not at all, I enjoy giving orders and being
the one that people look up to.

3. I think that already knowing my colleagues
well will be a real strength. And I don’t
always have to be bossy to get people to do
what I tell them.

4. I think that because I know my colleagues
well, as a supervisor I would be able to
motivate them. I enjoy organising people
and I think I’m good at it. (correct)

Question 3: Penny is asked why she would
make a good supervisor. Which do you think is
the best response?

1. I’m hardworking and I love a challenge. I
know Blackwell’s Supermarket very well and

not you, our customers, other members of
staff or the floor.

You must always warn customers if plates are
hot.

Question 1: Read these statements about the
information given in the staff briefing and
decide whether they are true or false.

1. Hot foods should be carried in the middle
of trays. (true)

2. Waiters need to be familiar with the kitchen
layout. (true)

3. Trolleys cannot be used on the ramp
between the restaurant and kitchen. (false)

4. Trays and platters should not be
overloaded. (true)

Question 2: Juan implied several reasons for
carrying hot food in the middle of the tray.
Which of the following reasons was not
implied?

1. To avoid harming the customers.
2. So that spills don’t burn the waiter.
3. To avoid slipping on spilled food.
4. To save money on laundry bills. (correct)

Question 3: When will the new waiters be
given a tour of the kitchen and restaurant?

1. Just before lunch.
2. Before their first shift.
3. After the staff briefing. (correct)
4. After they’ve been given their uniforms.

Section 5, Worksheet 26

Introduction: Penny is being interviewed for

CD scripts
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needs to go to an internal candidate.

Sally: An internal candidate would be best, I
agree. Because he’d be moving over from the
garage, I don’t think that Nick Mullins would
have the wholehearted support of grocery
staff. But I do agree that Penny would be a
great grocery supervisor. She was impressive
at interview.  But at the end of the day the
post is in your department and I’m happy for
the final decision to rest with you. What did
you have against Narinder?

Jenny: I just don’t think that Narinder will be
as confident as Penny and I need someone
who can take over the role without too much
hand–holding. I’ve had my eye on Penny for
some time. She’s by far the most conscientious
assistant and she takes responsibility well.

Sally: Shall I leave you to tell her the good
news then?

Question 1: Who does Jenny think are the top
contenders for the job?

1. Penny and Osman
2. Narinder and Osman
3. Penny and Nick (correct)
4. Nick and Osman

Question 2: During the conversation, which of
these points was not mentioned as one of
Penny’s strengths?

1. She was impressive at interview.
2. She is confident.
3. She is conscientious. 
4. She is good at giving orders. (correct)

I think that because I’m a good cashier I
will definitely be a good supervisor.

2. My work on the social committee shows
that I can organise and motivate staff. I’ve
worked here for 2 years already and I think
that my colleagues will respect the fact that
I’ve worked my way up to the role and will
support me. (correct)

3. Erm, I suppose I could be a good supervisor
because I am good with people in general. I
can deal with most situations and I would
rather be giving orders than following
them.

4. I think that I would be really good
supervisor. I know the supermarket and its
range of products very well. I like working
with people and I’m not afraid to tell
people what to do.

Section 6, Worksheet 27

Introduction: Jenny Kitchen and Sally
Brightman have been interviewing candidates
for the job of supervisor at Blackwell’s
Supermarket.

Script
Jenny: Looking at the shortlist, I think we’ve
got a tough decision on our hands.

Sally: I know. I think in–house it’s between
Penny and Narinder and the only external
candidate that I thought was any good was
Osman Rifat.

Jenny: That’s interesting ‘coz I think that
internally Penny is the strongest candidate but
I wasn’t at all impressed by Narinder. I
thought Nick Mullins was a better runner–up.
Osman Rifat was good, but I think this post
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a) Put the loaf in the machine and shut the
door. 1

b) Remove the bread and place on bagging
rack. 3

c) Slide a bag over the bread and seal. 4
d) Press the start button. 2

Question 2: Which one of these statements
could not be inferred from the information
that Maxine gave about the bread slicing
machine?

