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Introduction

Background of the EmpowerHer Project

EmpowerHeiis a collaborative Erasmus+ initiative that brings together organizations from Germany,
Austria, Greece, and Spain. The project aims to support refugee women in their journey towards social

and professional integration through tailored vocational trainjignguage education, and mentorship

programs. By focusing on the hospitality sector, EmpowerHer addresses both the language and

DOl ZAOOGET 1T Al OEEIT CADPO OEAO 1T £ZO0AT EET AAO OAAEOCAA
The project combines researblased nethodologies, professiospecific language curricula, and

innovative peetto{peer learning models to create sustainable and replicable solutions for empowering
low-literacy refugee women.

Description of the Training Curriculum

The curriculum is designeds a comprehensive Aour program that combines professiorspecific

language learning with rolébased vocational training. Rather than teaching language in isolation, it

integrates it into hospitality contexts so that learners acquire both linguistic cdence and job

readiness simultaneously. The program is built around four key hospitality roldsousekeeping,

kitchen assistance, stock management, and front desk operatiansince these cover both backf-
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house and guesfacing positions, offering multipe entry points for women with different levels of
confidence and communication ability.

Training is not delivered in a traditional classroom manner. Instead, it relies on practical tasks; role
plays, digital simulations, and peer collaboration. This appriareduces anxiety, ensures immediate
applicability, and makes learning accessible even for participants with little prior schooling. Digital
literacy is embedded through the use of virtual reality videos and simple digital tools, both to enhance
learningand to prepare women for workplaces where technology is increasingly present.

General Objectives

The main objective of EmpowerHer is to transform refugee women with low qualifications into
employable, confident, and resilient hospitality workers. To aclie this, the curriculum pursues
several interlinked goals: building linguistic competence from AO to B1, strengthening vocational skills
through handson practice, cultivating intercultural communication, promoting emotional resilience,
and creating pathwgs to real employment. Beyond learners, the curriculum also aims to upskill
vocational trainers, providing them with culturally sensitive, traumiaformed, and technology
supported teaching strategies.

Anticipated Outcomes

The expected outcome for partigpants is tangible progress in language abilitymoving from no or
very basic proficiency to a functional B1 leeebnd mastery of the vocabulary and expressions
required in hospitality. Learners will be able to carry out practical workplace tasks such a&pgring a
room, assisting in the kitchen, managing stock, or checking in a guest. They will also gain confidence
in interacting with colleagues and customers, even in potentially stressful situations. On a deeper level,
they will build selfesteem, resiliece, and a sense of belonging to their new communities.

For VET trainers, the curriculum will result in improved capacity to deliver inclusive training. Trainers
will leave the project with new tools such as the EmpowerHer Toolkit, a series of immersiveridBos,

and a methodology that can be replicated with other disadvantaged groups. At the systemic level, the
project aims to strengthen ties between education providers and the hospitality industry, ensuring
smoother transitions from training to employmen

Target Groups

The direct beneficiaries are refugee and migrant women with low or no qualifications and little or no
knowledge of the host country language. They are often marginalized both socially and economically
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but represent a group with untappedpotential. The secondary group consists of VET professiorals
teachers, trainers, coaches who require new strategies to support such learners effectively. By
training trainers as well as learners, the project ensures sustainability and a wider impact.

Methodology

The pedagogy underpinning EmpowerHer is deliberately practiogented and inclusive. Instead of
beginning with abstract grammar, it introduces learners to concrete words, actions, and scenarios
they can immediately apply in real life. Lessons rdve around tasks cleaning a room, welcoming a
guest, checking expiry dates on stoek and the necessary language is built around these tasks. Role
playing and simulations allow learners to rehearse realistic scenarios in a safe space, while-based
methods such as Bingo or Pictionary create lgwessure opportunities to repeat and retain
vocabulary.

Virtual reality plays a particularly innovative role. Sixteen VR videos recreate workplace scenarios for
the four target roles, giving learners a chance to obsve, practice, and repeat tasks as if they were
already employed. This not only accelerates learning but also reduces anxiety by familiarizing women
with the environments they will later encounter. Peeto-peer learning further strengthens the
method, creating a community of mutual support in which advanced learners mentor newcomers and
cultural exchange is encouraged.

Materials Needed

The curriculum uses a blend of traditional and digital resources. Handouts, worksheets, and illustrated
glossaries providdow-threshold entry points for lowditeracy learners. Props such as menus, invoices,
cleaning supplies, and reservation forms are used for rgiay activities, anchoring learning in tangible
objects. Digital components include mobile learning applicatisrand VR videos, which allow learners
to practice hospitality tasks in immersive environments. For trainers, a Toolkit provides guidance,
observation checklists, and adaptable lesson plans.

Overview of the Curriculum

The course begins with an orientatonp AOA OEAO AOEI AO O0O0O0O AT A ET OOI
then progresses through three stages of language acquisitimrfoundations (AQzAl), workplace

language (AZA2), and intermediate communication (A&B1). Once learners have acquired this base,

they move into the four rolespecific hospitality modules, where language and vocational skills merge.

Digital and VRsupported sessions reinforce these skills, while peg&rpeer workshops promote

mutual learning and cultural exchange. Finally, the program adudes with evaluation and reflection,

where progress is measured not only in language proficiency but also in confidence and job readiness.

Structure

The EmpowerHer curricula for hospitality professions (Front Desk, Housekeeping, Kitchen
Assistance, andstock Management) are designed to providprofession-specific language training
Funded by the European Union. Views and opinions expressed are however those of the author(s) only
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and vocational skillsfor refugee women with little or no prior qualifications. The curricula are aligned
with the Common European Framework of Reference for Languages (CEf#R)suring a structured
progression fromcomplete beginner (AO)to independent user (B1)

Each curriculum follows the same structure:

1. Weekly Modulesz Each week builds progressively on the previous one, combining language
learning, vocational skills, andoft skills relevant to the hospitality profession.

2. Session Plang Each session includes:
o CEFR Link (language reference level)
o Obijectives (linguistic + vocational goals)
o Key Vocabulary and Phrases
o Detailed Activity Plan (90 minutes)
o Assessment criteria

3. Integrated Learningz Every week concludes with geview and role-play session where
learners simulate real workplace situations.

4. Assessmentz Formative assessment is built into each session through observation, quizzes,
roleplays, and peer feedback. Sumative assessment at the end of B1 ensures learners can
independently manage workplace communication.

CEFR Level Progression
The curricula are carefully mapped to CEFR levels, with adaptation for refugee learners (often starting
with AO/pre-Al).

A0 z Foundation / PreAl

1 Focus:Absolute beginners. Recognize words, respond to simple commands, and name
objects.

1 Skills:
o Vocabulary: 1820 workplace objects.

o Functions: greetings, following instructions, using safety phrases.

o Grammar: single words and simpl@ EOT EO j As8c8h O4EEO EO A

1 Assessment Exampleldentify 8/10 stockroom items; respond to 5 commands correctly.
Alz Basic User
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1 Focus:Develop basic workplace communication for routine tasks.

1 Skills:
o Vocabulary: 109150 professiorspecific words.
o Fundions: asking/answering questions, reporting problems, describing quantities.
o Grammar: simple present tense, basic question forms, yes/no answers.

1 Assessment ExampleHandle a delivery by checking items against a list, report a missing or
damaged item.

A27 Prelntermediate User
1 Focus:Communicate with some independence in familiar workplace contexts.
T Skills:
o Vocabulary: 250300 professionspecific words.

o Functions: reporting shortages, processing orders, explaining stock problems,
coordinating with colleagues.

o Grammar: simple past tense, countable/uncountable nouns, comparatives.

1 Assessment ExampleDeliver a stock report, explain shortages, and suggest simple
solutions.

B1z Independent User
1 Focus:Confident communication in routine and some unexpected workplace situations.
1 Skills:
o Vocabulary: 400+ professiospecific words.

o Functions: problemsolving, prioritizing tasks, handling emergencies, proposing
improvements.

o ' OAI 1T A0Od AT 1T AEXEEOAI WO E®)IADEM A xEI 1 86 Qh
politeness.

1 Assessment ExampleCoordinate stock tasks with colleagues, manage multiple requests,
propose improvements to stock processes.

2 of the author(s) only
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Front Desk
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TheFront DeskCurriculum has been designed as part of the EmpowerHer project to equip refugee
women with the language, communication, and professional skilleeeded to work effectively at
hotel reception desks and customer service points in the hospitality sector. Wagiat the front

desk requires not only a solid command @bb-specific vocabulary and expressionsbut also the
ability to interact with guests in golite, confident, and professional manner This curriculum
supports learners in building those skills stdpy step.

The training follows theCommon European Framework of Reference for Languages (CERRY
provides a structured pathway fromAQ (absolute beginner)to B1 (independent user)Each level
gradually introduces vocabulary, expressions, and professiogampetencies essential to front desk
tasks.

The curriculum is structured int@ weeks of training, with 3z4 sessions per weekeach lasting 90
minutes. Every session contains:

CEFR Link the linguistic competence targeted.
Objectivesz specific learninggoals combining language and vocational skills.

Key Vocabulary and Target Phrasespractical words and expressions used at the front desk.

=A = =4 =4

Detailed Activity Planz interactive methods such as rokplaying, simulations, and problem
solving.

1 Assessmeniz small-scale checks to ensure learners meet objectives and build confidence.

Each week ends with aintegrated role-play where learners simulate redife front desk scenarios
such as welcoming guests, checking reservations, handling payments, or respondingroblems.
This ensures that new knowledge is applied in context.

