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Teachers’ notes

Background

The Self and Work unit takes place within the context of outdoor education and is part of a set of units that build to a rounded outdoor experience. 

Special requirements

In order to deliver the cycle-building and maintenance part of the Self and Work unit, the instructor/teacher must be qualified to the Association of Cycle Traders (ACT) Cytech Level 2 (industry standard) and have relevant workshop experience of cycle-building and repair. 

The cycle-building and maintenance lesson activity plans are included in this document, and the relevant worksheets are in the appendices to the learner’s workbook. Each lesson can be substituted for an alternative project if the cycle-building and repair element is not suitable.

Support and expertise

West Dunbartonshire Outdoor Education service is registered as a business with the Giant dealership and can provide advice and expertise on running a course on cycle building and maintenance. 

Introduction

In the Self and Work unit, personal development is achieved by setting personal targets within a project aimed at improving task management skills and hence self-confidence and self-reliance. Personal targets are the personal development goals for the learners, based upon supported self-evaluation. These targets must be embedded in the tasks that learners identify in their action plans. The targets should therefore run throughout the project. 

The project is based around a cycle workshop business, and learners learn practical cycle building and trail-side maintenance skills. Learners find out about the workplace and the financial aspects of running a business: buying at cost, adding value, the price of labour and selling at retail value. Good customer care and working to British Standards of service and quality are also incorporated. There is the option of having visits from business people and input from a Business Gateway representative to go over a business plan for a cycle business. Learners evaluate their task management skills in a number of ice-breaker exercises, work on progressing them over the course of the project, and review them on completion. 

It is envisaged that learners will require directive support by means of explicit instruction given by the instructor/teacher as they progress through the unit. However, opportunities for peer interaction and interpretive responses should be sought whenever possible and learners rewarded for using their initiative.

Course materials

The course materials take the form of a set of teachers’/instructors’ notes, including a checklist for recording assessment information, a set of activity plans for the cycle maintenance section, and a learner’s workbook.

Outcomes

The outcomes for the Self and Work unit are as follows:

1. Evaluate own task management skills in preparation for a vocational project. 

2. Produce a plan for the development of own task management skills within a vocational project.

3. Carry out the plan for the development of own task management skills within the project. 

4. Review progress on completion of the project. 

Evidence requirements

The learner’s workbook is designed around Scottish Qualifications Authority (SQA) evidence requirements and provides a complete evidence format for the task management element, as well as the worksheets for the cycle building and maintenance element of the unit. However, email, electronic journals, video, photography, audio, and so on can also be used to gather a greater variety of evidence.

Curriculum for Excellence 

Within the context of Taking Learning Outdoors: Partnerships for Excellence, there is growing evidence that:

‘Outdoor learning can contribute significantly to the education and personal development of children and young people and enable them to embrace the challenges of the future.’

Outdoor education, using Curriculum for Excellence to inform personal development, embraces the challenges young people will face through the major themes of:

· sustainable living and working

· health and wellbeing

· experiential learning. 

The cycle-building, pre-delivery inspection and trail-side maintenance unit core activities sit firmly within the strategy framework of the Scottish Government’s Skills for Scotland: A Lifelong Learning Strategy (2007) and expand the potential outlined in More Choices, More Chances (2006). Interweaving themes of world of work, enterprise, financial education and vocational skills run through the unit. 

By growing in confidence through this form of active engagement with an instructor in a mentoring or coaching situation, learners experience first-hand the potential for self-improvement and are encouraged to become responsible citizens and effective contributors. Peer assessment by a ‘critical friend’ also engages learners in positive relationship learning.

By completing this unit, learners have the opportunity to develop as:
	Effective contributors

With:

· improved task management skills

· knowledge of tools and workshop equipment

· basic engineering skills

· knowledge and experience of the workplace

· enterprising approaches – running a small business

· customer care practices and principles

· knowledge of health and safety in the workshop

· knowledge of British Standards as a regulating system.
	Confident individuals

Where:

· practical achievement underpins confidence, and self-esteem is raised 

· reflective self-assessment, self-image and potential for fitness-raising are enhanced

· personal effectiveness and coping strategies are improved

· potential for greater independence and control over aspects of their social/leisure environment can be achieved

· attitudes, beliefs and self-perceptions are enhanced

· positive behaviour is established.

