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Introduction
This resource has been produced in two different formats:

* This teachers’ pack, including teachers’ notes, classroom materials, PowerPoint
presentation and an accompanying video, which can be found in the teachers’
resource page at http://esol.britishcouncil.org/cleaners/job-reporting-problems

e Two self-access resources for learners with online activities. These are available at:
http://esol.britishcouncil.org/cleaners/problems-work
http://esol.britishcouncil.org/cleaners/stocktake

Overview

This resource Reporting problems is part of Unit 1 of the Cleaning series of vocational
resources which aims to help learners develop the language that they will need when working
in the cleaning sector.

There are three units in this series:

Unit 1: the job aims to give learners the language needed for tasks that they are likely to
carry out every day in their jobs.

Unit 2: health and safety aims to help learners to understand health and safety information
and training at work. It also aims to give learners the language they need to clarify important
safety-related details.

Unit 3: supervising is aimed at a higher level for learners who are working in a supervisors’

role. It focuses on equipping learners with language skills that they would use in this role. It
also has a larger focus on reading and writing skills.

Level (Unit 1 and 2): Entry 2/Access 3 in Scotland / CEF A2.

Level (Unit 3): Entry 3/ Intermediate 1 in Scotland / CEF B1.
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Structure, learning hours and delivery context

Each of the 12 Cleaning lessons provides a minimum of 1 hour of learning in a classroom
context. It is made up of three topics:

Unit 1: the job

Following instructions
Problems at work
Customers’ problems
* Using chemicals

Unit 2: health and safety

» Safety signs

* Fire safety

* Personal protective equipment

* Preventing and reporting accidents

Unit 3: supervising

* Customer complaints

* Accident reports

*  Work orders

* Evaluating performance

The resource is suitable for whole class use in a number of settings. Timings are flexible
since teachers can adapt the resource to suit their learners and build in revision as required.

The resource consists of the following components:
In this document:

* Teachers’ notes, transcripts and answers

* Flashcards

* Classroom resources (worksheets and cut-up activities)
Available on the ESOL Nexus website:

* Accompanying PowerPoint file — Reporting problems.ppt

* Accompanying videos
* |Interactive self-access resources
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Reporting problems

Time: Approximately 1 hour

Aims

* To review vocabulary of cleaning products and equipment
* To give learners the language needed to report common problems at work
* To give learners language needed for checking and reporting stock levels

Objectives
Learners will be able to:

* name and pronounce items of cleaning equipment accurately

* name and pronounce cleaning products accurately

* say that there is a problem with their cleaning equipment

* say if a product is in stock or not

* identify countable and uncountable nouns for common cleaning products
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Preparation

You will need:
* an interactive whiteboard or data projector to show the accompanying PowerPoint file,
videos and interactive activities (see note below). If this is not available, flashcards can
be used for most activities.

* to download a copy of the PowerPoint file Reporting problems.ppt

* to goto http://esol.britishcouncil.org/cleaners/job-reporting-problems to play the
accompanying videos
o Problems at work 1
Problems at work 2
Problems at work 3
Problems at work 4
Stocktake

O
O
O
O

* to print a copy of the flashcards to use in class
* to print copies of the worksheets for learners to use in class

* to copy and cut up cards for activities 2 and 4

A note about interactive whiteboards (IWBs):

Interactive activities are available to support this resource. We have provided links to each
individual activity (these activities are also available to learners as self-access items). On
some interactive whiteboards (not all), the activities will be fully functional (i.e. you will be
able to touch the screen to drag and drop, and so on). Links for interactive whiteboards
appear in boxes throughout the resource. As part of your preparation before the session you
may wish to bookmark the activities you plan to use.
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Introduction

Display the Introduction slide or use the Introduction flashcard and ask learners what
problems they have at work. Lead the discussion by asking questions which may include:
What stops you from doing your job? What equipment do you use? What products?

Elicit the names of all the items on the slide/flashcard and drill any that learners are unable to
name and pronounce accurately. Ask learners if there are any other problems that they have
at work.

Activity 1: listening for gist and detail

Explain that learners are going to watch a video recording of Susana, a cleaner, and her
supervisor talking on the phone. Give out Worksheet 1 and play the Problems at work 1
clip.

Ask learners to watch and tick the equipment mentioned. Check that learners have
understood that the problem is with a hand-dryer. Play Problems at work 2, 3 and 4 and ask
learners to tick the problem equipment on Worksheet 1. Encourage learners to check their
answers in pairs after watching the clips; you may want to play the clips again before eliciting
the answers from learners.

Elicit the phrases that Rene and Susana used to report problems with the equipment. Play
each clip again and drill ‘There’s a problem with...... the..... isn’t working’ chorally and
individually.

Activity 2: speaking practice

Give out the Activity 2 equipment cards and supervisors’ questions and ask learners, in
pairs, to pick a card and role play a dialogue reporting a problem, as in the video.
Supervisors should ask cleaners the questions on the card. Ensure that pairs swap so that all
learners get the chance to play the ‘cleaner’.