CEFR Levels in the Front Desk Curriculum
A0 z Foundation (PreAl)

At this level, learners are introduced to th&ont desk environment and basic expressionsThey
learn to identify objects (e.g., key, card, ID, computer), follow instructions, and use essential
greetings likeO ( AlodG'd T A 17T OT ET C86

Alz Basic User

Learners begin tananage simple interactions They can ask and answer routine questions (€9.$ |

UT O EAOA A) hdcbduestibsQaad useepolite requests such@® | AAOA OECT EAOAS
Grammar focuses on th@resent tenseand formingbasic questions

A2z PrelIntermediate User
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Learners carhandle structured guest interactions They learrto confirm reservations, give
directions, manage checlns and checlouts, and respond to simple guest requests and complaints.
Vocabulary expands to include reservation details, room types, and payment terms.

B1z Independent User

At this stage, learnerganinteract with confidence and flexibility in most front desk situations. They
can handle complaints, explain hotel services, make polite suggestions, and coordinate with
colleagues. Grammar expands to incluarodals for politeness(could, would, sequencing
expressions, and conditional sentence®() £ Ul 600 Oi i1 i EO 116 OAAAUR

1. The Front Desk Curriculum

WEEK 1 7 AO Foundation Level

Focus:Build essential front desk vocabulary, greetings, polite expressions, and wer&ptaette &
safety.

Session 1 Introduction to Front Desk Tools & Equipment
CEFR Link: AOT Can recognize and name common workplace objects.

Objectives:

6 Identify and name 10+ front desk items.
6 Understand their function in simple terms.

Ui

Key Vocabulary: phone, computer, key card, reservation form, pen, notepad, guest, reception, desk, bell,

printer.
TargetPhrasessi Thi s is a [phone]. 0 / AWe use this for
Detailed Activity Plan (90 min)
1. Warm-up & Icebreaker (10 min)
o Thetrainergreesear ners and introduces the topic:

things you see at a hot el reception. o
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o Quick discussion: AHave you ever stayed in
(Allow learners to speak in their own language if needethdaraepeats in English).

2. Vocabulary Presentation with Flashcards (15 min)
o Show flashcards or real objects one by one.
o Say the word clearly, have learners repeat in unison, then individually.
o Point to each object in random order and have learners calleoname.

3. Guided Practicei Picture-to-Word Matching (15 min)
o Hand out a worksheet with pictures of front desk items and a word bank.
o Learners match pictures to the correct word.
o Trainer circulates to assist with pronunciation and spelling.

4. Hands-on Labelling Activity (15 min)
o Prepare a mock reception desk or table with realia (objects or printed photos if real items
are not available).
o Learners place laminated word labels next to the correct objects.
o Swap labels between groups and repeat.

5. ScenarioGmei iFi nd and Show Medo (20 min)

o Thetraines ay s : AiFind and show me the [object]. o
o Make it competitive: points for correct and fast answers.
o Extension: Ask |l earners to say olmel Is.idnp.l e s

6. Wrap-up & Mini -Assessment (15 min)
o Quick oral quiz: hold up an object and ask
o Homework suggestion: draw 5 items from today and write their names.

ResourcesFlashcards, laminated labels, printed vocabulary list, real or pribjedts.
AssessmentCorrectly name at least 8/10 items.

Session 2 Basic Greetings & Customer Service Phrases
CEFR Link: AOT Can greet and use simple polite phrases.
Objectives:

Use 5+ greetings and polite expressions.
Respond appropriately to guestivals.

O¢ O«
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Key Vocabulary: hello, good morning, good afternoon, good evening, goodbye, please, thank you,

excuse me.
Target Phrasessi Good mor ni ng, how can | help you?bo

Detailed Activity Plan (90 min)

1. Warm-up 1 Quick Object Review (10min)
o Flashcard race from Session 1 to reactivate vocabulary.

2. Presentationi Greetings & Polite Expressions (15 min)

/ fYou

o Use roleplay demonstration with a volunteer: Trainer is receptionist, volunteer is guest.

o Show difference between morning/afternoon/evemjreetings.
o Write phrases on board with phonetic clues.

3. Choral & Individual Repetition (10 min)
o Dirill each phrase as a group, then individually.
o Focus on polite intonation.

4. Guided Practicei Fill -in-the-Blank Dialogues (15 min)
o Worksheet with missingiords in greetings.
o Exampl e: i mor ning. How can |

5. Pair Work Role-Play (15 min)
o In pairs: One learner is the guest, the other is the receptionist.
o Practice greetings and polite expressions from a printeatante
o Swap roles after 3 mines.

6. Scenario Simulationi Guest Arrives (20 min)
o Thetrainegi ves context: fAYou are at the
o Learners must greet and offer help using copbcases
o Rotate roles so everyone is a receptionist at least twice.

7. Wrap-up & Feedback (5 min)
o The trainempraises good pronunciation and politeness.

ResourcesPrinted rolecards, worksheets, flashcards.
AssessmentCorrect greeting and polite phrase use in-piégy.
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Session 3 Front Desk Etiquette & Safety
CEFR Link: AOT Can follow basic workplace safety and service rules.
Objectives:

6 Recognize 3+ safety rules.
0 Follow correct front desk procedures.

Key Vocabulary: safety, clean, tidy, guest, ID card, lost, rules, emergency.
Target Phrasessi Pl ease wailt ceag ey dutr/ IA,anpl ease?0

Detailed Activity Plan (90 min)

1. Warm-upi Greeting Drill (10 min)
o Quick greeting exchanges in pairs.

2. Presentationi Safety & Etiquette (15 min)
o Show photos of correct and incorrect front desk behavior.
o Discuss: ARAssthhesspbeEPdelo

3. Guided Practicei Match Rule to Picture (15 min)
o Learners match a list of safety rules to photos. )
o Example: AAl ways keep the reception tidyo Y

4. Role-Playi Lost Item (15 min)
o Trainer is a gwest: Al |l ost my wallet.
o Learners must respond with correct polite phrases and gafetgdures

5. Scenario Challengd Correct or Incorrect? (20 min)
o Show a miniscene (photo or acted by trainer) of front desk behavior.
o Learners raise ACorrectwhyor #fAlncorrecto car

6. Wrap-upi Group Poster (15 min)
o Groups create a ATop 5 Reception RulesoOo pos
o Display in classroom.

ResourcesPrinted hotel safety rules, photos, coloured cards.
AssessmentCorrect identification of safety rules and poliesponses.
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Session 4 Review & Integrated Practice
CEFR Link: AOT Can use vocabulary and greetings in short conversations.
Objectives:

6 Review all vocabulary, greetings, and safety points from Sessi@ns 1

6 Use them in a simulated front deskeraction.
Detailed Activity Plan (90 min)

1. Warm-up Gamei Simon Says Front Desk Edition (15 min)

o Commands wusing vocabulary: #APick up

2. Mixed Worksheet Practice (20 min)
o Label items, match greetings, choaserect safety rules.

3. Role-play i First Day at Reception (20 min)
o Scenario: Greet a guest, use at least 2 objects, follow 1 safety rule.
o Peers observe and give positive feedback.

4. Scenario Relay Race (25 min)
o Teams complete a mini cheakin sequence: geting, giving object, following rule.
o Fastest correct sequence wins.

5. Wrap-up & Assessment (10 min)
o Trainer notes strengths and areas to improve.
o Homework: Practice greetings at home.

ResourcesFlashcards, scenario cards, realia.
Assessmentli 2 minute giest interaction using correct tools and polite expressions.

WEEK 2 T Transition from AO to A1

Focus: Strengthen A0 basics and introduce Al skilldhandling simple chechs, reservations, and
basic guest interactions.
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Session 5 Handling Simple Check-Ins (Part 1)
CEFR Link: A17 Can ask and answer simple questions about personal details.

Objectives:

6 Understand and follow the steps of a basic chieck
06 Ask for and record key guest information (name, passport, booking reference).

Key Vocabulary: name, surname, passport, booking, reservation, room, key card, signature, form.
Target Phrases:

6 ACan | have your passport, please?0
6 AHere is your room key. o0
6 APl ease sign here. o

Detailed Activity Plan (90 min)

1. Warm-upi Greeting & Vocabulary Review (10 min)
o Pairroleplay: greeguestsand identify 2 reception objects.

2. Presentationi Check-In Steps (15 min)
o The traineshows a stepy-step photo or diagram of the cheokprocess (booking

confirmation Y I D check Y form Y key).

o Read through steps together.

3. Guided Practicei Dialogue Fill-in (15 min)
o Learners complete a short chdankdialogue with missing words.

o Exampl e: iGood morning. Can | have your

4. Hands-on Simulationi Practice with Real Forms (15 min)
o Give learners a printed guest igtation form.
o The trainemplaysguestsand provides information verbally; learners fill in form.

5. Scenario Roleplay i Simple CheckIn (20 min)

o In pairs, learners take turns as guest and receptionist using role cards with guest details.

o Encourage use glolite phrases.
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6. Wrap-up & Feedback (15 min)
o Group discussion: fAWhat went well ?0 and
o Homework: Learn 5 cheek phrases by heart.

Resources:Stepby-step checkn diagram, registration forms, role cards.
AssessmentSuccessful cheeln simulation with correct key phrases.

Session 6 Handling Guest Requests (Part 1)
CEFR Link: Ali Can respond to simple requests and ask for clarification.

Objectives:

Ox¢

Understand and respond to 5+ common guest requests.
Use short, polite responses when unable to fulfill a request.

O«

Key Vocabulary: extra towel, WiFi, pillow, taxi, breakfast, restaurant, late check.
Target Phrases:

6 AnCertainly, I owi | bring it to your room. 0
6 Al d&m sorry, we dond6t have that. o
6 NBr eakifraosmt 7i st o 10. 0

Detailed Activity Plan (90 min)

1. Warm-upi Check-In Recap (10 min)
o Quick oral quiz: What are the 4 main steps in chia@k

2. Presentationi Common Guest Requests (15 min)
o Show picture cards of requests; learners guess in English.
o Write thephrases on board and practice pronunciation.

