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INTRODUCTION
Welcome to this study section.  You are studying Communication at Intermediate 1 level.

This package contains three separate lessons.  Each lesson is a ‘chunk’ of material that is similar to a traditional class lesson. The difference is that you can work at your own pace through the lesson. Each of these lessons will take you approximately an hour to complete.

The theme of this study section is catering. The three lessons are:

· Nutritional food

· Catering as a career

· Customer service in catering.

This study section contains activities, self-assessed questions and a tutor assessment. 

An activity asks you to do something such as read an article or write a letter. Most activities have feedback on the next page. The word feedback just means comments. You should try the activity before reading the feedback.

[image: image5.wmf]Self-Assessed Question (SAQ)
When you see this symbol, you should answer the questions, and then check your answers with those given at the end of the study section.  

[image: image6.wmf]Tutor Assessment (TA)
These are activities or questions that you answer then submit to your teacher or tutor for marking.

LESSON 7A
Welcome to lesson 7A, which has the theme of nutritional foods in catering.  This lesson looks at:

· writing skills: how to write a report

· reading skills: how to read a report

· talking skills: answering questions.

Writing skills: how to write a report

In work and in your studies, you are often asked to write a report.

A report is different from an essay. So, what are the differences?

A report is a collection of facts and figures which you have gathered about a subject.  Reports also contain summaries and recommendations.

It sounds complicated, so we’ll look at each part of a report in detail, but first, you’re going to be asked to read a report for yourself.
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Writing a report can seem daunting,
but if you look at it one section at a time,
it’s quite easy to do.

Activity 1
There is a report on pages 33-35 at the end of this study section (after the answer section). 

Read it now, and pay particular attention to the different headings that the writer has used.  Try to work out what type of information went into each section of the report.

1. Terms of reference
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2. Procedures
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3. Findings
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4. Conclusions



5. Recommendations




Activity 1 - Feedback
The report that you’ve just read has five main headings.

1. Terms of reference


In this section, the writer told us WHO asked for the report; WHAT the subject was; WHO wrote the report; and WHEN it was due to be handed in.

2. Procedures


In this section, the writer told us what he did to gather information for the report.

3. Findings


In this section the writer told us about the information that he had gathered for the report.

4. Conclusions


In this section, the writer summarised the main points of the Findings.

5. Recommendations


Here the writer offered some recommendations or solutions to the issue that he was investigating.

As well as these headings, the report had a front cover or title page.

Reading skills: how to read a report

Reading a report is like reading anything else, but in a report you are usually reading something that’s written in short sections.  The writing that you’ve come across so far has been written as a continuous whole.

SAQ 1 will help you to practise reading a report.



SAQ 1

The following questions refer to the report at the end of this study section.
1. When was the report to be handed in?

1 mark

2. Who asked for the report to be written?

1 mark

3. Who was asked to write the report?

1 mark

4. What two things did the writer do to get information?


2 marks

5. According to the cook, why does the cafeteria offer chips 

and other unhealthy foods?



1 mark


6. Explain any two of the writer’s conclusions, using your own 


words.



2 marks

7. Explain any one of the writer’s recommendations, using your 


own words.

2 marks

Now check your answers with those on p. 30.

	Score   ___ out of 10

Date completed       /     /     
	Teacher/tutor comments

	Signed by student
	Teacher/tutor initials




More about reports

You know that reports contain the following sections:

1. Terms of Reference

2. Procedures

3. Findings

4. Conclusions

5. Recommendations.
You also know that reports have a front cover or title page.

There are a few other things that you should know about reports. 

· Reports are usually written without referring to yourself.  This means that you talk about yourself in the ‘third person’ (as if you were someone else). For example, Jane Grant would write:



‘Jane Grant was asked to write a report.’ 
Instead of 
‘I was asked to write a report.’