	Successful learners

Developing:

· ICT skills

· knowledge and skills that add value to classroom experiences

· core skills in problem solving

· improved literacy, numeracy and communication skills

· the ability to listen and follow instructions

· a range of technical terminology

· engagement and a stronger motivation to learn.
	Responsible citizens

Who:

· learn about ‘green’ methods of travel

· appreciate cycle maintenance in the context of an on-trail leisure or outdoor activity 

· develop values – caring for the needs of others, and understanding the need for standards in society, peer mediation and instructor–learner interaction

· with support, plan, carry out, review and evaluate tasks within a social context.


	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	To introduce learners to the notion of personal development in the context of work and the workplace.
	Establish a baseline understanding of the knowledge that learners have of the world of work by asking questions.

Teacher-led thought shower:

Write the question ‘What is work?’ on a flip chart. Ask the learners for their suggestions and note or list them against the question.

You may get suggestions such as work is where you:

· earn money

· have a job

· help others

· make or fix things.

Discuss with the group that work can mean many different things, and can be voluntary or paid. 
	Teacher-led thought shower and discussion
	
	Flip chart, board or interactive whiteboard
	Learners’ responses to discussion and questioning


	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	To introduce learners to the notion of personal development in the context of work and the workplace. 
	Look closely at different jobs, e.g. within the national park. Explore whether they are enjoyable, whether they are paid or not, and which section of industry they are linked to.
Introduce the notion of skills and qualities that you might need to work in the jobs that learners have chosen above.

You may wish to invite a guest speaker, such as a careers officer or a representative from the national park, to talk about the world of work from his/her perspective.
	
	
	Guest speaker 
	


	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	Introduce outcomes 1–4 to learners
	Instructor-led discussion of unit format and new terminology (see guide to techniques).

Develop understanding of the four outcomes, using an outdoor education task or ice-breaker, e.g.:

Activity 1 – tyre-tube exercise. 

Learners choose a team leader and a reporter for the team.

Note: Use a cycle tyre inner tube with the valve cut out and the tube taped, so learners will find it difficult to get through it. The tube will need to be stretched. 

The team members work together to get everyone through in the shortest possible time. The team to finish in the shortest time wins.
	Team exercise – task learners with working through the tyre-tube exercise using the four outcomes.

Instructor-led review of how the learners performed in relation to the four outcomes.
	6

4
	Tyre tube and stopwatch

Flip chart –four outcomes
	Verbal/peer feedback (question and answer)


Outcome 1: Self-assessment – task management skills (strengths and weaknesses)

	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	Outcome 1: self-evaluation of task management skills

Learners complete the initial evaluation of task management skills


	Instructor introduces idea of task management skills.

Complete scaling exercise.

Activity 2 – caring for an egg (or water balloon) activity (whole day). Note: this could be done alongside a core lesson.

Homework: find out about the skills that other people have.

Each learner to complete evidence sheet 1 – Self-evaluation 1.

Instructor signs to indicate whether he/she agrees/disagrees with learner’s self-evaluation.

Learners should agree two targets with the instructor.
	Allow learners to read the introduction.

Discussion: give an example based on the skills that you or another instructor need for your work.

Learner completes the scaling exercise.

Individual/pair exercise: task learners with caring for an egg throughout the day and in parallel with a course.

At end of the day, review learners’ skill at managing the task. 

Discuss learners’ task management skills and weaknesses.

Research – ask parents, carers, etc.

Instructor describes task requirements and learners complete self-assessment.

Instructor assesses self-evaluation and feeds back to learners. Some discussion/re-evaluation may be required.

Learner agrees two targets with instructor and completes the evidence sheet. Instructor assesses the appropriateness of the targets and signs and dates the sheet.
	1–3

5

7

7

8
8

9
	Workbook

Worksheet/ workbook, pen

one egg/ learner

Scaling Sheet (copy)

Self-evaluation 1

‘Your targets’ sheet
	Self-evaluation ‘How am I doing just now?’ (workbook)

Evidence sheet 1

(learner’s workbook)

Evidence sheet 2

(learner’s workbook)


Outcome 2: Action plan

	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	Outcome 2: action planning
	Individual learners complete learning plan – evidence sheet 3.