3. Guided Practicei Matching Game (15 min)
o Learners match request cards with correct responses.

4. Listening Practicei Guest Request Audio (15 min)
o Play recordings of guest requests (different accents).
o Learnershoose the corregtritten response.
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5. Role-play i Handling Requests (20 min)
o Pairs act out request scenarios. One le@lags a guesbne receptionist.
o lnclude both fican doo and Acannot dood situs

6. Wrap-up & Reflection (15 min)
o Discuss strategiesfr st aying polite even when saying

ResourcesPicture cards, requestsponse matching sheets, audio clips.
Assessment80% accuracy in matching requests to responses.

Session 1 Basic Workplace Communication with Colleagues
CEFR Link: A17 Can exhange simple information in the workplace.
Objectives:

6 Use simple phrases to request help from colleagues.
6 Understand short instructions from a supervisor.

Key Vocabulary: housekeeping, maintenance, guest room, fix, clean, urgent, please, now, later.
Target Phrases:

6 ACan you help me withé?o
6 "Housekeeping to room 302, please. O
6 AWe need maintenance in the | obby. o

Detailed Activity Plan (90 min)

1. Warm-up i Request Roleplay (10 min)
o Review Session 6 guest request phrases.
2. Presentationi Talking to Colleagues (15 min)
o Trainer models short exchanges with a Acoll
o Highlight polite tone and clear instructions.
3. Guided Practicei Dialogue Reordering (15 min)
o Learners arrange cup sentences into correct workplace exchanges.
4. Listening Taski Supervisor Instructions (15 min)
o Trainer or audio gives short instructions; learners point to correct action card.
5. Pair Work i Problem Solving (20 min)
o Scenario: guest requests extra pillow. Receptionist must call housekeeping.
o Swap roles and repeat witkffdrent problems.
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6. Wrap-up & Quick Quiz (15 min)
o Match 5 instructions to correct department (housekeeping, maintenance, kitchen).

Resources:Cut-up dialogue strips, instruction audio, department cards.
AssessmentCorrect routing of 4/5 service requeststte right department.

Session 8§ Review & Integrated Role-Play (AGi Al)
CEFR Link: Al7i Can handle a short, simple interaction at reception.
Objectives:

6 Combine greetings, object vocabulary, chétkand requests in one interaction.
06 Use correct phrasegith both guests and colleagues.

Detailed Activity Plan (90 min)

1. Warm-up i1 Vocabulary Relay (15 min)
o Teams race to match vocabulary cards to conaeigoriesobjects / requests /
departments.

2. Mixed Skills Review (20 min)
o Worksheet with labellingnatching, filkin-the-blank dialogue, and safety rule selection.

3. Integrated Roleplayi A Mor ni ng at Receptiono (30 min)
o Scenario: Handle chedk, respond to one request, contact colleague.
o Rotate roles so all learners are receptionists at least once.

4. Peer Feedback (15 min)
o Learners give one positive comment and one improvement suggestion to their partner.

5. Wrap-up & Homework (10 min)
o Review of ATop 10 Phrases Learnedo so far.
o Homework: record yourself greeting a guest and responding to a request.

Resoures: Scenario cards, props for reception desk, peer feedback forms.
AssessmentComplete interaction including greeting, cheéekand request with 80% phrase accuracy.
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WEEK 3 1T Al Basic User Level

Focus: Strengthen ability to handle guest ché&a&/checkouts, respond to service requests, and
communicate with colleagues and supervisors.

Session 9 Handling Guest Checkins (Part 2)

CEFR Link: A17 Can understand and use familiar expressions relagersonal details and travel
arrangements.

Objectives:

6 Complete a cheek from start to finish using clear and polite language.
6 Ask and answer questions about booking details and preferences.

Key Vocabulary: booking reference, single/double room, breakifadtided, payment, cash, credit card,
receipt.

Target Phrases:

6 ADo you have a booking with us??o9
6 Als it a single or double room?59d
6 AHow would you |ike to pay?o0

6 AHere is your receipt. o

Detailed Activity Plan (90 min)

1. Warm-upi Speed Checkin Drill (10 min)
o In pairs, learners practice only the greeting + ID request from Week 2.

2. Presentationi Extended Checkin Dialogue (15 min)
o The trainereads a full checin dialogue slowly, learners follow along on paper.
o Highlight payment and booking confirmatitanguage.
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3. Guided Practicei Gap-fill Exercise (15 min)
o Learners complete missing words in the chieckcript.

4. Hands-on Form & Payment Practice (15 min)
o Using fake booking forms and receipts, learners process a simulated payment (cash or
card).

5. ScenarioRole-play i Complete Checkin (20 min)
o Role cards include guest type, booking details, and payment method.
o Learners perform full cheei including payment and handing over leards

6. Wrap-up & Feedback (15 min)
o Trainer notes common mistakes, modelsacirform.
o Homework: write out full checin steps in order.

ResourcesPrinted dialogues, role cards, booking forms, fake receipts, prop key cards.
AssessmentPerform checkn with correct sequence and polite language.

Session 10 Handling Guest CheckOuts

CEFR Link: A17 Can engage in short interactions when guests leave, including simple billing and polite
farewells.

Objectives:

Ox¢

Follow 3 main steps for guest chealt.
Use polite language to confirm charges and say goodbye.

O¢

Key Vocabulary: bill, charge, minibar, extra night, receipt, refund.

Target Phrases:

6 ADid you take anything from the minibar?0o
6 AHere is your final bill .o
6 AWe hope to see you again.o

Detailed Activity Plan (90 min)

1. Warm-upi Check-in Recap Game (10 min)
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o Teams arrange scrambledeckin steps in correct order.

2. Presentationi Check-out Procedure (15 min) )
o Trainer explains sequence: review bill Y coc
o Show example bill on projector or printout.

3. Guided Practicei Bill Review (15 min)
o Learners matcbharges (room, breakfast, minibar) to their meaning.

4. Listening Exercisei Check-out Conversation (15 min)
o Learners listen to a recording of a cheek and note the steps used.

5. Role-play i Check-out (20 min)
o Role cards include charges to discuss (e.mibar, late checlout).
o The receptionistnust politely handle payment and farewell.

6. Wrap-up & Peer Review (15 min)
o Learners give feedback on their partner o6s p

ResourcesPrinted sample bills, audio recordings, role cards.
AssessmentCorrectly complete cheeut including review of bill and polite farewell.

Session 11 Handling Guest Requests (Part 2 Hotel Services)
CEFR Link: Al7i Can give and ask for simple information about hotel services.
Objectives:

6 Provide information abduhotel services (restaurant, spa, laundry, etc.).
6 Direct guests to appropriate departments.

Key Vocabulary: reception, housekeeping, laundry service, restaurant, spa, gym, opening hours, closed.

Target Phrases:

6 AThe restaurant i s on the ground floor. o
6 AThe spa is open from 9 to 8.0
6 Al will ask housekeeping to bring that to you.
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Detailed Activity Plan (90 min)

1. Warm-up i Hotel Map Hunt (10 min)
o Thetrainegi ves c¢l| ues anikarnergointoh@amagy mo ) ,

2. Presentationi Service Vocabulary (15min)
o Show icons for each service, drill pronunciation and meaning.

3. Guided Practicei Information Matching (15 min)
o Learners match a guestdés gquestion to the <co

4. Listening & Speaking Practice (15 min)
o Play an audio where a guestks about services; learners answer using target phrases.

5. Role-play i Guest Request for Services (20 min)
o The gueshsks about 2 servicetsie receptionigprovides directions/times.

6. Wrap-upiiService Directoryo Task (15 min)
o Learners create a mini bidet with pictures and basic English descriptions of services.

ResourcesHotel floor plan, service icons, printed service info sheets, audio clips.
AssessmentCorrectly answer 4/5 guest service guestions.

Session 12 Communicating with Colleagues & Syervisors (Part 2)
CEFR Link: A17 Can understand and give simple workplace messages.

Objectives:

0 Relay guest requests to other staff clearly.
6 Understand short supervisor instructions.

Key Vocabulary: urgent, repair, deliver, replace, guest request, messatg.
Target Phrases:

| ease send maintenance to room 204. 0
i n

AP
ifiHousekeeping, can you br g two towels to roo
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Detailed Activity Plan (90 min)

1. Warm-up 1 Service Routing Game (10 min)
o The trainersays request, learnatecide the correctepartment (housekeeping,
maintenance, reception).

2. Presentationi Workplace Message Language (15 min)
o Show examples of short notes/messages.
o Dirill polite requests to colleagues.

3. Guided Practicei Message Writing (15 min)
o Learners write short notes forsBenarios (e.gg guesteeds an extrgillow).

4. Listening 1 Supervisor Instructions (15 min)
o Learners listen to short instructions and write down key words.

5. Role-play i Relay the Request (20 min)
o The gueshsks for somethindghe receptionistalls or speakt a colleagu¢o pass a
message

6. Wrap-up & Reflection (15 min)
o Discuss why clear messages are important in a hotel.

ResourcesMessage templates, role cards, audio instructions.
AssessmentRelay request accurately to correct departrimentle-play.

WEEK 4 7 A2 Intermediate User Level

Focus:Manage reservations, handle booking changes, and professionally address guest complaints.

Session 13 Introduction to Reservation Management
CEFR Link: A21 Can understand the main pointshort, clear messages about bookings.
Objectives:

0 Understand the structure of a hotel reservation.
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)

Identify and confirm essential booking details with guests.

Key Vocabulary: reservation, booking, date of arrival, date of departure, confirmation number,
double/single room, special request.