· You are also expected to write sentences in a ‘passive form’. This is a grammatical term describing sentence structure. It makes the writing less personal.  For example:



‘It was noted that chips were on offer every day.’ 
Instead of
‘I noticed that chips were on offer every day.’


· Reports must be written in a formal way. For example, you would say:



‘The cafeteria is rated poorly by pupils.’
Instead of
‘The cafeteria is rated as totally rubbish by pupils.’


· Reports don’t use shortened words such as didn’t (use did not); can’t (cannot); he’s (he is); they’re (they are), etc.


· You mustn’t put in your own feelings or opinions – simply present and report information that you got from other sources.




SAQ 2

Writing a report is actually straightforward, once you have got a full understanding of what goes into each part of it.

Here are some questions to help you to check your understanding.  The information on the previous pages will help you to answer these questions. The report about Forthview High’s cafeteria will also help you.

	1.
	What information goes into the Terms of Reference section of a report?
	

	
	
	

	
	A. You say who asked for the report, who was writing it, what the subject was and when it was due to be submitted
	

	
	B. 
	

	
	C. You say who asked for the report, what you did to get information, what information you got and when it was due to be submitted
	

	
	D. 
	

	
	E. 
	

	
	
	

	2.
	What information goes into the Procedure section?
	

	
	A. You explain what the report is all about
	

	
	
	

	
	B. You explain what you did to get information for the report
	

	
	
	

	3.
	What type of information goes into the Findings section?
	

	
	A. You present the information that you’ve collected for the report
	

	
	B. 
	

	
	
	

	
	C. You list your suggested recommendations
	

	
	
	

	4.
	What goes into the Conclusions section?
	

	
	A. Your opinions on the Findings
	

	
	
	

	
	B. A short summary of the important points of the Findings
	

	
	
	

	5.
	What goes into the Recommendations section?
	

	
	A. A list of the steps you took to get information for the report.
	

	
	
	

	
	B. Your recommended solutions
	


Check your answers with those on page 31.
	Score   ___ out of 5

Date completed       /     /     
	Teacher/tutor comments

	Signed by student
	Teacher/tutor initials


Talking skills: answering questions
When you’re being interviewed, you need to think fast, as you’re expected to give your answers straight away.

You don’t have time to think about the question in the way that you would if you were answering a written question.  You need to answer the question honestly – and give the right type of information. 

You can answer some questions with a yes or no. These are a form of ‘closed’ question.  You must give more detailed answers to other questions – you need to be able to expand on the point that the questioner is asking. These are a form of ‘open’ question.

We looked at the difference between open and closed questions in lesson 5B. You might want to look back at that section again to remind you.

Some questions are easy to answer – a one-word reply is enough.
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Other questions require a more detailed answer.
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Activity 1
For this activity you need to work with a partner.  One of you should pretend to be the manager of the cafeteria, who is interviewing students to find out what they think about the food.  The other should take the part of the student customer who is being interviewed.

Take it in turns to interview each other.  Here are some questions that you can use – or if you’ve got time you can write your own.

The interviewer should ask the questions in any order. The interviewee should try to answer the questions as fully as possible – whether they are open or closed questions. You must not give any single-word replies!

1. What do you think of the quality of the food in the cafeteria?


2. Do you think we should offer chips every day? Please explain your answer.


3. Describe to me your worst-ever experience of food in the cafeteria.


4. Describe to me your best-ever experience of food in the cafeteria.


5. What type of food would you like to see being offered?


6. What type of food do you think we should never sell?


7. Do you think that the other students would prefer a fast-food style of cafeteria?


8. How many times a week do you eat meals here?


9. How many times a week do you go elsewhere to buy your lunch?


10. What do you think is wrong with the food that we serve at the moment?


11. Do you think we should sell sweets?


12. Do you think we should have soft-drinks machines?


13. What can we do to encourage more people to eat in the cafeteria?

14. In your opinion, is the food healthy or unhealthy?


15. What alternatives can you think of to chips?


16.
What should we do about students who only ever buy unhealthy food?

Activity 1 - Feedback

Giving full answers to questions is not always easy. You might have found some of those questions hard to answer without thinking about them first.