Monitor pairs to check that they are using the target phrases and pronouncing them
accurately. Drill phrases with learners individually if needed.

Differentiation

Ask learners if they have heard any other ways to describe problems with electrical items and
elicit examples. Write these on the board and elicit what equipment they refer to.
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Activity 3: countable and uncountable nouns

Explain that learners are going to watch a video recording in which Rene helps with a
stocktake. Play the Stocktake video and ask learners first to watch to find out what products
are in stock, and which need to be ordered. They should tick or cross out the products on
Worksheet 1.

Next, give out Worksheet 3 and ask learners to listen for the questions ‘Is there any?’ and
‘are there any? They should write the products in each column according to the question
they hear. Play the clip again, pausing and repeating if necessary. Use whole class feedback
to check answers. Elicit from learners why they think the questions are different. Highlight
that some nouns can be counted while others are uncountable. Point out that liquids are
usually uncountable.

Activity 4: practice

Use the stock slides or flashcards to elicit the correct questions from learners — ‘are there
any..... /is there any....." and drill the correct responses.

Put learners into pairs and give them the Activity 4 stock cards. Ask them to take it in turns
to choose an item and practise asking and answering questions from activity 3. They may
want to use their completed Worksheet 3 to help them. Monitor to check that learners are
using accurate pronunciation and that they are using appropriate verb forms for countable
and uncountable products.

Activity 5: learning check

Give out Worksheet 5 and ask learners to categorise the vocabulary into the appropriate
column. There are separate columns for electrical equipment, countable and uncountable
products. Monitor to check that learners identify the correct column and offer individual
support if needed. To finish go round the class and ask learners to ‘report’ a problem out loud
to the group.
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Answers
Activity 3

Are there any ? There are Is there any ? There is

¢ toilet rolls

e bin-liners * floor polish

. .
« rubber gloves multipurpose cleaner

« lemon blocks * hand soap

« hand towels
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Activity 5

The...... isn’t working. There isn’t any........ There aren’t any.......
. intercom « toilet rolls

« floor polish
- hand dryer « lemon blocks

« multipurpose cleaner
- vacuum cleaner * bin-liners

« hand soap
. lift « hand towels

Toilet rolls Floor polish
Multipurpose cleaner Lemon blocks Rubber gloves
Bin-liners hand dryer Vacuum cleaner
Hand towels Hand soap Lift
© British Council 2014
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Problems at work 1

Susana: Hi Phil its Susana.

Phil: Hello. Are you alright?

Susana: Yes thanks, there’s a problem with the ladies’ toilets.

Phil: Which toilets?

Susana: The ones next to the kitchen. The hand dryer isn’t working.

Problems at work 2

Rene: Hi Anna. It's Rene.

Anna: Morning. How are you?

Rene: Not bad, thanks, but there is a problem with the lift.
Anna: Which lift?

Rene: The one on the right hand side. It isn’t working.

Problems at work 3

Susana: Hi Phil. It's Susana

Phil: Hi there. Are you okay?
Susana: I’m okay, but there’s a problem with the hoover.
Phil: Which hoover?

Susana: The one for the main reception. It isn’t working.

Problems at work 4

Rene: Hi Anna. It's Rene.

Anna: Rene! How are you getting on?

Rene: Terrible! I'm outside. | can’t get in. There’s a problem with the door.
Susana: Which door?

Rene. The main one. The intercom isn’t working.

© British Council 2014
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Stocktake

Anna: Hi I’'m making an order. Have you got enough products, for next week?
Rene: I’'m not sure

Anna: Can you check?

Anna: How about toilet rolls; are there any toilet rolls?
Rene: No, there aren't.

Anna: None at all?

Rene: No. None.

Anna: Are there any lemon blocks for the urinals?
Rene: Yes, there are.

Anna: Good. How many?

Rene: There’s one tub left.

Anna: Are there any hand towels?

Rene: Yes. There are some here.

Anna: How many?

Rene: Let me check, I'm not sure exactly. There are some cases in the storeroom.
Anna: Is there any multipurpose cleaner?

Rene: Yes, there is.

Anna: How much?

Rene: Four bottles

Anna: Is there any floor polish?

Rene: No. There isn’t any.

Anna: Did you finish it today?

Rene: Yes.

Anna: OK, Is there any hand soap?

Rene: Yes. There is.

Anna: How much?

Rene: Two bottles.
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Worksheet 1
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Activity 2 supervisor’s questions and equipment cards

* What’s the problem?
e Where / Which one?

pEEEEEEn
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Worksheet 3

Are there any ? There are Is there any ? There is
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Activity 4 stock cards
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Worksheet 5
The...... isn’t working. There isn’t any........ There aren’t any.......
Intercom Toilet rolls Floor polish
Multipurpose cleaner Lemon blocks Rubber gloves
Bin-liners hand dryer Vacuum cleaner
Hand towels Hand soap Lift
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Introduction flashcard

-
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