Target Phrases:

O¢ O¢ O«

AiCan | confirm your booking for [date]?0
AfiDo you have a reservation with us?Oo0
AYour confirmation number i séo

Detailed Activity Plan (90 min)

1. Warm-upiiSpot the Mistakeodo Game (10 min)

o Trainer gives dooking details, 1 is wrong; learners guess the error.

Presentationi Reservation Structure (15 min)
o Show a sample booking form on screen/board.
o Discuss the meaning of each section.

Guided Practicei Booking Detail Matching (15 min)
o Match booking termsottheir definitions.

Listening 1 Reservation Confirmation Call (15 min)
o Learners listen to a guest confirming booking details and check against a printed form.

Role-play i Confirming a Reservation (20 min)
o Pairs: one is guest, one is receptionist; camfiate, room type, and special requests.

6. Wrap-up & Homework (15 min)

o Homework: fill in a blank booking form with invented guest details.

ResourcesPrinted booking forms, role cards, audio reservation confirmations.
AssessmentAccurately confirm at leagt out of 5 booking details in rolgay.

Session 14 Modifying and Cancelling Reservations

CEFR Link: A27 Can communicate simple changes in travel arrangements.

CHoM
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Objectives:

6 Ask and answer questions about changing reservation dates or details.
6 Processimple cancellations and provide confirmation.

Key Vocabulary: change, cancel, reschedule, available, fully booked, confirmation, refund policy.

Target Phrases:

6 A" Would you |ike to change the date of vyo
6 Al 6m sorry, we artefally booked on that
6 AYour reservation has been cancelled. 0

Detailed Activity Plan (90 min)

1. Warm-upi Review Reservation Steps (10 min)
o Learners arrange scrambled reservation steps in correct order.

2. Presentationi Change & Cancellation Vocabulary (15 min)
o The trainelintroduces terms with examples.

3. Guided Practicei iFi nd t he New Dated Activity (15
o Learners use an availability chart to find alternative dates for guests.

4. Listening 1 Change Request Call (15 min)
o Listen to a guest asking for a new date; learnets tihe details.

5. Role-play i Modifying a Booking (20 min)
o Scenario cards: change room type, date, or cahlcelreceptionistesponds politely.

6. Wrap-upi Mini Quiz (15 min)
o Multiple choice quiz on refund policies and availability phrases.

ResourcesAvailability charts, sample cancellation policy, role cards, audio calls.
AssessmentHandle booking change in refday with correct date and policy explanation.

Session 15 Introduction to Guest Complaints
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CEFR Link: A271 Can understand the main poinfsstraightforward complaints.
Objectives:

6 ldentify the nature of a guest complaint.
6 Respond politely and professionally using empathy.

Key Vocabulary: noisy, broken, dirty, problem, complaint, apologize, solution, fix.

Target Phrases:

6 Al 6m sortrhyatt.00 hear
6 ALet me see what | can do for you. O
6 AWe will fix the problem i mmediately. 0

Detailed Activity Plan (90 min)

1. Warm-upi i Guess the Problemdé Game (10 min)
o Trainer mimes a guest probl em; l earners gue

2. Presentationi Complaint Vocabulary & Phrases (15 min)
o Show example complaints and matching polite responses.

3. Guided Practicei Match Problem to Response (15 min)
o Learners match guest complaint cards to the best receptionist reply.

4. Listening i Complaint Dialogue (15min)
o Learners identify the problem and the solution from a recorded conversation.

5. Role-play i First Response to Complaint (20 min)
o The receptionistnustacknowledge the probleandoffer the firstsolution step.

6. Wrap-upi Reflection (15 min)
o Discuss whyempathy is important in guest service.

Resources:Complaint cards, audio complaint dialogues, printed response phrases.
AssessmentCorrectly match and use polite response to at least 4 of 5 complaint types.
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Session 16 Handling Complaints Professionaly
CEFR Link: A271 Can deal with simple complaints independently with limited support.
Objectives:

6 Use t héApbldgicesOtfrer Sol uti ondo approach.
Handle a complaint from start to resolution.

O«

Key Vocabulary: urgent, immediately, alternative, movepair, compensate, voucher.

Target Phrases:

6 AWe can offer you another room. 0o
6 AWould you like a complimentary dinner?0
6 AThe repair team is on the way. o0

Detailed Activity Plan (90 min)

1. Warm-upiin Good or Bad Response?0 (10 min)
o Thetrainer eads a receptionist response; |l earner

2. Presentationi 3-Step Complaint Handling Method (15 min)
o Listen Y Apol ogi ze e¥ampleHdreach. sol uti on. Show

3. Guided Practicei Complaint Scripts (15 min)
o Learnerdill in missing steps in sample complaint dialogues.

4. Role-play i Full Complaint Resolution (25 min)
o The gueshas a problenthe receptionistollows a 3stepmethod to solve it.

5. Peer Feedback (15 min)
o Partners note whether 3 steps were followed anditeggywas polite.

6. Wrap-up & Homework (10 min)
o Homewor k: write your own complaint and a r

Resources:Complaint scripts, role cards, peer feedback forms.
AssessmentFollow 3-step method accurately in rgiday with appropriate langge.
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WEEK 517 A2 Intermediate User Level

Focus:Manage more complex complaint situations and develop clear, effective communication with
other hotel departments.

Session 17 Handling Difficult Situations: Overbookings & Room Changes
CEFR Link: A27 Canmanage short exchanges about unexpected changes to arrangements.

Objectives:

Ox¢

Explain an overbooking or room change politely to a guest.
Offer alternative solutions.

O«

Key Vocabulary: overbooking, upgrade, downgrade, alternative room, complimeiraonvenience.

Target Phrases:

6 Al 6m very sorry, but vyour original room i s
6 "We can offer you an upgraded room at no extra
6 AAs compensation, we offer youébo

Detailed Activity Plan (90 min)

1. Warm-upi iwhat 6s the ProbDmm?06 Quick Fire (1
o The trainedescribes a scenario (e.g., room not ready); leaguess a solution

2. Presentationi Overbooking/Room Change Language (15 min) ) )
o Explain structure: Apology Y Reason Y Sol ut

3. Guided Practicei ResponseBuilding (15 min)
o Learners choose correct phrases for each stage of the conversation.

4. Listening Taski Room Change Dialogue (15 min)
o Listen and identify: problem, offered solution, and guest reaction.

5. Role-play i Overbooking Situation (25 min)
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o Role cardsnclude guest type, problem, and acceptable solutions.

6. Wrap-up & Feedback (10 min)
o Highlight effective language for empathy and reassurance.

Resources:Scenario cards, phrase banks, audio recordings.
AssessmentDeliver a complete, polite explanation ke suitable solution in rolglay.

Session 18 Handling Complaints: Service Failures
CEFR Link: A27 Can discuss serviaelated issues and offer basic remedies.

Objectives:

0 Apologize and take responsibility for service failures (late cleaning, slom service).
0 Suggest corrective action.

Key Vocabulary: delay, inconvenience, service, complaint, priority, rectify, improve.

Target Phrases:

06 AWe apologize for the delay. o
6 AWe wil. make this our priority. o
6 "nThe i ssue wil!/ be fixed i mmediately. 0

Detailed Activity Plan (90 min)

1. Warm-up i Complaint Chain Game (10 min)
o One learner complains, nesfffers a solutionnext adds thanks.

2. Presentationi Service Failure Examples (15 min)
o Show photos of fAigoodo vs fibadodo service sit.d

3. Guided Practicei Match Complaint to Solution (15 min) )
o Exampl e: ABreakfast |l ateo Y fAWe wild.l ref und

4. Listening Taski Service Failure Dialogue (15 min)
o Learnerddentify the typeof problem and solution offered.

Funded by the European Union. Views and opinions expressed are however those of the author(s) only
Co-funded by and do not necessarily reflect those of the European Union or the Furopean Education and Culture
the European Union Executive Agency (EACEA] Neither the European Union nor EACEA can be held responsible for them

CHoM




5. Role-play i Complaint Resolution (25 min)
o Guestshaveone of five common service problemeceptionistsnust resolve politely.

6. Wrap-up i Discussion (10 min)
o How can small gestures improve guest satisfaction?

Resources:Complaintsolution matching sheets, service photos, audio dialogues.
Assessmet: Offer a logical and polite solution in at least 4/5 scenarios.

Session 19 Coordinating with Other Hotel Departments (Part 1)
CEFR Link: A271 Can pass on detailed guest requests to other staff and confirm understanding.
Objectives:

0 Identify which d@artment handles specific requests.
6 Pass on guest requests clearly and confirm action.

Key Vocabulary: housekeeping, maintenance, kitchen, front office, spa, confirm, request, urgent.

Target Phrases:

06 APl ease send housekeeping to room 210. 0
06 AThe gubesnedds 3t0he air conditioning repaired.
6 AiCan you confirm when this wild/l be done?0

Detailed Activity Plan (90 min)

1. Warm-up i Department Sorting Game (10 min)
o Learners sort request cards into correct department piles.

2. Presentationi Communication Flow in a Hotel (15 min)
o Diagram showing reception as main contact point.

3. Guided Practicei Request Rephrasing (15 min)
o Learners rewrite casual requests into professional language.
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4. Listening i Passing a Request (15 min)
o Listento the receptionistalling a depament; learners tick details heard.

5. Role-play i Request Relay (25 min) )
o Guest Y Receptionist Y Department. Practi ce

6. Wrap-upi Reflection (10 min)
o Discuss the importanad confirming actiorwith the department

ResourcesRequestards, communication flow diagram, audio recordings.
AssessmentPass on request accurately with all details in-plde.

Session 20 Coordinating with Other Hotel Departments (Part 2)
CEFR Link: A27 Can monitor and follow up on guest requests aatepartments.
Objectives:

6 Confirm completion of a task with another department.
0 Inform guestsf task progress or completion.

Key Vocabulary: follow-up, completed, in progress, confirm, report, update.

