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Vocational Connections 

Unit 7: Long Term Success at 

Work  
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Lesson 1:  Part 1 and 2 Overview 
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This lesson encourages students to understand how their actions and                 
attitude as a team player will play into their success as work. 

Being a Team Player 

Students participating in this lesson will learn: 

1. what it means to be a team player. 
2. the characteristics and attributes of a team player. 
3. ways to be a team player in a variety of workplace scenarios. 
4. that effective team work requires different kinds of skills. 
 

Students will be able to: 

1. describe what a team player is. 
2. recognize how their actions and attitude contribute to being a team player. 

Target Outcome: 

1. Students will understand the importance of being a team player in the 
workplace and will understand what it takes to be one. 

Measurable Outcome: 

1. Students will be able to describe what a team player is and explain the   
actions and attitudes they must possess in order to be considered a team 
player. 
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ELA/CDOS 

Standards 

 

Lesson  

Materials  
1. PowerPoint (PPT) Slides 2-6 (also available as PDF) 
2. Chart paper and marker. 

Instructor 

Preparation 
1. Preview PPT/PDF slides 2-6. 
2. Gather chart paper and marker. 

Lesson  

Details  

Lesson Introduction: 
1. Begin the lesson by asking students to list out as many 
different kinds of teams as they can think of.  They may 
list out the obvious sports teams, but encourage students 
to also think about teams like being a member of a family, 
a class or club/organization.  Write down their responses 
using chart paper and marker under the heading ñtypes of 
teams.ò 

 

Lesson Activity: 
1. Display PPT/PDF slide 2 to show the image of a football 
team.  ASK:  What are some playing positions on a               
football team?  What is their job? (ex. a quarterback is in 
charge of throwing the football down the field to one of his 
team members.) 

2. Brainstorm several responsibilities of different players on 
the team (ex. running the ball into the end-zone, catching/
throwing the ball, protecting the end-zone...etc.) 

3. ASK:  How do the players depend on each other?  What                
happens if a player doesnôt do his/her job correctly?  How 
does it effect the whole team? 

4. Continue on with PPT/PDF slides 3-6.  Have students               
describe how each group (class, family, and friends...etc) 
works as a team. 

5. Have students share what the responsibilities are of each 
member of their ñteam.ò 

Lesson 1: Part 1 

ELA 
Speaking & 
Listening 

11-12.1a,b,c,d  
11-12.4  

Reading 
 
 

Writing 
 

11-12.4 
11-12.10  

Language 
 
11-12.1 a  
11-12.2 b  

CDOS 
2- 1, 2  
3a- 1, 2, 3, 4, 
7, 8  

 
3b 1, 2, 3, 4,   
   5, 6 (AH)  
2- 1, 2, 3  

2- 1, 2 
3a 1 
3b 1 (AH)  

What Does it Mean to be a Team Player? 
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Lesson  

Details  

Lesson Reflection: 
1. Use the following prompts to engage students in                   
discussion: 
¶ What kinds of teams have you been a part of? 
¶ What were your responsibilities?   
¶ What are some positive things about being a part 
of team? 

¶ What are some challenging things about being a 
part of a team? 

¦ƴƛǘ т Lesson 1:  Part 1 (continued) 

What Does it Mean to be a Team Player? 
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ELA/CDOS 

Standards 

 

Lesson  

Materials  
1. PowerPoint (PPT) Slides 7-11 (also available as PDF) 
2. ñWeôre a Teamò Activity 7:1.1 

Instructor 

Preparation 
1. Preview PPT/PDF slides 7-11. 
2. Make enough copies of Activity 7:1.1 as needed. 

Lesson  

Details  

Lesson Introduction: 
1. Review the activity from part 1 of the lesson.  Discuss the               
different types of teams that students described in part 1. 

 

Lesson Activity: 
1. Provide each student with the ñWeôre a Team!ò Activity 
7:1.1 sheet.   Compare the workplace to being on a team.  
Explain that each employee is like a member of a team.  Each 
team member/employee works together to make sure their 
workplace runs smoothly.  Explain that team members/
employees rely on each other. 

2. Display PPT/PDF slide 7 to describe what a team player is. 
3. Point out the major characteristics of a team player on their 
activity sheet.  Describe each one and what it means.  Give 
students several examples of each. 