Instructor assesses learner’s learning plan, records comments, and signs and dates it.
	Learners complete the learning plan for each target in relation to their project (the core cycle-building and maintenance activities).

Instructor reviews learner’s plan, comments on its appropriateness, and signs and dates the sheet.
	11 & 12
	As per lesson plans
	Evidence sheet 3

(learner’s workbook)

Evidence sheet 3

(learner’s workbook)


Outcome 3: Implement action plan

	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	Outcome 3: implement action plan
	Core cycle-building and maintenance activities with ongoing pupil review of progress with task management skills.

Core cycle-building activities.
	Instructor-led cycle building and maintenance workshops – see below.

See the activity plans format. 

Activity plans are also linked to the assessment sheets in the appendices of the learner’s workbook.
	13 & 14 (learner workbook)

19 – 36 (teacher notes)

16 – 26 (learner workbook)


	
	Learner completes learner’s record at key points of the action planning cycle – learner’s workbook pages 13 & 14

Cycle-build worksheets


Outcome 4: Review and evaluation

	Learning outcomes
	Activity
	Methodology
	Relevant pages in workbook
	Resources
	Assessment

	Outcome 4: review and evaluation

*Note: The instructor’s assessment checklists should be completed, on an ongoing basis, for each learner and for the whole group
	Learners to complete learner review (evidence sheet 5).

Instructor to check and sign off review. 

Instructor/teacher to complete.
	Individual learner completes. 

Instructor to check and sign off review, checking whether areas for further development are suitable and achievable.
	15

17 – 18 (teacher booklet)
	Learner review sheet, pen

Instructor/ teacher assessment checklists
	Evidence sheet 5

(learners’ workbook)

Pages 17 – 18 (this booklet)


Teacher’s/instructor’s assessment checklist

Learner’s name:

Date:

	Part
	The folio contains:
	Y/N

	1.
	A self-evaluation of task management skills
	

	
	Two personal targets for the development of task management skills
	

	2.
	A list of learner’s own tasks
	

	
	A list of resources selected
	

	3.
	A record of the action taken as a result of monitoring
	

	
	A record confirming that the learner has completed own tasks (signed by teacher/lecturer)
	

	
	A record of instructor observation of appropriate use of resources
	

	4. 
	A record of progress made towards personal targets

	

	
	A list of areas for the further development of task management skills
	


Teacher’s/instructor’s signature…………………………………………

Teacher’s/instructor’s checklist – whole group

	Outcomes
	1
	
	2
	
	3
	
	
	4
	
	

	Learner’s name
	Self evaluation

(Y/N)
	Targets set
	Learner’s

tasks
	Resources 

selected
	Action

monitoring record
	Record of task completion
	Observation record – use resources
	Record of progress
	Next steps list
	Teacher’s/ instructor’s comment

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	


Instructor’s signature……………………………………………..
Date………………………...............

Activity plans

Cycle build, pre-delivery inspection and trail maintenance activity plan information and contents list

This section of the Self and Work (Access 3) unit is based on cycle build and maintenance and focuses on good workshop practices and appropriate levels of customer care. 

To deliver this training, the instructor or teacher must be qualified to Association of Cycle Traders (ACT) Cytech Level 2 (industry award) and have relevant experience of a cycle build and repair workshop. 

West Dunbartonshire Outdoor Education Service is registered as a business with the Giant dealership. This enables the service to work with instructors/teachers to deliver this personal development course and to engage young people in personal development through cycle build and maintenance linked to the world of work and business.

British Standard 6102 (guiding standards in relation to the sale of new bikes) can be obtained from HIS – British Standards Online at http://products.ihs.com/bs-seo/00251995.htm
Business Gateway can be contacted at http://www.bgateway.com (activity plans 2 and 8).

Activity plans

1. Working safely in a cycle-maintenance environment

2. *Optional lessons: Costing and ordering a cycle; comparing with retail cost; also, Business Gateway introduction to small business plan

3. Familiarisation with cycle parts and related workshop tools

4. Building a mountain bike 

5. Trail-side repair training (workshop)

6. Trail-side repair practical

7. Understanding British Standard guidelines relating to the sale of new cycles

8. Understanding customer service requirements

Note: The instructor/teacher must bear in mind that learners, when working through the project activity plans (in the workbook appendices), should regularly review their personal targets, as defined by each individual’s learning plan (see evidence sheets 1–5 of the pupil workbook). 