Target Phrases:

6 Al 6ve confirmed wWiowlklsoasekeoeapithg, walye 0
6 AMai ntenance has fixed the probl em. o
6 AYour request is complete. o

Detailed Activity Plan (90 min)

1. Warm-upiiwho Said |It?0 Quiz (10 min)
o The trainereads a sentence; learners safysifa guestreceptionist, or departmestiaff.

2. Presentationi Follow-Up Phrases (15 min)
o Model polite ways to check on progress and inform guests.
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3. Guided Practicei Status Matching (15 min)
o Learners match request type to appropriate fellpiphrase.

4. Listening 1 Task Completion Call (15 min)
o Learners listen to a department updating a receptionist and report back.

5. Role-play i Full Follow-Up Chain (25 min) )
o Guest makes reguest Y Receptionist passes t
guest.

6. Wrap-upi Mini Assessment (10 min)
o Each learner copletes one followp roleplay in frontof the group

Resources:Requesstatus cards, audio recordings, role cards.
AssessmentAccurately confirm task completion and inform guest using polite language.

WEEK 6 7 B1 Independent User Level

Focus: Resolve common and complex front desk problems, manage multiple tasks, and prioritize
effectively.

Session 21 Introduction to Problem-Solving at the Front Desk

CEFR Link: B1i Can understand and respond to more complex guest problems usingatlegrand
structured language.

Objectives:

Ox¢

Identify different types of front desk problems.
Apply a stepby-step approach to solving them.

Ox¢

Key Vocabulary: urgent, issue, escalate, supervisor, resolve, assist, imnmediate action, alternative.

Target Phrases
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I

?
6 Al understand the problem and | will take care
6 ALet me find an alternative solution for you. o
6 Al will inform my supervisor.o
Detailed Activity Plan (90 min)

1. Warm-upiiPr obl em or Not?0 Quiz (10 min)

o Trainer reads scenarios; learndeside if they require immediate front desk action.
2. Presentationi Problem-Solving Framework (15 min) )

o 4 steps: Listen Y Confirm-ugetails Y Offer

3. Guided Practicei Scenario Classification (15 min)
o Learners group problems into cabeigs (room, booking, payment, safety).

4. Listening i Problem Report (15 min)
o Audio of guest explaining a problem; learners identify key details.

5. Role-play i Applying the 4-Step Method (25 min)
o Small groups act out different problem scenarios with reg@pt®responding.

6. Wrap-up & Homework (10 min)
o Homework: Write a short dialogue solving a guest problem.

Resources:Scenario cards, audio recordingsstép problersolving chart.
AssessmentCorrect use of all 4 steps in rghtay with appropriate languag

Session 22 Emergency Scenarios
CEFR Link: B11 Can act appropriately and communicate clearly in emergencies.
Objectives:

6 Respond to emergencies involving guests or facilities.
6 Use clear instructions and stay calm.

Key Vocabulary: fire alarm,evacuation, medical emergency, lost child, security, emergency services.
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?
Target Phrases:
6 APl ease remain calm and foll ow me. 0
6 "We are calling emergency services now. 0
6 AThis area is closed for safety reasons. 0

Detailed Activity Plan (90 min)

1. Warm-upi i Whta Woul d You Do?0 Discussion (10 min)
i f

o Thetranems ks: AWhat would you do €?0 to prom

2. Presentationi Emergency Types & Phrases (15 min)
o Explain key emergencies and appropriate response phrases.

3. Guided Practicei Emergency Flowcharts(15 min)
o Learners match emergencies to the correct action steps.

4. Listening T Emergency Announcement (15 min)
o Learners hear a fire alarm announcement and identify instructions.

5. Role-play i Emergency Response (25 min)
o Groups act out emergencies: evacuatgrest injury, lost passport.

6. Wrap-upi Safety Reflection (10 min)
o Discuss how language choice affects guest calmness.

ResourcesEmergency flowcharts, audio announcements, role cards.
AssessmentProvide clear, correct instructions for at least 2 enmengecenarios.

Session 23 Introduction to Time Management at Reception
CEFR Link: B17 Can organize and prioritize work tasks in a busy environment.

Objectives:

6 Identify high-priority tasks at reception.
6 Plan a shift to handle multiple requests effitig.
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Key Vocabulary: urgent, priority, deadline, multitask, schedule, peak hours, delegate.

Target Phrases:

O¢ O¢ O«

Al wi || deal with that i mmediately. o
fiCan this wait unt il | ater ?0
ifiPl ease handle this while | finish with

Detailed Activity Plan (90min)

1. Warm-upiaWhi ch First?06 Game (10 min)

o The trainelists tasks; learners decide which is done first and why.

Presentationi Task Prioritization Rules (15 min)
o Explain urgent vs. important, with receptispecific examples.

Guided Practicei Task Sorting (15 min)
o Learners sort 12 reception tasks into high, medium, and low priority.

Listening 1 Supervisor Instructions (15 min)
o Learners create a priority list from spoken instructions.

Scenario Roleplay i Busy Shift (25 min)
o Teams manage 5 taskgiving at the same time and explain their order of action.

Wrap-up i Reflection (10 min)
o Discuss strategies for staying calm during busy periods.

ResourcesTask cards, priority sorting worksheets, audio instructions.
AssessmentCorrectly prioritize ateast 80% of tasks in simulation.

Session 24 Managing Multiple Guest Requests

CHoM
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CEFR Link: B11 Can handle several guest interactions without losing accuracy or politeness.
Objectives:

6 Respond to multiple guest requests in sequence.
6 Use pol igtoe pihhralsckisn t o manage waiting guests.

Key Vocabulary: just a moment, one at a time, in the meantime, as soon as possible, let me finish.

Target Phrases:

6 Al will be with you in just a moment. 0
6 NPl ease take a seat while | finish here.o
6 Al will sheedmp a&soul acsan. 0

Detailed Activity Plan (90 min)

1. Warm-upiaPol ite or Not?d (10 min)
o Learners decide if sample waiting phrases are polite.

2. Presentationi Managing Multiple Requests (15 min)
o Demonstrate withiZ3 learners acting as guests approachiranege.

3. Guided Practicei Polite Phrasing Drill (15 min)
o Learners transform direct phrases into polite holding language.

4. Listening i Busy Reception Scenario (15 min)
o Learners note the orderivhich the receptionidtandles requests.

5. Role-play i Peak Hour Simulation (25 min)
o Receptionists manage 3 simultaneous guest requests and 1 phone call.

6. Wrap-upi Feedback (10 min)
o Trainer comments on politeness, prioritization, and stress control.

Resources:Scenario cards, audio recordings, polite phrase list.
Assessment:Maintain polite language and accuracy while handling 3+ requests.
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WEEK 7 T B1 Independent User Level

Focus Consolidate time management skills, build advanced communication techniques, and develop

leadership abilities in guest service.

Session 25 Time Management Challenge: Peak Hours
CEFR Link: B17 Can efficiently manage a high workload in a busy reception environment.
Objectives:

0 Apply prioritization rules under time pressure.
6 Communicate effectively while multitasking.

Key Vocabulary: peak hours, baeto-back, queue, interruption, urgent request.

Target Phrases:

6 AiThank you for waiting, I owi || hel p you n

06 ALet me complete this task and 1611 be ri

6 "nCan | ask you to wait for a moment, pl ea
Detailed Activity Plan (90 min)

1. Warm-upii Race Against the Clocko Task Order

o Groups arrange 6 mixagtgency tasks in correct order in under 2 minutes.

2. Presentationi Peak Hour Strategies (15 min)
o Trainer models using polite holding phrases and-$agtching effetively.

3. Guided Practicei Task Rotation Drill (15 min)
o Learners rotate between 3 miasks in 5 minutes, using polite time management
language.
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4. Listening i Busy Reception Audio (15 min)
o Learners notliow the receptionishoves between tasks and keepssis informed.

5. Role-play i Peak Hour Simulation (25 min)
o Learners managd 8 guest requests, 1 phone call, and 1 supervisor instruction within 10
minutes.

6. Wrap-up & Feedback (10 min)
o Trainer notes good use of polite holding phrases and prioritization.

ResourcesTask cards, scenario scripts, audio recordings.
AssessmentComplete peak hour rolglay with 80% correct prioritization and polite language.

Session 26 Improving Reception Efficiency
CEFR Link: B11 Can streamline processes to improve geestice.
Objectives:

6 Identify common causes of delays at reception.
0 Suggest and implement efficiency improvements.

Key Vocabulary: bottleneck, delay, streamline, efficiency, process, improvement.

Target Phrases:

6 iLetds try to do this in a faster way.o
6 AThis will save time for both the guest and st
6 AWe can prepare this in advance. 0

Detailed Activity Plan (90 min)

1. Warm-upi iwhat 6s Sl owing Us Down?0 Brainstorm
o Learners suggest things that slow reception work.

2. Presentationi Efficiency Tips (15 min)
o Trainer shares examples: gyeepared forms, clear sighage, task delegation.
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3. Guided Practicei Problem & Solution Matching (15 min)
o Learners match common reception problems to efficiency solutions.

4. Listening i Reception Process Review (15 min)
o Listen to supervisor suggesting efficiency improvements, take notes.

5. Role-play i Efficiency Implementation (25 min)
o Learners simulate introducing a new process (e.g., faster-afjetckcolleagues.

6. Wrap-upi Reflection (10 min)
o Discuss how efficiencgffects guest satisfaction.

Resources:Problemsolution cards, audio recordings, efficiency checklist.
AssessmentSuggest and explain an efficiency improvement in-piésy.