4. Next, view PPT/PDF slides 8-11.  As you go through each 
slide, read each scenario and ask students to share ways 
they could be a team player based on the characteristics of a 
team player. 

 

Lesson Reflection: 
1. Use the following prompts to engage students in discussion: 

¶ Why is being a team player in your workplace in                         
important? 

¶ How can you be a team player when someone else on 
your ñteamò is not? 

Lesson 1: Part 2 

ELA 
Speaking & 
Listening 

11-12.1a,b,c,d  
11-12.4  

Reading 
 
 

Writing 
 

11-12.4 
11-12.10  

Language 
 
11-12.1 a  
11-12.2 b  

CDOS 
2- 1, 2  
3a- 1, 2, 3, 4, 
7, 8  

 
3b 1, 2, 3, 4,   
   5, 6 (AH)  
2- 1, 2, 3  

2- 1, 2 
3a 1 
3b 1 (AH)  

Team Player Map 
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Team Player Map 

Activity 7:1.1 

Being a team player at your 

workplace means that you are 

willing to work and interact with 

other employees in a respectful 

and professional manner.   

¢ŜŀƳ ǇƭŀȅŜǊǎΦΦΦ 

ΦΦΦŀǊŜ ǘǊǳǎǘǿƻǊǘƘȅ ΦΦΦƘŀǾŜ ǎŜƭŦ-ŎƻƴǘǊƻƭ 

ΦΦΦŀǊŜ ŀŘŀǇǘŀōƭŜ 

ΦΦΦƘŀǾŜ ǇƻǎƛǝǾŜ  
ŀǩǘǳŘŜǎ 

ΦΦΦǊŜǎǇŜŎǘ ŘƛũŜǊŜƴŎŜǎ 

²ŜΩǊŜ ŀ ¢ŜŀƳΗ 
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¦ƴƛǘ т Lesson 1:  

Instructor Notes and Suggestions 

The following activity sheets will be used in lesson 1: 

Students will use 
this sheet as a                  
reference to what it 
means to be a 
team player. 
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Lesson 2:  Part 1 and 2 Overview 
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In this lesson, students will learn the importance of effective                   
communication with employers and other employees in order to              
develop work relationships. 

Communicating and Developing Work Relationships 

Students participating in this lesson will learn: 

1. why positive relationships at work are necessary. 
2. the characteristics of healthy work relationships. 
3. tips for developing new relationships at work. 
4. how to communicate their needs to employers and other employees.  

Students will be able to: 

1. implement tips for developing strong relationships at work. 
2. describe what makes a positive relationship at work. 
3. determine the most appropriate person to ask for help. 

Target Outcome: 

1. Students will understand the importance of developing and maintaining      
relationships at work for long term success. 

2. Students will have a set of tips and tools for developing these relationships 
3. Students will understand how to effectively communicate their needs. 

Measurable Outcome: 

1. Students will be able to describe how they can develop and maintain work 
relationships and explain which types of conversations work best in the                  
workplace. 

2. Students will be able to explain who the most appropriate person is to ask 
for help when they need assistance. 

{Adapted from ñModel Transition Programò Job Readiness and the Employment Resource Book from              

Center for Practice Innovators} 
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ELA/CDOS 

Standards 

 

Lesson  

Materials  
1. PowerPoint (PPT) Slides 12-17 (also available as PDF) 
2. ñHelpful Hints for Talking With Coworkersò Activity 7:2.1 

Instructor 

Preparation 
1. Preview PPT/PDF slides 12-17. 
2. Make enough copies of Activity 7:2.1 as needed. 

Lesson  

Details  

Lesson Introduction: 
1. Begin the lesson by explaining that often times,                            
relationships can develop at work. 

2. ASK: How do you know that someone is a good friend? 
3. Display PPT/PDF slide 12.  Discuss the qualities of a 
good friend listed on the slide.  (Optional:  Describe one of 
your good friends to students.   Explain how and why you 
became friends). 

4. Next, view PPT/PDF slides 13-17 and discuss how the 
qualities of a good friend translate to the work setting.  
While going through the slides, remind students that not 
all coworkers will become friends, however, it is still                     
important to demonstrate the qualities of a good friend to 
everyone that they work with.   Also explain that just                
because someone is friendly with them at work, does not 
necessarily mean that they are looking to develop a strong 
friendship with them. 