Activity plan 1

Task: Working safely in a cycle-maintenance environment

	Learning outcomes

Learners will:

· demonstrate an understanding of workshop health and safety

· identify hazards and risks and suggest ways to minimise both

· reflect on a personal target.
	Resources

· Workshop

· Health and safety scene

· Multiple-choice questionnaire (Appendix 1)

· Multiple-choice answer sheet (Appendix 8)


Starting

· Introduce learners to the workshop and describe workshop health and safety.

· Point out the skills that will be required in this task-based situation.

· Ask whether anyone has any questions.

· Begin the workshop task.

Doing  

· Ask learners to complete the health and safety worksheet to spot hazards.

· Lead a discussion on health and safety legislation/regulations, including dress code.

· Encourage learners to identify and eliminate real hazards and risks within the workshop.

Reviewing

Ask learners to do the following.

· Report on what they have learned about workshop health and safety.

· Report on how they performed within the session.

· Report on their progress with their chosen target(s).

· Suggest how they can improve their performance and remain safe.

· Complete the multiple-choice questionnaire ‘Working safely in the workshop’ (Appendix 1). (The answers are given in Appendix 8.)

Questions for discussion

· Ask learners how they plan to be more effective in improving their task management skills. 

Next steps

· Looking forward, signal the introduction of costing and ordering a cycle, considering retail costs and working to a business plan; also visit from Business Gateway.

Activity plan 2
Task: Costing and ordering a cycle; comparing with retail cost; Business Gateway introduction to small business plan

	Learning outcomes

Learners will:
· understand how to use manufacturers’ catalogues and order a cycle

· understand dealership mark-up, labour costs, VAT and profit 

· show awareness of the purpose and elements of a business plan
· briefly reflect on personal targets.
	Resources

· Manufacturer’s catalogues

· Activity cost sheet

· Job cost (Internal Requisition) form

· Pens

· Access to internet 

· Business Gateway to deliver insight into cycle shop small-business plan


Starting

· Introduce the lesson overview, the learning expectation and the visiting Business Gateway representative. 

Doing 

Part 1

· Ask learners (in pairs) to find the lowest cost for a particular model of mountain bike using retail catalogues and the internet. Compare group findings.

· Ask learners to guess the price of the cycle if buying at cost. Reveal the cost differential. Repeat process with cycles on special offer to dealer.

· Work through and complete the job cost form (Appendix 2).

· Ask learners to check whether partner’s sheet is completed properly before you sign it off. 

Part 2

The Business Gateway representative should do the following.

· Discuss the idea of running a small business.

· Go over the purpose and process of developing a small (cycle) business plan.

· Briefly go over the support available and the pros and cons of running a small cycle business.

Reviewing

· Part 1: discuss the merits of adding value to a product by buying at cost, assembling and selling at a profit. Relate this to added value in other aspects of small business. 

· Part 2: hold a brief question and answer session with Business Gateway representative. 

Questions for discussion

· Briefly discuss progress against learners’ task management targets.

Next steps

· Looking forward, signal the introduction of familiarisation of bike parts and tool use.

Activity plan 3
Task: Familiarisation with cycle parts and related workshop tools

	Learning outcomes

Learners will:
· be familiar with work-stand area and shadow board

· be familiar with cycle parts, moving parts and terminology

· be familiar with tools to fit and adjust parts
· reflect briefly on personal targets.
	Resources

· Workshop area

· Workshop tools for each learner

· Single built bike and parts for a build

· Whiteboard and markers

· Tray and sheet or cover for tray

· Worksheet (Appendix 3)


Starting

· Recap on health and safety issues in the context of the day ahead.

· Give an overview of the day: hands-on approach to how the bike works and tool requirements.

Doing

Session 1 

· Demonstrate bike parts and mechanisms and then give learners (in pairs) hands-on familiarisation. 

· Link use of terminology through question and answer and games. For example run a memory game: place cycle parts on a tray – look, cover and recall.

Session 2  

· Explore tools with learners and link to parts and processes. 

