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《实用英语》课程单元教学设计
	单元名称： Customer Service

	教学
目标
	能力目标
	知识目标
	素质目标

	
	①能够做客户调查。

②能够处理投诉。
会写调解信。
	①掌握单元单词及词组。
②掌握客户调查的步骤及重点。

掌握调解信的必要内容和格式
	①礼貌得体的进行商务沟通。


	本单元任务
	情境描述
	引出任务

	
	初入职场
	客户满意度调查表

客户满意调查的重点及步骤

投诉处理



	单元教学资源

	讲义：《实用英语A》Unit 3电子教案  
视频：问路
课件：单元PPT及自制补充PPT

学习平台：校在线  


单元教学进度
 
	步骤
	教学内容及能力/知识目标
	教师活动
	学生活动
	时间

	1
课前布置任务
	搜集机场接客户的相关英语表达；
	提前布置任务：
在机场接客户时，如果是初次见客户，应该怎样打招呼，说那些话较合适；如果不是初次见面，应该如何打招呼，谈论些什么话题
	小组课下合作完成任务
	

	2
激发学习兴趣
	观看视频：通过看机场接机相关视频，找出视频中不恰当的英文表达激起学生对正确英文表达的思考。
	提问问题：
 Try to find 3 expressions are used inappropriately!
 
	小组代表展示课前搜集机场接客户的相关英语表达
 
	5min

	3
视频展示，讨论相关表达
	展示机场接机的相关视频，讨论初次见面或再次见面如何打招呼、问候，可以讨论什么话题以拉近彼此之间的距离。
	List expressions used by business acquaintances who haven’t seen each other for a while. 
List conversation starters used by people who don’t know each other very well.
	分小组讨论初次见面或再次见面如何打招呼、问候以及如何拉近彼此之间的距离
 
	10min

	4场景模拟，归纳总结
 
	看四个小段视频，判断双方是初次见面还是再次见面
	Watch four video clips,decide whether they have met before.
 
	归纳总结初次见面和再次见面两种情况下的不同问候表达
	5min

	5听力训练
 
	听一段有关机场接机的对话，边听边思考问题，并补全对话
	You are going to hear a conversation about how two people exchange conventional greetings (about a project and the weather in London) when they are meeting at the airport.
	回答问题并补全对话
	10min

	6
口语训练
	参考课本排序题，模拟机场接机这一交际场景
	This is a conversation between two business people which takes place at the airport. But the sentences are in complete disorder. Put the sentences back into their proper order.
 
	以机场接机为交际场景，小组成员之间做对话。
	10min

	7
总结
	简要概括机场接机相关英文表达
 
	对学习内容进行总结，评价练习效果，找出不足。
	总结本次课学习内容
	5min

	作业
	     
以机场接机为交际场景，做一个小对话
思考机场接机应该做哪些准备

	课后
体会
	


详案
Step One Let’s watch inappropriate conversation in which 3 expressions are used
inappropriately! Try to find them.
Inappropriate expression 1:
 Liu : Excuse me, are you Peter from General Motors?
Correct: Liu : Excuse me, are you Mr. Johnson from General Motors?
Inappropriate expression 2:
Liu: Hello! I’m very pleased to meet you.
Correct:  Liu : How do you do?
I’m very pleased to meet you.
Inappropriate expression 3:
Liu : How’s your work going?
Correct:How was your flight?
       What was the weather like when you left London?
       Have you been here before?      
How long are you going to be here?
How long are you planning to stay?
Which part of England are you from?
Whereabouts in England are you from?
How was your flight?
Let’s watch appropriate conversation video in which Liu Wen speak appropriately!
Step Two List expressions used by business acquaintances who haven’t seen each other for a while. 
How is your work going?
How is everything going?
How is everything with you?
How is your business?
How are you doing?
Step Three List conversation starters used by people who don’t know each other very well.
Topic 1 Flight
How was your flight?
Did you have a good trip?
Topic 2  Weather
What was the weather like when you left London?
What’s the weather been like in England?
Topic 3: Previous Visits
Have you been here before?
Topic 4: Plans
How long are you going to be here?
 How long are you planning to stay?
Topic 5: Visitor’s Country
Which part of England are you from?
Whereabouts in England are you from?
Step Four Watch four video clips(video1-video4),decide whether they have met before.
Step Five You are going to hear a conversation about how two people exchange conventional greetings (about a project and the weather in London) when they are meeting at the airport.
 Answer the following questions：
Which of the following statements is true, according to the dialogue?
How’s the man’s new project?
What’s the weather usually like in London according to the man?
Listen again and complete the following sentences.
M: Good afternoon, Ms. Gray. Nice to______________.
W: Good afternoon, David. Thank you____________________ .
M: How’s everything going?
W: Very well. Thank you. How are you  ___________________ with  your new project?
M: Quite smooth. How was the weather in London? Last    
  time I was there we had beautiful ___________________________. Not  like people think.
W: Rain, I’m afraid. Very dark. ________________________________                            .
M: Ah. A more typical English day. Now, let me _________________                           .
W: Thanks. I _____________  myself.
Step Six Complete the following short dialogue with the help of the Chinese in the brackets. 
A: Good morning, Mr. Dawson. Nice to (1) ___________________                          (又见到你).
B: Good morning, Janet. Thank you for (2) ________________________                       (来接我).
A: (3)  _________________________________________                                             (一切都好吧)?
B: Very well. Thank you. How are you getting on with your new project?
A: Quite smooth. Did you (4) _____________________________                                       (一路顺利)?
B: Yes, no problems.
A: Now, let me (5) ______________          (帮你提箱子).
B: Thanks. I (6)___________________  (我自己能提) myself.
Step Seven  Role-play
This is a conversation between two business people which takes place at the airport. But the sentences are in complete disorder. Put the sentences back into their proper order.
	Oh, hello Mr. Chen. I’m Peter from Boston Trading. I’m here to take you to our office.

	This way, please. How was your flight, Mr. Chen?

	That’s too bad.

	Can I help you with your bags?

	I have a car outside with a driver.

	Please call me David. The flight was long and tiring. I couldn’t sleep.

	Hello. I’m David Chen.

	No, I can manage. They’re not heavy.

	Thank you. That’s very kind.

	How will we get to your office?


Step Eight Homework(上传至在线教学平台)
Make a short conversation about greeting people at the airport