5. ASK:  What do you think people do at work that shows 
that they are really your friend? (saves you a place at 
lunch, helps you with your work, asks about your personal 
life...etc...) 

Lesson 2: Part 1 

ELA 
Speaking & 
Listening 

11-12.1a,b,c,d  
11-12.4  

Reading 
 
 

Writing 
 

11-12.4 
11-12.10  

Language 
 
11-12.1 a  
11-12.2 b  

CDOS 
2- 1, 2  
3a- 1, 2, 3, 4, 
7, 8  

 
3b 1, 2, 3, 4,   
   5, 6 (AH)  
2- 1, 2, 3  

2- 1, 2 
3a 1 
3b 1 (AH)  

Developing Relationships at Work 



 отт 

Lesson  

Details  

Lesson Activity: 
1. Provide each student with the ñHelpful Hints for Talk-
ing With Coworkersò Activity 7:2.1 sheet.   

2. Read through the tips together, discussing each one and 
give examples of how each tip looks when used in the 
workplace. (Optional:  Have students role play one or 
more of the tips)  

3. After reading through the helpful hints, explain that after 
you get to know a coworker better, you will have a better 
idea about whether or not the person may become a 
friend.  Have students refer to the section of the activity 
sheet that includes information about deepening work 
relationships. 

4. Have students think of ways that they could deepen a 
friendship with a coworker and write down their thoughts 
on their activity sheet. (ex.  spend time during breaks, 
exchange phone numbers, begin sharing personal                    
information...etc.) 

5. Next, focus on the ñtopics to avoidò on the activity sheet.  
Read through each topic and discuss why these topics 
arenôt great conversation topics for the workplace.   

6. Finally, go over disclosing disabilities to coworkers.  
Read through the points to consider and have a                 
discussion about when disclosure might be right. 

 

Lesson Reflection: 
1. Use the following prompts to engage students in                    
discussion: 
¶ What could you do if one of your coworkers is not 
friendly? 

¶ How can you be friendly even if you are in a bad 
mood?  If someone else is in a bad mood? 

¶ When talking with a coworker, what might you do if                     
someone brought up a topic that you didnôt want to                       
discuss? 

¦ƴƛǘ т Lesson 2:  Part 1 (continued) 

Developing Relationships at Work 
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Team Player Map 

Activity 7:2.1 

Getting the  
Conversation Started: 

QUICK TIP 

Keep conversation                     
related to work at first, 
until you get to know 
your coworkers. 

Set the Tone 
¶ Let people know how 
happy you are to have 
the job and are looking 
forward to meeting them 
all. 

IŜƭǇŦǳƭ Iƛƴǘǎ CƻǊ ¢ŀƭƪƛƴƎ ²ƛǘƘ 
/ƻǿƻǊƪŜǊǎ 



 отф 

Activity 7:2.1 (continued) 

QUICK TIP 

Avoid asking questions and sharing information that is 
too personal until you develop stronger relationships. 

Deepening My Work Relationships: 
Write down some things that you can do to make your relationships 
stronger with a new coworker: 

Conversation Topics for Your First Day: 
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Activity 7:2.1 (continued) 

how much  
money  
people  
make  

Disclosing your disability to your coworkers: 

Although the decision to disclose your disability is YOURS, you 
may want to hold off mentioning it until your coworkers know 
you better.  Here are some things to think about: 

Why kinds of help do you think you will need to get your job 
done? 
 
What is the most effective way to communicate with you? 
 
How much information will you share about your medications? 
 
Do you need accommodations or assistive technology? 
 

religion 
serious  
health  
issues 

politics 

Conversation Topics to Avoid: 
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ELA/CDOS 

Standards 

 

Lesson  

Materials  

1. PowerPoint (PPT) Slides 18-25 (also available as PDF) 
2. ñCoworker vs. Supervisorò Activity 7:2.2 
3. ñPassive, Aggressive, of Assertive? Activity 7:2.3 
4. Chart paper and marker 

Instructor 

Preparation 

1. Preview PPT slides 18-25. 
2. Make enough copies of Activities 7:2.2, 7:2.3 as needed. 
3. Gather chart paper and marker.  Make the following 
chart: 

 

Lesson  

Details  

Lesson Introduction: 
1. Review the tips from part 1 on communicating with others 
at work. 