· Organise memory games: e.g. ‘Get me a…’ or ‘Describe the tool or part that…’.

Reviewing

· Encourage learners to review each task, the terminology and their understanding. 

· Encourage learners to complete the worksheet ‘Naming parts of a bike’ (Appendix 3).

Questions for discussion

Ask the following questions.

· Which parts of the day did you enjoy best?

· Which bits were difficult to get through? How can we improve this?

· Is there anything that you would like to recap on?

· How relevant is your choice of task management targets to this type of activity?

Next steps

· Looking forward, introduce the bike-build scenario. 

· Indicate what type of commitment is needed: active involvement, trying things out, seeking advice, working with peers, correct tool choice, health and safety awareness, etc.

Activity plan 4

Task: Building a mountain bike

	Learning outcomes

Learners will:
· develop practical build skills

· enhance their knowledge and understanding of health and safety

· improve task management skills

· identify their employability potential.
	Resources

· Workstation, tools and shadow board

· Cycle kit for each learner

· Instructor’s kit and workstation

· Whiteboard and markers

· Activity cost sheet (Appendix 4)


Starting

· Recap on the learning that took place during the previous sessions.

· Give an overview of the session to come.

· Quickly recap on the type of commitment required (see ‘Next steps’ in previous activity plan).

Doing  

· Ask learners to prepare the workstation and safety equipment.

· Open cycle kits and lay out the parts.

· Demonstrate each stage of the build.

· Ask learners (in pairs) to complete the bike build in stages.

· Encourage peer support in problem-solving situations.

· Monitor the activity, and intervene only when necessary.

Reviewing

· Congratulate learners on completing the tasks to the required standard.   

· Encourage peer feedback on what went well, and how well pairs worked and co-operated.

· On completion of the bike build, ask learners to fill in the detailed activity cost sheet (Appendix 4).

Questions for discussion

Ask the following questions.

· Can you think of problems that happened or problems that might arise in the future in relation to the cycle remaining fit for purpose?

Employability questions:

· What do you think an employer would expect in terms of build quality? 

· How quickly would an employer expect you to complete a build? Why? 

· Which companies employ learners to build bikes and deal with parts?

Next steps

· Looking ahead, recap on the notion of a bike being fit for purpose, and the standard that a cycle needs to be at when built, according to British Standards legislation. Explain that a later workshop will deal with this, and learners will understand when a cycle is deemed ‘fit’ to be ridden.

Activity plan 5
Task: Trail-side repair training (workshop)

	Learning outcomes

Learners will:
· gain an understanding of trail repair issues and solutions

· know how to stock and use a trail-side repair kit.
	Resources

· Trail repair kit

· Workshop safety equipment

· Learning log (Appendix 5)


Starting

· Recap on the notion of ‘fit for purpose’ and link to trail-riding scenarios.

· Ask learners what types of tools it is practical to take on trail rides.

Doing  

Cover the following:

· using multi-tools and examining the toolkit

· repairing a puncture

· chain-splitting (including removing the rear mechanism)

· brake adjustment faults

· checking mechanisms and levers.

Reviewing

· Discuss each task with learners (ongoing).

· Ask learners to complete the learning log (Appendix 5).
Questions for discussion

Ask the following questions.

· What factors might affect you on the trail?

· What could you take to make sure that your bike remains fit for purpose when out on the trail?

Next steps

· Looking forward, introduce mountain bike safety clothing and equipment, and health and safety aspects of riding a mountain bike.

Activity plan 6

Task: Trail-side repair practical

	Learning outcomes

Learners will:
· understand bike maintenance problem-solving on trail and successfully complete a range of tasks

· be familiar with cycling safety and the use of cycle safety clothing and equipment

· review task management skills.
	Resources

Each learner

· Bikes and safety equipment

· Trail repair kit

· Photo log sheet (Appendix 6)

· Activity cost sheet (Appendix 4)

Each pair

· Stopwatch

Group

· Still or video camera 


Starting

· Recap previous learning and briefly introduce practical bike-repair tasks on a trail and timed management of task.

· Ask learners to put cycling safety equipment on. Check whether properly done.

· Run through the different factors that will affect you on the trail.