1. It will save staff time.
2. Customers will have to wait while the loaf is 

sliced.
3. It is easy to use.
4. It will probably save money. (correct)

Question 3: Which of the following
statements could Penny make to show that
she’s not keen to use the bread slicing
machine?

1. Hmmm, well, as you said I probably won’t
ever have to use it, will I? (correct)

2. That seems pretty straightforward then.
3. It seems very easy to use, but I’m not sure

the customers will like it.
4. I bet the bakery team are pleased with it –

it must save them hours.

Section 8, Worksheet 29

Introduction: Tom Owen, the general
manager at Blackwell’s supermarket, is giving
a presentation to his management team.

Script
Tom: I’ve brought you all together today to
talk about a subject close to my heart. Wine.

Question 3: Which statement best
summarises why they decided not to offer
Narinder the job?

1. She would need too much supervision.
(correct)

2. She needed more experience before being
promoted.

3. She was not good enough at her current
job.

4. She wouldn’t have the support of the
grocery staff.

Section 7, Worksheet 28

Introduction: Maxine Bromley is one of the
supervisors at Blackwell’s supermarket. She is
telling Penny from customer services how to
use the new bread slicing machine.

Script
Maxine: The idea of having the bread slicer
in–store is so that customers slice their own
loaves, instead of the bakery staff. Because
the machine is in the bakery department, you
probably won’t have to show customers how
to use it very often. But you need to know, just
in case.

Basically it’s really easy. The customer chooses
a loaf and pops it in the machine. Then they
have to close the door. Then they just press the
start button and wait while the loaf is sliced.
They can then pick up the loaf and pop it on
the bagging rack. Finally they slide the loaf off
the rack into a bag and seal it.

Question 1: Put the instructions for using the
bread slicing machine in the correct order.
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implying when he says that staff should “have
the knowledge and confidence to provide
customers with a knowledgeable, unstuffy
service”?

1. That most staff know nothing about wine.
2. That Blackwell’s staff are particularly

helpful to customers.
3. That staff aren’t confident about wine and

need a lot of training.
4. That Blackwell’s customers will appreciate

the new helpful and well–informed service.
(correct)

Question 3: Use the information Tom gave in
his presentation to work out which statements
would apply to Blackwell’s Supermarket.

1. Has the greatest buying power. (false)
2. Can feasibly use small producers. (true)
3. Offers a more specialised service than its

competitors. (true)
4. Offers the widest variety of wines. (false)

Section 9, Worksheet 38

Introduction: Terry Parker is the Production
Manager at AutoParts. He is having an annual
appraisal meeting with his boss, Joe
O’Connor.

Scripts
Joe: Terry, on your preparation form you say
that you’ve been delighted with your work
during the past year. Can you explain why?

Terry: I think that my main contribution to the
company has been to increase production
capacity without increasing direct costs. 

You all know that we have been planning to
refurbish the wine section. I’m pleased to tell
you that the refurbishment will start next
week. 

80% of wine drunk in the UK is sold in
supermarkets. I know that we can’t keep up
with the big five supermarket chains, but we
have gone some way to finding great wines by
appointing a wine buyer. 

Liam King’s role will be to seek out small
growers who produce quality wines. The new
section is going to carry just over 700 wines.
Liam will also give regular tutored wine
tastings to all staff working in the wine
section. This means that Blackwell’s staff
should have the knowledge and confidence to
provide customers with a knowledgeable but
unstuffy service. 

We’ll also be introducing a wine club for
customers which will be free to join. We’ll be
inviting wine club members to wine weekends
and tastings and hope to encourage all our
customers to make Blackwell’s their first
choice when shopping for wine.

Question 1: What does Tom say about wine
drinking habits in the UK?

1. 80% of wine drunk is bought in
supermarkets. (correct)

2. Consumers prefer to buy wine in large
supermarkets.

3. 80% of wine drunk comes from small
producers.

4. 80% of consumers buy wine in
supermarkets.

Question 2: What do you think Tom is
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Question 2: Which statement best
summarises Joe’s approach?

1. He is trying to criticise Terry tactfully.
(correct)

2. He bluntly criticising Terry.
3. He is pretending to be pleased with Terry’s

performance.
4. He is flattering Terry.