2. Explain that one of the ways they will need to                          
communicate with others at work will be to communicate 
their needs if they need help or assistance. 

3. View PPT/PDF slides 18-20.   With each slide, have 
students discuss who they would go to for help with each 
situation.  (Ex.  Who would you go to for help if you               
needed a ride to work?  A brother/sister?  Parent?     
Neighbor?) 

4. Explain that in a workplace, it is important to know who to 
go to for help when we need it.   Explain that when first 
beginning a job, they may have questions about their new 
job and knowing the right person to ask for help is                    
essential.  

5. Discuss that sometimes the questions that they have can 
most likely be answered by other coworkers, while more 
serious questions might need to be answered by the              
supervisor. 

Lesson 2: Part 2 

ELA 
Speaking & 
Listening 

11-12.1a,b,c,d  
11-12.4  

Reading 
 
 

Writing 
 

11-12.4 
11-12.10  

Language 
 
11-12.1 a  
11-12.2 b  

CDOS 
2- 1, 2  
3a- 1, 2, 3, 4, 
7, 8  

 
3b 1, 2, 3, 4,   
   5, 6 (AH)  
2- 1, 2, 3  

2- 1, 2 
3a 1 
3b 1 (AH)  

Communicating with Employees and Employers: 

Video: Part 1 Video: Part 2 Video: Part 3 
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Lesson  

Details  

Lesson Activity (Part 1): 
1. Provide each student with the ñCoworker vs.                    
Supervisorò Activity 7:2.2 sheet.   

2. Work together to read through each situation.  Discuss 
whether a coworker or supervisor is more appropriate to 
go to for help.  Be sure to discuss why. 

 
Lesson Activity (Part 2): 

1. Explain that in addition to knowing when and who to go 
to for help, how you communicate and ask for help is 
equally as important.  Explain that effective                         
communication is key to meet your own needs as a well 
as being a successful team player. 

2. Display your chart paper with the three columns.                
Explain that you are going to watch a video clip about 
communication. 

3. Watch the short video clip on PPT/PDF slide 21, or view 
the following video: youtube video: https://
www.youtube.com/watch?v=o6LcPfnwGec.  Without    
giving too much detail, explain that students are going to 
watch the same scenario 3 different ways.  Instruct        
students that you would like them to observe the              
communication style between the people in each              
scenario. 

4. Stop the video after the ñpassive communicationò            
segment and ask students to share what they observed 
in the interaction between the two women.  Write their 
responses in the left column of the chart paper. 

5. Continue the video to watch the ñaggressive                      
communicationò segment.  Repeat the same process of 
recording studentsô  responses in the middle column. 

6. Finish with the ñassertive communicationò segment and 
record studentsô responses.   

7. After completing the chart, compare the different                                 
communication styles.  ASK:  Which way do you think 
was the most effective and got the best results? 

8. View PPTPDF slides 22-25 to define the 3 main types 
of communication styles: passive, aggressive, and                    
assertive.   

¦ƴƛǘ т Lesson 2:  Part 2 (continued) 

Communicating with Employees and Employers 

youtube%20video:%20https:/www.youtube.com/watch?v=o6LcPfnwGec
youtube%20video:%20https:/www.youtube.com/watch?v=o6LcPfnwGec
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Lesson  

Details  

9. Explain that in the workplace, assertive communication 
is best because it is the most professional.  Assertive 
communication is the perfect combination of respecting 
the rights and opinions of others while still standing up 
for your own needs 

10.Next, provide students with the ñPassive, Aggressive, 
or  Assertive?ò Activity 7:2.3 sheet.  Read through 
the ñtipsò section first, giving examples as needed. 

11.Next, Instruct students that they will indicate which                 
statement reflects passive, aggressive, or assertive                 
behavior. (see answer key for guidance) 

 
Lesson Reflection: 

1. Use the following prompts to engage students in                 
discussion: 
¶ Why is it important to know who to ask for help in 
the workplace? 

¶ How can going to the right person for help make 
me a better employee? 