Note: trail-riding skills can be covered as part of this course; alternatively, learners can walk with their cycles to a chosen spot to begin trail repairs.

Doing  

· Cycle to a safe area where learners (working in pairs, giving each other support, and timing each other) can examine cycles, identify faults and practise repairs: eg puncture repair, mending a broken chain, and brake and gear adjustments.

· Photograph/video working in outdoor environment and trail repair.

Reviewing

· Encourage learners to conduct ongoing review. Support learners to keep them on task and enable successful completion.

· Analyse task identification and completion.

· Discuss how the trail-side maintenance skills will help learners in the future. 

· On return to the workshop, ask learners to complete the activity cost sheet (Appendix 4) to cost spare parts used and time spent on repairs, or complete a photo log sheet (Appendix 6), then restock toolkit.

Questions for discussion

Ask the following questions.

· In what ways is it important to have trail-side repair skills and a toolkit on journeys?

· How can the skills you have learned help you in the future or in a job?

Next steps

· Discuss future training potential in cycle maintenance – ATC Cytech 1 award.

· Explain about skills learned and employability potential, e.g. with Halfords.

· Looking forward, outline the next stage of the course. 

Activity plan 7

Task: Understanding British Standard guidelines relating to the sale of new cycles

	Learning outcomes

Learners will:

· demonstrate a knowledge of British Standard BS6102 part 1

· demonstrate the ability to apply BS6102 part 1 through the completion of a pre-delivery inspection.
	Resources

· Copy of BS6102

· BS6102 poster

· Whiteboard and markers

· Workshop tools

· Multiple-choice questionnaire (Appendix 7)

· Multiple-choice answer sheet (Appendix 8)


Starting

· Discuss the standards.

· Hold a question and answer discussion on why the standards exist and who they are for.

· Outline BS6102.

Doing

· Check that all parts are on the bike, including, e.g. reflectors and safety items.

· Demonstrate and explain an example of the standard being met for each part of the build.

· Ask learners to check and adjust the part under inspection to BS requirements.

· Ask learners to perform peer check on whether standards being met.

· Check whether the standard is met and review the peer check.

Reviewing

· Summarise standard using BS6102 poster. 

· Ask learners to complete the multiple-choice questionnaire (Appendix 7) to underpin knowledge of BS6102 part 1. (The answers are given in Appendix 8.)

Questions for discussion 

Ask the following questions.

· How might BS6102 be useful to you when cycling? 

· How might BS6102 be useful if you are serving a customer who buys a bike from you?

· Is there anything you don’t understand or would like to review?

Next step

· Looking forward, relate quality workmanship to good customer service.

Activity plan 8

Task: Understanding customer service requirements

	Learning outcomes

Learners will understand:
· the notion of ‘the customer’ and the importance of making a good impression

· about working effectively within a team

· how to provide and maintain a good level of service to the customer

· basic information on how a cycle business is run in relation to customers.
	Resources

· Whiteboard and markers

· TV and video player

· Camcorder

· Business Gateway (visit)

· Multiple-choice questionnaire (Appendix 7)

· Multiple-choice answer sheet (Appendix 8)


Starting

· Explain the principals of effective communication, team working and providing good levels of service to the customer (in relation to the cycle trade).

Doing

· (Optional.) Show a video of poor customer service (e.g. Fawlty Towers or ‘Chewing the fat’ sketch) and discuss levels of good service. 

· Ask learners to create, discuss and/or act out customer service scenarios, e.g. handing a newly built cycle to a customer, or dealing with a complaint.

· Ask learners to record discussions and/or drama sketches and review.

· Highlight the key points of good customer service, as related to multiple-choice questionnaire.

· Introduce Business Gateway representative to discuss the role of employees, managers and the customer. 

Reviewing

· Ask learners to complete multiple-choice questionnaire underpinning knowledge of first three learning outcomes (Appendix 7).

Questions for discussion 

· Typical test questions can be reviewed as the workshop progresses.

Next step

· To review pupil task management skills in the context of the programme as a whole, instructors/teachers should now return to Page 16 of this booklet and work with pupils to complete Outcome 4: review and evaluation (Page 15 of pupil workbook).



































































* This lesson may be omitted. All other lessons should be undertaken to achieve pupil outcome 3.
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