Question 3: Listen to what Terry says and
observe his non–verbal communication. What
do you think Terry really means?

Script
Terry: You could be right, Joe, and I would be
happy to delegate some responsibilities.

1. Terry is desperate to delegate some
responsibilities.

2. Terry doesn’t think he should be made to
delegate his responsibilities.

3. Terry is reluctant to delegate any
responsibilities. (correct)

4. Terry doesn’t mind delegating some
responsibilities.

Section 10, Worksheet 39

Introduction: Joe O’Connor is discussing a
personnel issue with Helen, the personnel
manager.

Script
Joe: I was trying to get Terry to realise that
he’s keeping too much control of production.
He keeps a lid on everything and often the
only time I find out there’s been a problem is
when I speak to a customer. I can’t have that.

Joe: You could look at it like that Terry, but I
think we can attribute the increase to a variety
of factors. I know that you’ve been keen to
stress  the bene...

Terry: (interrupting) Absolutely Joe, saving
money is the key to our success, Joe. And I’ve
got more plans to screw down the costs for
next year. [excited about saving money]

Joe: I’m glad you’re thinking along those lines,
but I think you should also be planning to
invest in the production areas. I’ve drawn up a
list of areas which I think need a boost. [trying
to get Terry round to his point of view]

Terry: Oh [surprised], I’m not sure that you
should be worrying about my part of ship, Joe.
It’s all under control.

Joe: One of my areas of concern is that you’ve
been keeping maybe too tight a rein on the
department. When you’re not here, no–one
seems to know what’s going on. It’s really
important to share information and to
delegate to your deputy so that the rest of the
management team can find out what’s going
on. 

Question 1: Read the statements about
Terry’s performance and decide which ones
sum up Joe’s opinion.

1. He thinks Terry has helped to increase
company profits. (false)

2. He thinks the production department runs
very smoothly. (false)

3. He thinks that the production department
needs more investment. (true)

4. He thinks Terry’s management style needs
to be more open. (true)
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Question 3: Helen needs to give her boss
sound advice. Which is the best way to phrase
it?

1. Oh for goodness sake, that’s pathetic, Joe.
Just tell him straight. He needs to delegate
and you won’t put up with it any longer.

2. I don’t know Joe, that’s a tricky one. You
really should have tackled the problem at
the time. I suppose I can be at the meeting
to back you up, if you need me.

3. Well, you could write down what you think,
I suppose. At least then you’ll be able to
remember what you want to say to him.

4. Write a memo summarising your discussion
but clearly state your opinion and what
you’d like Terry to do about it. That way
you’ll have a good starting point for your
next meeting. (correct)

Section 11, Worksheet 40

Introduction: Jim Oakley, the warehouse
manager at AutoParts is giving a safety
briefing to new members of his team.

Script
Hello everyone, I’m Jim Oakley. As the
Warehouse Manager I am responsible for the
safety of staff in the warehouse. I’m also
responsible for the safe use and maintenance
of tools and equipment in the warehouse.
There are three things I’ d like to talk about
today:

ß Clothing and protective equipment
ß Behaviour, and
ß Customer safety.

Helen: Is this a record of your meeting? 

Joe: Yep, just look at his responses. I’m afraid
that I wasn’t blunt enough. In fact, I should
really have asked you to be there.

Helen: You’re not thinking of disciplining him?
[somewhat surprised]

Joe: No, no. Nothing like that. But I think a
second voice might have helped get through
to him. I did manage to force another meeting
in 6 weeks’ time. How do you think I should
tackle it?

Question 1: What does Joe mean when he
says that Terry “keeps a lid on everything”.

1. Terry works hard and gets on with the job
in hand.

2. Terry is in good control of the production
department.

3. Terry doesn’t share information with others.
(correct)

4. Terry likes to get other people to tell Joe
about issues in the production department.

Question 2: What does Joe mean when he
says that he “forced” another meeting?