¶ Which type of communication do you tend to use 
to communicate you needs or ideas? 

¶ What can you do if someone is acting aggressive 
toward you? 

¶ What steps can you take to practice being more                  
assertive? 

¶ How can being aggressive cause you to lose your 
job? 

¦ƴƛǘ т Lesson 2:  Part 2 (continued) 

Communicating with Employees and Employers 



 оуп 

Communicating with Employees and Employers 

Activity 7:2.2 

Look at each situation.  Decide whether you should ask a                      
coworker or a supervisor for help. Place an ñXò in the correct              
column. 

Work Situation 
I should ask a 

coworker 

I should ask 

my supervisor 

I need some time off from work to  
attend a family memberôs wedding. 

  

I am having trouble with a new             
machine that I am supposed to 

work. 
  

I am sick with the flu and canôt 
come in to work today. 

  

I have a question about where to 
hang my coat when I arrive at 

work. 
  

I need to change my work  
availability.  

  

/ƻǿƻǊƪŜǊ ǾǎΦ {ǳǇŜǊǾƛǎƻǊ 
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Activity 7:2.2 

Work Situation 
I should ask a 

coworker 

I should ask 

my supervisor 

A customer asked me a question 
that I donôt know the answer to. 

  

I am unsure about how to punch in 
and out of work. 

  

The restaurant that I bus tables at 
is really busy today and I am                
having a hard time keeping up. 

  

The customer I am talking with on 
the phone is becoming angry. 

  

I am having an issue with another  
coworker. 

  

I am unsure about when my lunch 
break is. 

  

I saw another coworker take some 
cash from the register at the store I 

work in. 
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Communicating with Employees and Employers 

Activity 7:2.3 

tŀǎǎƛǾŜΣ !ƎƎǊŜǎǎƛǾŜΣ ƻǊ !ǎǎŜǊǝǾŜΚ 

¢ƛǇǎ ǘƻ .ŜƛƴƎ !ǎǎŜǊǝǾŜ 
Follow these tips to help you become more assertive in your             
communication with others. 

Eye contactðAvoid harsh stares.  Do not stare at the person                       
talking 100% of the time. 
 
 
Physical contactðKeep a comfortable distance between you 
and the person you are talking to. 
 
 
GesturesðHand gestures can help add to what you are saying, 
but donôt over-do it. 
 
 
Voice tone and volumeðYour voice should be loud enough to 
be heard, but not so loud that you overpower others. 
 
 
TimingðIf you need to talk to someone about a concern, find 
the most appropriate time.  A week later to discuss an issue is 
too late, while doing it when you are the most upset is too soon. 
 

 

ListenðDo not do all the talking.  Give the other person a 
chance to respond 
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Activity 7:2.3 

Identify which communication style is being used in the              
statements below.  Use the following codes to indicate your                         
answer: 

P = Passive  AS = Assertive   AG = Aggressive 

1. "That is the dumbest idea I've ever heard. Don't you ever 
think before speaking?" 

 
2. ñLetôs rethink this together to come up with a better                      
solution.ò 

 
3. ñI guess we can do it that way, even though I really donôt 
want toò 

 
4. ñLook, we can do it my way or not at all!ò 
 
5. "This is probably the wrong answer but. . . ." 
 
6. "I feel uncomfortable when you are too hard on yourself. I 
wish you would be gentler with yourself." 

 
7. "I will not be able to carpool with you. I sometimes work            
later than usual." 

 
8. ñMan, you just donôt get it, do you?ò 
 
9. ñWould you mind if we talked for a minute?  I have a                      
couple of questions.ò 
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ψψψψψψψ 
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Activity 7:2.3 (TEACHER GUIDE)  

Identify which communication style is being used in the              
statements below.  Use the following codes to indicate your                         
answer: 

P = Passive  AS = Assertive   AG = Aggressive 

1. "That is the dumbest idea I've ever heard. Don't you ever 
think before speaking?" 

 
2. ñLetôs rethink this together to come up with a better                      
solution.ò 

 
3. ñI guess we can do it that way, even though I really donôt 
want toò 

 
4. ñLook, we can do it my way or not at all!ò 
 
5. "This is probably the wrong answer but. . . ." 
 