Here is an example of one way that you could have answered one of the questions.
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As you can see in this example, the person being interviewed has given a full and detailed answer to a simple question.

This gives him a chance to impress the interviewer with his knowledge and his ability to express his ideas.

Summary of this lesson
In this lesson, you have learned:
· what sections go into a report

· how to read a report
· what style to use in a report
· how to give full answers to questions.

	End of lesson 7A 


LESSON 7B
This lesson’s all about working in catering. You’re going to learn something about this industry and develop the following communication skills:

· reading skills: summarising information for a report 

· writing skills: writing your own report.

Reading skills: summarising information for a report

Reports usually contain information that has been gathered from various sources.  Often, the information that has to be gathered is very detailed and you need to be able to summarise it so that your report isn’t too detailed.

We looked at summarising skills in lesson 5C.  You learned the following points about summarising in that lesson.
· Use your own words.
· Make sure your summary is shorter than the original.
· Focus on the main information only.
· Write your summary so that it looks like a complete piece of writing. This means that you should check your writing to make sure that it makes sense when someone else reads it.

You also know that the following things are important when writing a report.
· Use formal language.
· Avoid shortened words.
· Avoid informal, everyday language.
· Report the facts only – don’t put in your own opinions.

Activity 2
You’re writing a report.  To get information, you have interviewed four people.  Here is what each person told you.

Your task now is to summarise each person’s contribution, using your own words and writing it in a way that is suitable for a report.

	What the speaker said
	Write your summary here

	
Preparing menus for customers is very important. If you offer the wrong kind of food then you will find that your customers do not come in.  You must get to know the type of food that they want to eat. Also, you must make sure that you provide a choice to keep them interested.

Mr Fabiano, manager of Mamma Mia Pizzeria

	

	The quality of food is important. Many caterers try to cut costs by buying cheaper goods. You must remember that food is what you sell. Your reputation is based on the quality of the food presented.

Mrs Grey, catering wholesaler


	


	Good staff are important in your restaurant.  If you have great food but staff who have the wrong attitude, then your customers might leave with an impression of your restaurant that is poorer than it should be.  For example, waiters must be friendly, courteous and attentive.  Equally, kitchen staff must be right for the job too. Working in a kitchen is hard work and it has a lot of pressure. People need to be able to cope with this.

Ms Butler, lecturer in hospitality


	

	Advertising can be useful, but many good restaurants find that word of mouth is the most effective (and cheapest) type of advertising. When you get it right, people tell others and they will come along and try your food as well.

Mr Orwell, owner of Orwell’s Bistro


	


Activity 2 - Feedback

Summarising means focusing on the key points of information in the text.

You should have managed to summarise the four short communications in a way that would be suitable for a formal report.  I’ve summarised Mr Fabiano’s comments as an example.

It doesn’t matter that your summary is worded differently, as long as you’ve ended up with something similar to this.

	What the speaker said
	Write your summary here

	Preparing menus for customers is very important. If you offer the wrong kind of food then you will find that your customers do not come in.  You must get to know the type of food that they want to eat. Also, you must make sure that you provide a choice to keep them interested.
	Menus must offer food that customers want to eat, otherwise customers will not come to the restaurant.  Restaurants must provide interesting choices for their customers.


Extracting important information for a report

When you write a report, you’ve got to have the important points of the information. You need to be able to focus on the points that are relevant to your report.  



SAQ 3
Read the report on pages 19-20.  After you’ve read it, answer these questions.

1. According to the report, what are the main types of job in catering?





2. Summarise what the report told you about the wages paid to different types of catering workers.






3. Where are local jobs usually advertised?





4. Where are national jobs usually advertised?




Check your answers with those on page 31.