1. That Terry insisted on arranging another
meeting.

2. That neither of them wanted to have
another meeting.

3. That both Joe and Terry thought it was a
good idea to have another meeting.

4. That Joe had to persuade Terry to arrange
another meeting. (correct)
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c) He introduced himself and outlined his role.
1

d) He talked about customer safety. 2

Question 2: Read these statements about the
briefing and decide whether they are true or
false.

1. Warehouse staff must provide their own
steel–capped shoes. (false)

2. Warehouse staff should wear high–visibility
waistcoats. (true)

3. Jim is responsible for the health and safety
of all staff at AutoParts. (false)

4. Right after the briefing staff will be trained
in safe lifting techniques. (false)

Question 3: Jim wants to make sure that new
staff realise the importance of safety issues.
Which is the best way to do this?

1. Messing about in the warehouse can cause
injury. Don’t treat it like a playground.
[condescending]

2. Safety must be your main priority. Don’t
forget it. [snappish]

3. Please remember that at AutoParts we
believe that safety is of the utmost
importance. [politely] (correct)

4. You should be vigilant about safety at all
times. I don’t want to have to tell you all
this again after someone’s ignored me and
had a nasty accident. [patronising]

Section 12, Worksheet 41

Introduction: Jane is the supervisor on
Production Line 1 at AutoParts. She is talking
about quality control to David, one of the
production workers.

I’ll deal with customer safety first. The only
rule you need to know is that customers and
suppliers are strictly not allowed into
warehouse areas unless they are accompanied
by a member of staff. 

Secondly, clothing and equipment. We have
suitable equipment for any operation. Please
use it. All warehouse staff are supplied with
steel capped boots or shoes. You should wear
these every day. You should also wear a
high–visibility waistcoat over your overalls.

And finally, behaviour. The handling of heavy
goods can be dangerous if it isn’t done
correctly. 

Avoid lifting if possible. This afternoon you will
all be trained in safe lifting techniques. If in
doubt, look in your staff manual, ask me or
get help.

Use trucks and trolleys with caution. They are
not toys, so please don’t ride on them. Use the
ladders and steps provided to access high
shelves. 

Finally, don’t run in any work area. 

You’ll find detailed guidelines about safety in
your staff manuals. We’ll be looking at these
this afternoon. But right now we’re going to
visit Personnel to collect your uniforms.

Question 1: In which order did Jim tackle the
briefing?

a) He talked about behaviour. 4
b) He talked about clothing and protective

equipment. 3
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Question 2: What should workers do if the
first product fails the quality check?

1. Pause the line and find a quality controller.
2. Thoroughly check it to see if they can fix it.
3. Stop the line and call the duty Quality

Controller. (correct)
4. Carry on producing a few more to see if the

fault rights itself.

Question 3: David has a question for Jane.
What is the best way to phrase it?

1. What on earth do you do if you can’t find a
Quality Controller?

2. Oh yeah, so, what do you do when a
Quality Controllers nowhere to be seen?
[said as if QCs can never be found and are
a nightmare to deal with]

3. And if you can’t find a Quality Controller,
what happens then? [panicking]

4. What should you do if you can’t find a duty
Quality Controller? [politely] (correct)

Script
Jane: It’s really important to check the quality
of the products as they come off the line. Last
week we had a problem with fuel tanks and
because the quality procedure wasn’t
followed, all the tanks produced that day will
have to be scrapped. It’s cost the company a
fortune in time and money.  

David: What’s going to happen then?

Jane: I’m not sure, but I do know that the
team on Line 1 yesterday are in trouble about
it. So, you must always thoroughly check the
first product off the line. If that’s okay then
production can go ahead. If there’s a problem
with it you should stop the line and call
Quality Control.

David: Do you have to check every single item
then?

Jane: No, just every 10th one. If any fail the
standard you should pause the line and inform
Quality Control. You mustn’t start the line
again until they say so.

Question 1: Jane implied several reasons for
following quality procedures. Which one of
these didn’t she mention?

1. Following quality procedures can save
AutoParts time.

2. Production workers are paid to follow
quality procedures. (correct)

3. Following quality procedures can save
AutoParts money.

4. Workers may get in trouble if they don’t
follow quality procedures.
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Care instructions

Hallmarked sterling silver and silver plate cutlery 
Handwashing 

Do:
� Rinse, wash and dry after use. Prolonged contact with the acids

found in food and mineral salts found in water creates an acidic
dip which can attack the metal and cause pitting and staining. 