6. "I feel uncomfortable when you are too hard on yourself. I 
wish you would be gentler with yourself." 

 
7. "I will not be able to carpool with you. I sometimes work            
later than usual." 

 
8. ñMan, you just donôt get it, do you?ò 
 
9. ñWould you mind if we talked for a minute?  I have a                      
couple of questions.ò 
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¦ƴƛǘ т Lesson 2:  

Instructor Notes and Suggestions 

The following activity sheets will be used in lesson 2: 

Students will use 
this sheet as a                  
reference to what it 
means to be a 
team player. 

Students will use this sheet to 
practice determining who they 
would ask for assistance in 
different situations. 
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¦ƴƛǘ т Lesson 2:  

Instructor Notes and Suggestions 

Students will use these sheets to 
practice determining different 
types of communication as well as 
learning tips for being assertive 
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Lesson 3:  Part 1 and 2 Overview 

 

¦ƴƛǘ т 

In this lesson, students will learn the best practices for working with 
customers in different situations. 

Developing Good Customer Service Skills 

Students participating in this lesson will learn: 

1. strategies and tips for effective customer service when working with a                
customer face to face. 

2. strategies and tips for effective customer service when working with a              
customer over the phone. 

3. how to deal with difficult customers in a professional manner. 
 

Students will be able to: 

1. describe the qualities of good customer service both in person and over 
the phone. 

2. handle customers in difficult situations. 

Target Outcome: 

1. Students will understand the importance of quality customer service when 
working with customers face to face and over the phone. 

2. Students will have tools and strategies for dealing with difficult customers. 

Measurable Outcome: 

1. Students will be able to demonstrate what good customer service looks like 
both in person and over the phone. 
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ELA/CDOS 

Standards 

 

Lesson  

Materials  

1. PowerPoint/PPT Slides 26-29 (also available as PDF) 
2. Chart paper and marker 
3. ñProviding A+ Customer Serviceò Activity 7:3.1 

Instructor 

Preparation 

1. Preview PPT/PDF slides 26-29. 
2. Collect chart paper and marker 
3. Make enough copies of Activity 7:3.1 as needed 

Lesson  

Details  

Lesson Introduction: 
1. In this lesson, students will watch a series of videos that 
illustrate both positive and negative examples of customer 
service.  

2. To begin the lesson, display PPT/PDF slide 26 to             
describe what customer service is.  

3. Use a marker to create the following chart on your chart 
paper: 

 
 
 
 
 
 
 
 
 
4. Before talking in detail about customer service, invite                 
students to share what they think good customer service 
looks and sounds like.  Write their responses on the chart. 
See examples in red above. 

5. Next, display PPT/PDF slide 27 to view the first clip by 
clicking on the image on the slide. If not using the PPT, 
use the following link.:  https://www.youtube.com/watch?
v=PvyuNt9bTPY&list=PL3F79BA3148626C28&index=6 

Lesson 3: Part 1 

ELA 
Speaking & 
Listening 

11-12.1a,b,c,d  
11-12.4  

Reading 
 
 

Writing 
 

 

Language 
 
11-12.3 

CDOS 
2- 1, 2  
3a- 1, 2, 3, 4, 
7, 8  

  

2- 1, 2 
3a  1,2,3,4,6,  
       7,8 
3b 1,3, 4,6,
(BIS)  

Customer Service Face to Face 

What Good Customer  Service 
LOOKS Like 

What Good Customer  Service 
SOUNDS Like 

¶ ¢ƘŜ ǿƻǊƪŜǊ ǎƳƛƭŜǎ ŀǘ                
ŎǳǎǘƻƳŜǊǎ 

¶ YŜŜǇǎ ŜȅŜ ŎƻƴǘŀŎǘ ǿƛǘƘ                 
ŎǳǎǘƻƳŜǊǎ 

¶ ¢ƘŜ ǿƻǊƪŜǊ ǇƻƭƛǘŜƭȅ ƎǊŜŜǘǎ 
ŎǳǎǘƻƳŜǊǎ 

¶ ¢ƘŜ ǿƻǊƪŜǊΩǎ ǾƻƛŎŜ ƪŜŜǇǎ 
ŎŀƭƳΣ ŜǾŜƴ ǿƘŜƴ ǘƘŜ                    
ŎǳǎǘƻƳŜǊ ƛǎ ǳǇǎŜǘΦ 

https://www.youtube.com/watch?v=PvyuNt9bTPY&list=PL3F79BA3148626C28&index=6
https://www.youtube.com/watch?v=PvyuNt9bTPY&list=PL3F79BA3148626C28&index=6
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Lesson  

Details  

6. Watch this video with the students.  Tell students that you 
would like them to focus on how the two people in the video 
interact with each other.  After watching, ask students to              
express how they think the interaction between the two peo-
ple went.   