	Score   ___ out of 4

Date completed       /     /     
	Teacher/tutor comments

	Signed by student
	Teacher/tutor initials


A report: terms of reference
Jack Fraser (Careers Advisor) instructed Vicky King to write a report investigating the different types of job available for people interested in working in catering. The report was to be presented by 15 December 2003. 

1.
Procedures

Information came from these sources:
· The Internet
· Job advertisements in the paper.
2.
Findings

2.1
Catering jobs

There are many jobs in catering. The main ones are kitchen assistants, waiters, cooks and chefs.
· Kitchen assistants do jobs such as wash dishes, clear up and keep the kitchen clean. Sometimes kitchen assistants will prepare some of the food (e.g. vegetables).  The hourly rate of pay is generally low.
· Waiters and waitresses welcome customers, seat them and take orders. They also deliver food to tables, and clear tables after customers have finished. The rate of pay is low, but tips help to make the wages higher.
· Cooks and chefs are responsible for cooking the food, and overseeing the smooth operation of the kitchen.  They are usually quite well paid.
2.2
Where to find a catering job
· Internet sites
There are many employment agencies on the internet. They carry adverts for jobs all over the country.
· Newspapers
Newspapers have many adverts for catering staff. They carry adverts for more local areas.
3.
Conclusions
· There are three main types of job for people wanting to work in catering.  These are kitchen assistants, waiters and chefs.  They each have different responsibilities.
· Chefs are the best paid, followed by waiters and then kitchen assistants.
Jobs all over the country are advertised on internet sites.  Local jobs are advertised in newspapers.

4.
Recommendations

· People wanting to work in catering should decide what type of work they would prefer to do.
· People wanting a local job should consult newspapers.
· People wanting a job elsewhere in the country should consult internet sites.
TA 1 (Part 1)

You are now going to start work on writing a report. Here are the instructions.

Kerry Vickers is going to open a restaurant in your town.  She has never owned a restaurant before, so she has asked you to write a report outlining the things she needs to do before she opens the restaurant.  She wants to make sure that the restaurant is successful and offers customers the best service.  

Using a PC or separate sheets of paper, start work on this report.  You should write the following sections of the report:

1. Terms of reference

2. Procedures

(You don’t need to write any of the other sections at this stage – you’ll be asked to do that in lesson 7C.)

The Terms of reference section is where you say: WHO asked for the report; WHAT the subject was; WHO wrote the report; and WHEN it was due to be handed in.

The Procedures section is where you explain what you did to get information.  In this case, you got information by:


· Interviewing Mr Fabiano, Mrs Grey, Ms Butler and Mr Orwell
(These interviews are on pages 15-16)

· Reading Vicky King’s report.
(This is on pages 19-20).

After you’ve completed this, keep your work safe. In lesson 7C, you’re going to be asked to finish this report.

[image: image4.wmf]
Summary of this lesson
In this lesson, you’ve learned:

· how to summarise information for a report.

	End of lesson 7B


LESSON 7C
Welcome to lesson 7C. The theme of this lesson is customer service in catering. This lesson helps you to develop these communication skills:

· writing skills: to, two and too
· writing skills:  writing a report

· talking skills: presenting your report.

Writing skills: ‘to’, ‘two’ and ‘too’
The three words to, two and too are easy to confuse because they all sound the same.

When you use one of these words, it’s important that you use the correct one.

When to use ‘to’

The word is correctly used in each of these sentences.
They want to have a starter.

I went to the restaurant on the High Street.

I like to eat fresh food.

The sign says not to smoke.

Strawberries are available from June to August

When to use ‘two’

The word is correctly used in each of these sentences.
Use ‘two’ for the number 2.

He ordered two bacon rolls.

Two cafés are competing for business.

The takeaway offered two different types of rice.

At lunchtime, the Chinese restaurant offers a special deal for two people.

The waiter said, ‘A table for two?’

When to use ‘too’

The word is used correctly in each of these sentences.