� Polish away any stains with reputable silver polish not a Dip or
Soak. 

� Wash silver cutlery separately from any other metal or a chemical
reaction will cause discolouration. 

� Clean silver with a silver cloth to remove tarnish. 
� Use reputable silver polish where necessary as

discolouration/tarnishing occurs. 
� Store in a canteen or anti–tarnish rolls (Tarnprufe). 

Don't:
� Leave to soak in warm soapy water after washing. 
� Use abrasive pads or cleaning creams, which will scratch the

surface. 
� Be concerned when fine scratches appear. Silver is a soft metal

and marks fairly easily and gradually gains a fine patina. 

Dishwasher

Do:
� Follow instructions that come with the machine. 
� Remove and hand–dry the cutlery as soon as the cycle has

finished. 
� Load the machine in the cutlery basket with the knife–blades

pointing downwards. 

Don't:
� Leave unwashed cutlery for any length of time. 
� Use a rinse and hold cycle. 
� Mix sterling silver, silver and stainless steel cutlery in the same

basket.
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Guidelines for clearing tables

1. You should use the brown rectangular trays to clear tables because they
allow your arms and hands to be kept roughly in line with your
shoulders. Check that the tray you are using isn’t broken or cracked.

2. Place the whole tray on the table and hold it steady before you load
heavy items. Heavy items should be put in the middle of the tray.

3. Don’t overload trays – make more journeys with lighter loads.

4. Make sure you hold the tray with both hands.

5. You can stack crockery – plates of the same size should go together, but
don’t stack cups more than two high. Be aware of the temptation to put
too much on a tray. Four sets of dirty crockery and cutlery on a tray can
weigh as much as seven kilograms.

6. Collect all glasses together and clear them using a separate tray.

7. Take extra care when clearing any broken glass or crockery. Broken
glasses and crockery should be put in a separate, clearly marked
container.

8. If you have to clear ashtrays and rubbish, make sure that nothing is still
alight. You should use the metal bin outside to dispose of any cigarettes
or cigars. Do not put paper waste in this bin.

9. If you clear plates away without using a tray you should stack the
crockery on your arm in a balanced layer. Keep all cutlery secure and
don’t be over–ambitious. It is better to take smaller loads safely than to
overstack and have an accident.
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St Tropez tans
� don't streak

� are guaranteed not to go orange 

� will compliment your natural skin tone. 

St Tropez tans can be applied in lotion form and by airbrush.

Airbrush treatment
This takes 20 minutes and will be dry in 5 to 10 minutes. The tan will
start to develop within two to three hours and will continue for a
further four to five hours. At least eight hours should be left before
you shower to remove the guide colour. 

The treatment itself involves you stripping down to your underwear
and being sprayed with a hand–held airbrush. You should exfoliate
and moisturise your skin the day before the treatment, but do not
moisturise or wear any deodorant on the day of the treatment. By
following the skin preparation advice, your tanning treatment should
be more successful and last longer. You should also wear loose dark
clothing and old underwear that you don't mind getting covered with
the guide colour, which can occasionally stain.

The tan lasts between five and ten days, depending on skin type.
Swimming can bleach the tan, shortening its life.

After showering the guide colour off, you will be left with a golden
even tan.

It is possible to deepen the colour by having more than one
application. A flattering body contouring application can also be
applied to accentuate areas like the cleavage and the hip bones.
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General

First day

Welcome to department

Hours of work, start and finish times, annual leave

Departmental orientation

Workplace 

Issue internal phone directory and hotel brochure

Introduction to work colleagues

Tour of department / entry and exit points to building

Staff canteen

Cloakroom / toilet facilities

Payroll section re superannuation/P45

Supervision / probation explained (by supervisor)

First week

Wider orientation

Introduction to General Manager

Introduction to Head of Department

Line Manager

Role of new member of staff and allocation of duties

Performance standards expected

Organisational charts / lists

First month

Line manager – training needs – staff development 
policy

Safety

First day

Check Hotel safety policy received (sent to all 
new staff with contract)

Introduction to Safety Officer

Emergency arrangements (fire alarms, raising 
alarms, exits etc.)