7. ASK:  Was this a positive or negative customer experience?  
How could the delivery man have provided a more positive                
customer experience?  How could the desk receptionist have 
provided a more positive customer service experience?   

8. One thing to point out about the interaction is that neither                
worker was receptive to the other person and didnôt pick up 
on the tone of the conversations (for example, the                         
receptionist kept on talking even though the delivery worker 
seemed annoyed or disinterested.) 

9. Explain that today they are going to learn some important 
tips on how to provide a positive customer service                       
experience.  

 

Lesson Activity: 
1. Provide each student with the ñProviding A+ Customer                   
Serviceò Activity 7:3.1 sheet.  Explain that they will be 
watching a series of video clips that will help illustrate the A+ 
qualities of customer service. 

2. Display PPT/PDF slide 28 to view the second video clip by 
clicking on the image, or visit the following site:                               
https://www.youtube.com/watch?
v=7rJTAp6G57A&index=10&list=PL3F79BA3148626C28 

3. ASK:  What did we see in the video that we could add to our 
chart paper on what good customer service looks and sounds 
like? 

4. Add additional qualities of good customer service that were 
demonstrated in the video on the chart paper. 

5. Draw studentsô attention to the portion of their activity sheet 
titled ñA Happy Customer is a Repeat Customerò and read 
through each tip. 

6. Next, display PPT/PDF slide 29 to view the final video clip or 
visit the following site: https://www.youtube.com/watch?
v=wFs6tQ07hVw&list=PL3F79BA3148626C28&index=7 

¦ƴƛǘ т Lesson 3:  Part 1 (continued) 

Customer Service Face to Face 

https://www.youtube.com/watch?v=7rJTAp6G57A&index=10&list=PL3F79BA3148626C28
https://www.youtube.com/watch?v=7rJTAp6G57A&index=10&list=PL3F79BA3148626C28
https://www.youtube.com/watch?v=wFs6tQ07hVw&list=PL3F79BA3148626C28&index=7
https://www.youtube.com/watch?v=wFs6tQ07hVw&list=PL3F79BA3148626C28&index=7
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Lesson  

Details  

7. After watching this video, direct studentsô attention to the                
portion of their activity sheet titled ñDealing with Difficult                
Customers.ò  Review the tips on the activity sheet for dealing 
with difficult customers. 

 

Lesson Reflection: 
1. After viewing the videos, engage students in discussion using 
the following prompts: 
¶ Why is customer service so important? 
¶ What can you do if you are having a difficult time with a 
customer and canôt seem to solve the problem? 

¶ What do you think will be the hardest part of providing      
customer service? 

¶ What can you do NOW to help prepare yourself for                  
providing good customer service? 

 

¦ƴƛǘ т Lesson 3:  Part 1 (continued) 

Customer Service Face to Face 
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Customer Service Face to Face 

Activity 7:3.1 

A happy customer is a repeat customer: 

Be confident: 
I can show I am confident by... 

¶ standing tall 
¶ speaking clearly to the customer 
¶ maintaining eye contact with the                 
customer 

Know your product or service: 
I can learn the product/service I am providing to customers by... 

¶ observing how other workers complete their job 
¶ asking questions when I donôt understand something 
¶ learning over timeðas you work at your job longer, you will 
learn your product or service better! 

Be pleasant: 
I can show that I am pleasant by... 

¶ smiling at the customer 
¶ speaking with an upbeat voice 

Take time to listen: 

I can show I am listening by... 
¶ maintaining eye contact with the customer 
¶ not rushing the customer when they are speaking 

¶ not interrupting the customer when they are speaking 

tǊƻǾƛŘƛƴƎ !Ҍ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ 