Session 27 Advanced Guest Communication Skills
CEFR Link: B17 Can adaplanguage and tone for different guest types and situations.
Objectives:

0 Adjust communication style for formal/informal situations.
0 Use positive language to defuse tension.

Key Vocabulary: formal, informal, polite, positive phrasing, reassurance, empathy.

Target Phrases:

6 Al completely understand your concern. o

60 AWedl | make sure this is handled for you

6 Al 6m happy to assist you with that.o
Detailed Activity Plan (90 min)

1. Warm-upiaPol ite or Direct?0 Quiz (10 min)

o Learners decide if a phrase is appropriatea guest interaction.
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2. Presentationi Formal vs. Informal Language (15 min)
o Compare examples and discuss when to use each.

3. Guided Practicei Positive Language Conversion (15 min)
o Learners rewrite negative statements in positive form.

4. Listening i Two Versions of Same Conversation (15 min)
o Compare guest reactions to polite vs. direct language.

5. Role-play i Difficult Guest Interaction (25 min)
o Practice adjusting tone and using positive phrasing to calm a guest.

6. Wrap-upi Peer Feedback (10 min)
o Partners iye feedback on tone, phrasing, and empathy.

ResourcesPolite vs. direct phrase list, conversion worksheets, audio recordings.
AssessmentMaintain polite, positive tone in 2 guest interaction scenarios.

Session 28 Leadership Skills for Reception
CEFR Link: B1i Can take initiative and guide colleagues during busy periods.
Objectives:

6 Give clear instructions to colleagues.
6 Monitor tasks and provide constructive feedback.

Key Vocabulary: delegate, supervise, assist, guide, check progress, feedback.

Target Phrases:

6 APl ease handle this task while | éo
6 ACan you update me when itdéds done?0
6 AiThank you for completing that quickly.

Detailed Activity Plan (90 min)
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1. Warm-up 1 Leadership Role Models Discussion (10 min)

o Learners discuss qualities of a good tdeadler.
2. Presentationi Giving Clear Instructions (15 min)

o Model using short, polite, and specific instructions.
3. Guided Practice’i Instruction Clarity Test (15 min)

o Learners rewrite vague instructions into clear ones.
4. Listening i Supervisor TaskDelegation (15 min)

o Learners note instructions and report bisctheir ownwords.
5. Role-play i Acting as Shift Leader (25 min)

o One |l earner |l eads a small fiteamd through

completion.

6. Wrap-upi Self-Reflection (10 nin)
o Learners write 2 leadership strengths and 1 improvement goal.

Resourcesinstruction cards, task delegation scripts, audio recordings.
AssessmentGive clear, polite, and specific instructions in rplay scenario.

WEEK 8 1T Final Assessments & Csification

Focus: Consolidate all vocabulary, structures, and professional skills; demonstrate competence in realistic
front desk operations.

Session 29 Full Morning Shift Simulation

CEFR Link: B11 Can manage front desk duties independently mitiimal support.
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Objectives:

6 Perform a complete morning shift with chdadls, checkouts, and guest requests.
6 Apply time management and problerolving strategies learned in the course.

Key Vocabulary: All vocabulary from previous sessiofmbjects, greetigs, reservations, requests,
complaints, departments, emergencies, leadership).

Target Phrases:Full range from ADBL1 levels

Detailed Activity Plan (90 min)

1. Warm-up i1 Vocabulary Quick Fire (10 min)
o Teams compete to give correct vocabulary wordé forai ner pr ompt

open

a roomo) .

2. Simulation Briefing (10 min)

o Thetrainee x pl ains that | earners wil/l run a i
compressed into 60 minutes.

o Assign roles: receptionist(s), guests, colleagues, supervisor.

3. Simulation i Morning Shift (50 min)
o Guests arrive to check in.

O O o0 o

Others check out with bills to settle.

Guest requests and complaints occur.

Departments need coordination.

One smal l Afemergencyodo scenario incl

4. Peer Feedback Round (15 min)
o Observers notstrong points and areas for improvement using feedback forms.

5. Wrap-up & Trainer Feedback (5 min)

s (e.

uded.

Resources:Scenario cards, booking forms, receipts, props for reception desk, peer feedback sheets.
AssessmentlLearner demonstrates accurate, polite, anidiefit handling of tasks.

Session 30 Full Evening Shift Simulation

Co-funded by
the European Union
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CEFR Link: B11 Can adapt to evening reception duties and handle guest relations effectively.

Objectives:

O«

Manage evening shift priorities (guest arrivals, handling bookings for nextr@aaging guest
leisure requests).
Respond appropriately to unexpected evening events.

Ox¢

Key Vocabulary: Full range of course vocabulary

Target Phrases:Full range of course polite expressions and leadership phrases

Detailed Activity Plan (90 min)

1. Warm-upiAiEveni ng Guest Needsd Brainstorm (10 min)
o Learners list typical evening requests (restaurant booking, taxi, late-icheck

2. Simulation Briefing (10 min)
o Scenario: Evening shift from 6 pm to 10 pm compressed into 60 minutes.

3. Simulation i Evening Shift (50 min)
o Guests request dinner reservations and leisure services.
o Late checkins arrive.
o Room service complaints.
o Supervisor calls for task prioritization.

4. Peer Feedback (15 min)
o Focus on eveningpecific needs and guest service quality.

5. Wrap-up (5 min)

Resources:Scenario cards, restaurant menus, local attraction brochures, props.
AssessmentLearner manages multiple evenisgecific requests with correct prioritization and
politeness.

Session 31 Individual Assessment RolePlays
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CEFR Link: B11 Can independently complete front desk tasks in realistic time frames.
Objectives:

6 Show mastery of front desk communication in varied scenarios.
6 Demonstrate ability to resolve problems and coordinate with colleagues without prompts.

Detailed Activity Plan (90 min)

1. Warm-upiAiaTop 10 Phrasesd Recap (10 min)
o Learners recall key polite phrases from the course.

2. Individual Role-Play Assessments (65 min)
o Each learner is given 3 randomly selected scenarios (from a pool of 12).
o Must handle all 3 with correct [hish, professionalism, and task completion.
o Scenarios cover: cheédhl, checkout, guest request, complaint handling, coordination
with departments, emergency.

3. Peer Observation & NoteTaking (15 min)
o Observers fild]l in feeoeplayk sheets during cl

Resources:Scenario bank, feedback forms, prop materials.
AssessmentTrainer scores each scenario on accuracy, politeness, and efficiency.

Session 32 Course Review, Feedback & Certification

CEFR Link: B11 Can reflect on performance aneidify areas for further improvement.

Objectives:
6 Review key skills and vocabulary from the course.
6 Provide and receive constructive feedback.
0 Celebrate achievement and formally close the course.

Detailed Activity Plan (90 min)

1. Warm-upiAiCour s e NMeamonroy Game (10 min)

Funded by the European Union. Views and opinions expressed are however those of the author(s) only
Co-funded by and do not necessarily reflect those of the European Union or the Furopean Education and Culture
the European Union Executive Agency (EACEA] Neither the European Union nor EACEA can be held responsible for them

CHoM




o Each learner says one thing learnibé; nextearner repeats all before adding theirs.

2. Course Review Quiz (20 min)
o Team quiz with questions from all modules (vocabulary, procedures, prsbleing).

3. SelfAssessment & Reflection (2@nin)
o Learners complete a checklist rating their skills from start to finish.

4. Trainer Feedback Session (20 min)
o Trainer provides individual verbal feedback based on Week 8 assessments.

5. Certification Ceremony (20 min)
o Certificates awarded.
o Group photo andlosing words.

ResourcesReview quiz sheets, sedssessment checklists, certificates.
AssessmentParticipation in review and reflection; completion of sdbessment.
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TheStock Management Curriculunhas been developed within the EmpowerHer project to provide
refugee women with thelanguage, communication, and vocational skilleeeded to work in logistics
and stockroom management roles in the hospitality sector. Effective stock management requires the
ability to recognize and record products, follow delivery procedures, restock shelves, report
shortages or damaged items, and communicate clearly with supervisors and colleagudis
curriculum supports learners in acquiring both thgpecialized vocabulay and the practical

interaction skills essential to these tasks.

The training follows theCommon European Framework of Reference for Languages (CEFR)iding
learners fromAO (absolute beginner)to B1 (independent user)It provides astep-by-step pathway,
ensuring that learners move gradually from naming objects and following commands to managing
deliveries, processing stock reports, and coordinating with other departments.

The curriculum is organized int@ weeks of training, with 3z4 sessions per weekeach lasting 90
minutes. Each session includes:

CEFR Link the specific language level targeted.
Objectivesz linguistic and vocational goals linked to stock management.

Key Vocabulary and Phrasegprofessionspecific terms and expressions.

= = =4 =4

Detailed Aciivity Planz interactive learning through roleplaying, simulations, and problem
solving.

1 Assessment small, practical checks of learner progress.

At the end of each week, learners completerale-play scenariorOEAO ET OACOAOAO OEA xA
such agreceiving a delivery, updating inventory, restocking shelves, or reporting shortages

CEFR Levels in the Stock Management Curriculum
A0 z Foundation (PreAl)

Learners are introduced to thestockroom environment and essential commandsThey learn to

identify and name stockroom items (e.g., box, shelf, trolley, label) and follow simple safety

instructions ©, E£AO0 AAOAZEOI 1 URG6 )O0OO OEA Al @ 11 OEA OEAIT A&
Alz Basic User

At this level, learners can handlemple, routine stock tasks They learn to count ad record items,

check labels and expiry dates, and manage basic delivery interactions. Vocabulary includes numbers,
product types, and delivery terms, with grammar focusing on thresent tense and simple

guestions.

A2z Prelintermediate User
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Learners cammanage routine stockroom operationswith some independence. They practice writing
simple stock reports, processing orders, handling damaged or missing goods, and coordinating with
colleagues in other departments. Grammar extends fmast tense, comparatives, and polite

requests.