Accident / incident reporting procedures

First Aid contact

Safety precautions / personal hygiene / 
protective equipment

First week

Identify safety training needs

Draw up training schedule

Check understanding of safety policies

First month

Arrange attendance at Safety Induction Session

Induction procedure
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The new AutoSlice machine allows in-
store bakery customers to select and
slice a fresh loaf of their choice in
complete safety. 

The compact AutoSlice, just 710 mm
wide (a little over two feet), is ideally
suited to be positioned within a bakery
back fill display. Capable of
automatically slicing a loaf in just 26
seconds, it speeds-up serving and
saves valuable bakery staff time by
passing what is a labour intensive
activity over to customers who do not
have to be paid to carry it out. The
revolutionary design for the AutoSlice
bread slicer allows customers to make
their choice of loaf and operate this fully
automatic slicer themselves in complete
safety.

In operation, the AutoSlice is able to
handle a wide range of traditional
bread-types, by virtue of its innovative
slicing action that pushes the product
up, rather than horizontally through its
blades. Speciality breads and small
loaves can also be catered for. 

The AutoSlice is designed with
simplicity in mind – there are no buttons
or controls of any kind. Step-by-step
instructions can be prominently
displayed on the unit, and for safety, all
moving parts are completely enclosed
with covers and doors that are
electronically interlocked. Also, to
ensure that loaves do not fall apart at
delivery point, exit flaps hold the end

crusts in position before bagging-up,
which is undertaken by the customer. 

The unit can be plugged into an existing
13 amp single-phase electric socket. To
ease cleaning, crumbs are funnelled
into a removable tray and for clean
looks and durability the AutoSlice is clad
in brush–finished stainless steel. 

The foolproof operating procedure
consists of opening and closing the
loading door and pushing a start button
– it's as easy as that.

The AutoSlice is totally enclosed in
stainless steel and all covers and doors
are electronically interlocked to ensure
that safety regulations are exceeded.
From a business perspective, the
potential to remove the task of bread
slicing from sales assistants also saves
vital time and money, enabling staff to
serve other customers and prevent
frustrating bottlenecks at point-of-sale. 

The AutoSlice machine will be delivered
on 30th July. It will be positioned at the
front of the bakery section on aisle D, to
provide an element of theatre. All
bakery staff will receive an hour-long
training session on that day. Bakery
staff will be principally responsible for
the machine, but all assistants must
know how to use it.

AutoSlice machine
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Safe placing and retrieving stock from racking and shelving

Manual handling of goods and stock should be avoided wherever possible. In
most cases you should place and retrieve stock using a lift truck.

Where it is necessary to place or retrieve stock from racking by hand, the
following basic principles should be adopted: 

(a) Access to the racking or shelving should be by means other than climbing
the racking or shelving; 

(b) Make use of the free-standing mobile platform steps. Avoid using ladders.

(c) If you need to use a ladder use one of the aluminium safety ladders that
are kept in the outstore. 

(d) If you are using a single section ladder make sure that you use the hooks
provided to fix the ladder on to the racking to prevent the ladder from
slipping or twisting when in use. 

(e) Ladders should be individually identified, checked before and after use and
examined regularly. If you find a defective ladder you should label it
immediately and remove it from service until it has been repaired. Keep a
record of this in the ladder safety log. 

(f) Fork lift trucks should not be permitted to operate in aisles where
personnel are retrieving stock manually.
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Quality control report
Production Line Number: 

Date and time of fault: 

Description of fault: 

Name of staff who reported fault: 

Action taken at the time: 

Were quality control procedures followed? 

Consequences/actions as a result of the fault: 

Name: Date 

Signature: 
1 copy of this form should go on file, 1 to the Production Manager and 1 to the Quality Control Manager.

QUALITY CONTROL PROCEDURE
During production

1. Check the first product off the line. If it meets the required standard,
production can go ahead. If it falls below the required standard, stop the line
and inform the duty Quality Controller.

2. Check every 10th product as it comes off the line. If there is any fall below
the required standard, pause the line and inform the duty Quality
Controller. Do not re-start the line until the Quality Controller has told you
to.

3. If Quality Control staff are unavailable, stop the line and speak to the
engineer for advice.
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� Viewing distance from eye to screen 0.45 to 0.50 m (maximum 0.7 m) 

� The screen should be at a right angle to the line of sight.

� Operators should have a document holder.

� The knees must clear the desk.

� A footrest should be available if required.

� The seat should have an adjustable back rest and seat height.

� Operators should sit with eye height above ground 1.0 to 1.15 m and
approximately 0.7 to 0.8 m above seat surfaces.

� The keyboard should be detachable and positioned 0.72 to 0.75 m above ground.

VDU Workstation design guidelines

Footrest

Document holder

Adjustable seat
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There was problem with the fuel tanks produced on Line 1 yesterday. This is the
timeline of events together with a copy of the Quality Control Procedure.

Timeline of events
19 A pril 

12.15 Production line 1 stopped because of misshapes in fuel tank. 200 produced fine.
Then 20 consecutively produced with misshapes. Engineer and Quality Control were
contacted but neither were available. They were on a training course. No further
production was done today.

20 A pril

Ford UK order is now 1 day behind schedule. I have written a memo to the Quality
Control Manager informing him of the consequences of having no staff available
yesterday. Contacted Personnel Manager to get authorisation for overtime.
Authorisation granted for 5 workers to work 1 extra shift each. 

21 A pril

Had meeting with all production staff to remind them to check the line after every
10th item is complete, as stated in the quality control procedure. Extra shift being
worked tonight.

22 A pril

Ford UK order despatched, 1 day late.

Quality control procedure
During production

1. Check the first product off the line. If it meets the required standard, production
can go ahead. If it falls below the required standard, stop the line and inform the
Duty Quality Controller.

2. Check every 10th product as it comes off the line. If there is any fall below the
required standard pause the line and inform the duty Quality Controller. Do not
re-start the line until the Quality Controller has told you to.

3. If Quality Control staff are unavailable, stop the line and speak to the engineer for
advice.

Quality Report
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Flexible working in the European car industry
AutoParts wants to increase flexibility and maximise productivity by better balancing staffing
with product demand. Staff at Blackwell’s would also like to work more flexible shifts. A new
shift system and new arrangements for Saturday working both need to be introduced. There
are several options available.

New shift system
O ption 1

� Employees have a Working Time Account (WTA) of +/– 200 hours which enables seven-
day production, and an additional WTA shift can be introduced with only two days' notice 

� Two crews work Monday to Thursday (Early from 0630 until 1615, and Late from 1615
until 0200) and one crew works Friday to Sunday (the Saturday shift is 0600 to 1730 and
the Sunday shift is 1900 to 0630 on Monday); the Friday late shift is resourced through the
WTA and other shifts can be extended by 1.5 hours under the WTA 

� Overtime is not paid but shifts attract unsocial hours premia; Saturday is paid at 1.5 and
Sunday at 2 times 

� Total available production working hours in the plant have been increased by over 200 per
cent since April 2005, as demand for the new Mini has risen. 

O ption 2

� Core hours vary by season of the year, in line with customer demand, and the working
week averages 37 hours (comprising 40 hours October to March and 34 hours April to
September) 

� Seven-day working is scheduled although weekend capacity is only a quarter of weekday
levels; contractual Sunday working is no more than 1 in 6; premium payments are made
for weekends (at 1.2) 

� Overtime is only used on a limited and planned basis (e.g. to complete difficult jobs) or on
an exceptional basis; on–call payments are made for urgent work or 'at risk' customers. 

Saturday working
O ption 1 Saturday treated as a normal day. Overtime paid as normal time except for

rest days & Sundays (1.5)

O ption 2 Saturday is a scheduled day & attracts a premium for unsocial hours (1.5)

O ption 3 Saturday is treated as a normal day

O ption 4 Saturday is a normal day. Overtime premiums are paid for working rest days,
dependent on notice given.
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