B1z Independent User

At this stage, learners caoperate with confidence in stock management tasksThey are able to

report shortages, propose solutions, handle emergencies (e.g., spills, accidents), manage multiple

tasks, and suggst efficiency improvements. Grammar focuses anodals, sequencing, and

conditionals, enabling learners to explain processes and propose changés)(Z£ OOI AE EO AAl AU
AAIl Bo

Level Lesson Topics Quantifiable Goals

AQ Identifying stock itemsjnderstanding Identify 10+ stock items, read and understand 5+ storage labels, foll
storage labels, basic inventory tasks. 3+ basic stock handling instructions.

Al Stock organization, counting and recordi Organize stocknto 3+ categories, count and record 20+ inventory
inventory, handling deliveries. items accurately, check and log a delivery of 5+ items.

. . Process 3+ supply requests, update inventory records for &€k

Managing supply requests, tracking stoc . e .

A2 ; S ; items, report 2+ missing or damaged stock cases using correct
levels, reporting missing/damaged items :

terminology.

Advanced stock management

B1 communication, problersolving in Resolve 2+ stock discrepancies, communicate gelarder (20+ items)

inventory discrepancies, coordinating wi{ with suppliers, assist in managing stock for a full shift.
other departments.

Each CEFR level is broken intwodules (themes) and then intosessions(32 total).

A0 z Foundation Level (Session¥8)
1 Module 1: Stock Management Tools & Equipment 31
1 Module 2: Basic Commands & Safety Procedureszg3

1 Module 3: Stockroom Organization & Hygiene (&5
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1 Module 4: Review & Practice (28)
Alz Basic User Level (Sessior®g19
1 Module 5: Inventory Checklists & Procedures (8D)
1 Module 6: HandlingDeliveries & Stock Rotation (S412)
f Module 7: Workplace Communication (S413)
1 Module 8: RolePlays & Review (S1%6)
A2z Predntermediate (Sessionsl%24)
Module 9: Inventory Control & Accuracy (S418)

Module 10: Handling Stock Issues & Returns (8®

= =4 =4

Module 11: Supplier & Delivery Coordination (&22)

1 Module 12: Digital Systems & Stockroom Meetings (323)
B1z Independent User (Session25732)
Module 13: Problengolving & Discrepancies (S286)
Module 14: Time Management & Efficien¢$2%28)
Module 15: Advanced Communication & Leadership (329)

=A = =4 =4

Module 16: Final Projects & Assessment (&%)
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2. The Stock Management Curriculum

Level AOz Foundation (Absolute Beginner)

Session % Introduction to the Stockroom
CEFR LinkAO z Can recognize and name basic workplace items.

Objectives:
{1 ldentify 10+ common stockroom objects.
9 50A OEi PI A PEOAOAO Oi AAOCGAOEAA T AEAAOO | O4EEOD
Detailed Activity Plan (90 min):
1. Warm-up z Icebreaker (10 min)
o , AAOT AOO OE A OukedBtgekrévm Aeths iethre. OA AT 7
2. Vocabulary Presentation (20 min)

o Trainer introduces 10 items with flashcards and real objects.

Box Shelf Bin Bottle

Carton Bag Scanner Label
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o Learners repeat words aloud.

3. Guided Practicez Flashcard Matching (15 min)
o Learners match pictures to words.

4. HandsOn Labelling(20 min)

o Learners place word labels on stock items in mock stockroom.

5. VR Activityz Inventory Room Tour (20 min)
o VR Video g Presentation of the Inventory Room

o Trainer pauses to highlight objects.
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6. Review & Wrapup (5 min)
o Learners name 5 objects frormemory.

ResourcesFlashcards, labels, props, VR headset/projector.
Assessmentidentify 8/10 objects correctly.

Session Z Equipment & Tools
CEFR LinkAO z Can name and recognize equipment.

Objectives:

1 Recognize 5+ stockroom tools (scanner, barcodealet).

f Understand their basic use.
Detailed Activity Plan (90 min):
1. Warm-up z Quick Review (10 min)
o Learners name 3 objects from Session 1.
2. Vocabulary Presentation (20 min)
o Trainer shows 5 tools with pictures + gestures.
3. Guided Practicez Matching Worksheet (15 min)
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o Learners connect wordY tool Y use.
BARCODE SCANNER
= MARKER
r'HIIIIIH
W’
DA 1
'..III'I
L LABEL
Ay
. .
r 4 TROLLEY
y 4
4. HandsOn Gamez Simon Says (20 min)
o 40AET AO CEOAO AiI i1 AT AO xEOE DPOI PO j O3AAT OE
How to play:
T Choose 335 props: box, barcode scanner, label, shelf, trolley.
1 Trainer gives a mix of correct and trick instructions:
T 0Si mon says: Put the box on the shelf. o
T 0Si mon says: Show me the | abel .o
T O0Move the trolley. 6 (Learners should waijit.)
l

Those who do the wrong action or miss a correct command gently sit down for that
round.

5. VR Activityz Equipment Tour (20 mir)
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o VR Video Z Presentation of Equipment
6. Wrap-up (5 min)
o Learners repeat 3 tool names.

ResourcesProps, worksheets, VR headset.
AssessmentCorrectly name 5 tools in VR activity.

Session ¥ Commands & Instructions
CEFR LinkAO z Can follow and act on basic instructions.

Objectives:
1 Understand 5+ workplace commands.
1 Respond correctly by performing the action.
Detailed Activity Plan (90 min):
1. WarmupzO$1 AO ) OAUd6 ' AiT A j=P 1 ET(Q
4EA O%$1T AO ) OAUS6 C Awar-uffar belyihnerd thadHelpsAearBeirs Aiiddrsiand O U
and practice simple inventory commands by physically responding with props.

How to Play
1 The trainer says a command (using clear body language and a prop, e.g., a box or labe
1 Learners must do the actin only if the command is spoken.

Command List:

put (put the box on the shelf)

take (take the label)

lift (lift the box)

carry (carry the box to the trolley)

open (open the box)

close (close the lid)

= == =4 -4 -4 - -2

restock (restock the shelf)

Example Sequence
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]
0000 OEA GHA OEAI £86 j, AAOT AOO DPAOA OI

O4AEA OEA 1 AAAi 86 j, AAOT AOO Z£ET A AT A OA
O#AOOU OEA Ai g Oi OEA O6OI 11 AU86 j, AAOT A
6/ AT OEA Ai @86 j, AAOT AOO T EIA T O OOA ¢
02A001T AE OEA OEAI £806 efilingddshedésAOO0 11 OA EOA

This game builds comprehension of real workplace actions and helps learners link language to
practical movement, perfect for engaging absolute beginners.

. Vocabulary Presentation (20 min)

6.

CHoM

o Commands: put, take, lift, carry, open, closegstock.
Guided Practicegz Flashcard Drill (15 min)
HandsOn Practicez Command Practice (20 min)

o Trainer gives instruction&’ learners perform.
Pair RolePlay (20 min)

o One learner is supervisor, the other follows orders.

For an AGlevel pair roleplay ininventory management, one learner acts as the superviso
and the other as the staff member. The supervisor gives simple stockroom commands
OOET ¢ O1 AAAOI AU 1T EEA ObpOOhd OOAEARG Ol
staff member listens and pgorms the actions with props (e.g., boxes, labels, shelf).
Example RolePlay
1 SupervisorO0 00 OEA AT @ 11 OEA OEAI &85
1 Staff: Places the box on the shelf.
1 SupervisorO4 AEA OEA 1 AAAI 86
1 Staff: Picks up the label card.
1 SupervisorO/ BAT OEA Al @86
1 Staff: Mimesopening the box.
1 SupervisorO2 AOOT AE OEA OEAI £86
1 Staff: Moves items to refill the shelf.
After a few commands, learners switch roles. This format builds listening skills, vocabulé
and confidence in basic workplace interactions, as well as practicatlarstanding of
stockroom routines.

Wrap-up (5 min)
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o Learners give 1 command each to the class.

Resourcesflashcards, props (boxes).
AssessmentPerform 7/10 commands correctly.

Session 4 Safety & Etiquette
CEFR LinkAO z Can recognize stockroom safety rules.

Objectives:
{1 ldentify safe vs unsafe practices.
1 Use polite phrases at work.
Detailed Activity Plan (90 min):

1. Warm-up z Safety Symbol Quiz (10 min)

FRAGILE

HANDLE WITH CARE

CAUTION

HEAVY OBJECT
TN N8N

P.P.E. REQUIRED

@@

2. Presentationz Stockroom Safety (20 min)
o Trainer shows postersf(agile, heavy, fire hazard).
3. Guided Practicez Safe or Unsafe? (15 min)
o Learners decide correct practice from photos.
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4. RolePlayz Lifting Safely (20 min)
o Learners practice correct lifting techniques.

5. Group Projectz Safety Poster (20 min)

A stockroomsafety presentation for AO learners typically features large, simple posters with clez
images and short text ideal for discussing fragile items, heavy lifting, and fire hazards in an
inventory environment.
Example Safety Posters to Present

1 Fragileltems0 T OOAO OEI xET ¢ A AOAAEAA Ci AOGO OU

Message© ( AT AT A xEOE AAOA8 '1 AOO AAT AOAAES
1 Heavy Lifting:Poster of someone lifting a box with a red warning icon.
Message®, EAO xEOE UI 60 1 AcoOh 110 Ui 60 AAAE

1 Fire Hazard:Poster showing a flame or fire extinguisher.
MessageO+ AAD AOAA Al AAT 8 +11 x xEAOA EEOA A
How to Use in Class
1 Show each poster visually and say the rule aloud.
9 ! OE 1 AAOT A0OGqg O) O OEEO OAZEAe 7EAO Al UI
1 Use props b demonstrate safe/unsafe actions.
1 Point out where similar posters would be found in a real warehouse.
This method builds vocabulary, visual awareness, and safe habits in a memorable way for new
learners, using reaWorld signs as the foundation for discuson and practice.For an A@riendly
"Stockroom Safety" presentation, trainers should use simple posters with bold icons and clear,
short safety reminders.
9 3EIl x A PT OOAO xEOE A AOAAEAA QIARO @ AIOAAK
9 ShowapostervE OE A AT @ AT A A OAA xAOT ET C -EIRT 1
OAEAT Uh AOGE &I O EAI PA6
9 3Ei x A EAEOA EAUAOA OUI ATl 1 0O ££EEQGkeepcoE1
ETTx xEAOA AQOETI COEOEAO EOASG
During the presentation, point to the imagerepeat the word, and mime a safe action (for
example, carefully lifting a box or pointing to a fire extinguisher). Ask the learners what they
should do if they see each sign and let them practice using props. This anchors essential safety
vocabulary and b&avior using simple, visual cues in a rembrld context.

6. Wrap-up (5 min)
o Each learner names one safety rule.

ResourcesPosters, photos, props.
Assessmentidentify 3+ safety rules correctly.
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Session & Review Practice
CEFR LinkAO z Can integrate vocabulary, commands, and safety in simple tasks.

Objectives:
1 Consolidate knowledge from Sessiong4.
1 Apply vocabulary and safety in a misimulation.
Detailed Activity Plan (90 min):
1. Warm-up z Quick Fire Quiz (10 min)
o Trainer asks radom vocab questions.
2. Mixed Skills Worksheet (20 min)
o Naming, commands, and matching tasks.
3. Relay Race Game (30 min)
o Teams complete restocking + safety steps.
4. Mini Role-Playz First Day in Stockroom (25 min)
5. Wrap-up (5 min)
o Feedback discussion.

ResourcesWorksheets, props, labels.
AssessmentGroup completes 80% of tasks correctly.

Session & Stockroom Hygiene
CEFR LinkAO z Can describe cleanliness and organization.

Objectives:
{1 Use basic words for hygiene.
1 Organize shelves according to simple rules.
Detailed Activity Plan (90 min):
1. Warm-up z Dirty vs Clean Pictures (10 min)
2. Vocabulary Presentation (20 min)

o clean, dirty, tidy, organized.
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I AOO 11 OAI AATh AEOOUh OEAUhK 1 OQife bxEmpkdidom B
stockroom envronment.
How to Present
9 Clean( T T A OBP A OEET Uh AipPpOU Ai @ T 0 OEI x A
Ala EO Al AAT A6 , AAOT A0OO OAPAAO OEA x1 OA
1 Dity:3Eil x A Al @ xEOE AZAEA AOOO T 0 A PEAOO

1 Tidy:! OOAT CA EOAI O TAAOGI U 11 A OEAI £ 3AU(
show order.
1 Organized:ShowacolorAT AAA T O 1T AAAT T AA OEAI £ 3 AU
I OCAT EUAA86 0T ET O O 1 AAAIT O 1O CcOi OPOs8
Activities

1 Useflashcards or pictures: Learners guess the right word.

1 Show both clean and dirty real props (empty vs. messy box).

9 (AOGA OOOGAAT OO DPEUOEAAIT T U i1 OA EOAI O OI
This handson approach reinforces basic warehouse vocabulary aodnnects language learning to
visible, tangible actions

Matching Activity z Photos to Words (15 min)
HandsOn Practicez Organize Mock Shelf (20 min)

PairTasik O E®@ OEA - EOOAEAG6 j TP [T EITQ

o g &> W

Wrap-up (5 min)
o Learners state 1 hygiene rule.

ResourcesPhotos, mock shelf, labels.
AssessmentCorrectly organize 3 shelves.

Session % Digital Tools (Intro)
CEFR LinkAO z Can recognize simple digital stock terms.

Objectives:

71 Identify digital stock tools.

1 Enter simple data in a stock form.
Detailed Activity Plan(90 min):

1. Warm-up z QR Code Quiz (10 min)
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f

How to Run the QR Code Quiz (10 min)
Materials:

Print&Z¥ 12 AT AAO j AAAE

Ol AAAT hdo AOABQ

i O OOA AAOAO xEOE

1 Use a tablet orsmartphone to scan.

1.

2.

3.

4,

5.

Instructions: )
3EIl x A 12 Ai AA AT A AOEh O7EAO E

9 3AUq O4EEO EO A
DOl AGAO ET &I Oi AGET 186
Have learners take turns scanning QR codes with a smartphone or tablet.

i AAAET ¢ O A OE
"""" E 12

EH

> O

o
12 Ai AA8 )1 OE

Each scanrevealsaiwWOA 1T O A DEAOOOA j As8C8h OA/

shelf).

Learners say or point to the object in the room that matches what the QR code
shows. i
"17100d 'EOA ATii1 AT A OAT OAT AAO j O3 AAI

perform the action.

This warmup helps build basic digital literacy, introduces the idea of QR codes in
ET OAT O OUA

AT A OAET £l OAAO DPOAAOGEAAT 0O0I
is a fun, simple activity for AO learners to introduce QR codes and practice wareteou
vocabulary

2. Presentationz Digital Tools (20 min)

(o]

scan, update, code, digital.

3. Practicez Barcode Scanning (15 min)

4. Worksheetz Fill Stock Form (20 min)

Sample Worksheet: Fill Stock Form
Instructions: Look at the stock items and fill in the form withhe correct information.

Item Number Location Action
Box _ Shelf Put
Label _ Box Stick
Trolley - Floor Move
Marker - Table Write
Scanner _ Shelf Scan

Co-funded by
the European Union
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?
Sample Items for Practice (use images or real props): i
1 Givelearners5itemstocourhAT A OAAT OA j A8C8h O(1T x 1 A1l
9 ! OE OEAI O xOEOA OEA 10i AAO AT A 1 AOAE

3OEAEAO0(Q
Extension:
T , AAOT A0OO AAT OOA OOEAEAOO T O AOAxET CO 0

5. Pair Activity z Scan & Record (20 min)
6. Wrap-up (5 min)
i AAT O8

O
(@)
p2
p>
—_
(@]

o , AAOT AOO OEAOA xEAO
Resourcesiaptop/tablet, barcode labels.
AssessmentEnter 5/5 items correctly.

Session & Review RolePlay: First Day in Stockroom

CEFR LinkAO z Can follow instructions and aply vocabulary in a simple scenario.
Objectives:

1 Simulate a first day in the stockroom.

1 Apply vocabulary, safety, and digital skills.
Detailed Activity Plan (90 min):

1. Warm-up z Vocabulary Bingo (10 min)

2. Mixed Activity Review (20 min)

3. RolePlayz New Worker Simulation (40 min)

o Learner follows commands, counts items, labels shelves.

&1 O A O. Ax 71 OE Ay (80mmin)at bedinkelr lbvél, le@rhdrsAct out a real first d
in the stockroom, practicing listening, following commands, counting, and laleg.
Structure of the Activity
T 00OAPAOA A OITAE OOI AEOTTIi 6 x
9 | O0OEC¢T TTA 1AAOTAO AO OEA Ol
1 The supervisor gives simple commands:
1 O4AEA OEA Al @86
9 6000 OEAEAT OEAIT £86
9 O#1 01 6 OEA Al gA0O86
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]
1T O7O0EOA OEA 1 AAAI 856
9 O30EAE OEA 1 AAAT 11 OEA OEAI &850
Activity Steps

1. Following Commands:
Supervisor says and demonstrates each action; new worker repeats and performs.

2. Counting Items:
3OPAOOEOTI O OAUOh O(T xA%x AXxUOBAGADI AVAO O
OEOAAB8886

3. Labeling Shelves:
"EOA TAx x1 OEAO A 1 AOEAO AT A 1 AAAI 08 30
New worker practices writing and sticking labels correctly.

4. Rotation:
Switch roles so all learnerexperience giving and following instructions.

4. Peer Feedback (15 min)
5. Wrap-up (5 min)

ResourcesMock stockroom, labels, forms.
AssessmentPerform 85% of tasks correctly.

Level Ak Basic User (Elementary)

Session & Inventory Checklists
CEFR LinkAlz Can read and follow a simple&ep stock checklist.

Objectives:
1 Read and understand stefpy-step stock instructions.
1 Complete a stock check following a checkilist.
Detailed Activity Plan (90 min):
1. Warm-up Z Quick Review (10 min)
o Learners recall 3afety rules from AO.
2. Presentationz Example Checklist (20 min)

o Trainer shows a Step inventory form.
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INVENTORY
MONTH: YEAR:

Product Quantity Best Before

3. Guided Practicez Sequencing (15 min)
o Learners arrange scrambled checklist steps.
4. HandsOn Practice (25 min)
o Learners follow the checklist in a mock etkroom.

5. Wrap-up (20 min)
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o #1 AOO AEOAOOOEIT g O7TEAO xAO
ResourcesPrinted checklists, props, pens.
Assessmentiearners complete checklist with 80% accuracy.

Session 1§ Counting & Recording Inventory
CEFR LinkAl1z Can count up ta20 and record in a form.

Objectives:

1 Accurately count stock items.

1 Record numbers on a stock form.
Detailed Activity Plan (90 min):

1. Warm-up z Number Bingo (10 min)

2. Vocabulary Presentation (20 min)
o Numbers %20, enough, missing.
3. Guided Practicez Fill-in Worksheet (15 min)
4. HandsOn Activity z Count Stock Items (25 min)

5. Scenario Simulation (15 min)

)
?

AAOUe

7EAO

x AO













































































































































































































