This soup has too much salt.
He ordered a dessert too.

There are too many choices on the menu.

The Indian restaurant offers a buffet night too.

A bar lunch costs too much in that pub.




SAQ 4

Each sentence has a word missing – to, two or too.  Add the correct word.

1. The waiter welcomed us ___ the restaurant.

2. We wanted ___ sit near the window, but he put us in a corner.

3. There were ___ other tables taken.

4. There was another waiter there ___.

5. He asked us if we wanted ___ order drinks.

6. I ordered a beer and Carrie ordered one ___.

7. The waiter brought ___ menus.

8. We wanted starters and a main meal ___.

9. I ordered melon ___ start, and Carrie ordered soup.

10. We ordered our main meals ___.

11. After a short wait, the ___ starters were brought to the table.

12. We enjoyed talking ___ each other as we ate.

13. The main meals took ___ long to come.

14. We waited for ages for the waiter ___ bring them over.

15. I said ___ him that we were hungry.

16. He smiled and said, ‘I do have other customers to serve ___’.

17. I felt he had been quite rude ___ us.

18. We’d been there on ___ occasions before, and it had been nice.

19. We felt let down by the service because it was just ___ slow.

20. We decided to write ___ the manager after we’d left.

Check your answers with those given on page 32.
	Score   ___ out of 20

Date completed       /     /     
	Teacher/tutor comments

	Signed by student
	Teacher/tutor initials





TA 1 (Part 2)
You’re now going to complete the report that you started in lesson 7B.  You should now add the Findings section (remember that all of the information that you need is contained in lesson 7B).  

Next, complete the Conclusions section (short summaries of the most important points in the Findings.) After this, complete your Recommendations section. Finally, add a cover or title page.

Try to use formal language and avoid shortened words. Also, don’t put in your own opinion.

Your finished report will have the following headings and sub-headings.

1. Terms of reference
2. Procedures
3. Findings
· Interviewing Mr Fabiano
[Write your summary of what Mr Fabiano said – see page 15.]

· Interview with Mrs Grey
[Write your summary of what Mrs Grey said.]

· Interview with Ms Butler
[Write your summary of what Ms Butler said.]

· Interview with Mr Orwell

· [Write your summary of what Mr Orwell said.]

· Vicky King’s report
[Summarise the important points from Vicky’s report. Your answers to SAQ 3 on page 18 will help you.]

4. Conclusions
· [Your conclusions go here]

5. Recommendations

· [Your recommendations go here]

After completing the report, give it to your teacher/tutor for marking.
Activity 3
Talking skills: Presenting a report (optional)
You’ve had a lot of work to do in this lesson, and so you don’t need to do Activity 3 if you’ve run out of time.

Look at a copy of the report that you’ve just completed.  

How would you create a presentation using this report?

Complete the speech balloons overleaf.  You’ve already done an exercise like this, in lesson 3B.  You might want to look back to that lesson if you feel you need extra help.

There’s no feedback after this Activity. It’s up to you to complete it in the way that you think is most appropriate.



Summary of this lesson
In this lesson, you’ve learned:

· how to use to, two and too
· how to write your own report.
	End of lesson 7C


SAQ ANSWERS


1. The report was due to be submitted by 30 March 2004.

2. The class teacher, Mrs Matson, asked for the report to be written.

3. The writer of the report was James Bolson.

4. He looked at the choice of food available over a week and he interviewed the cook.

5. The cafeteria offers chips and other unhealthy foods because some of the students want these types of food.

6. The writer’s conclusions were:

· Heathy main meals include sandwiches and rolls and vegetarian options.

· Chips are always on offer in the cafeteria

· Healthy desserts such as yoghurts and fruit are available.

· Ordinary, less healthy desserts are available too.

· Many students eat unhealthy foods.

· Whether to eat healthy or unhealthy food is a matter of choice for each student.

(You only needed to explain two of the conclusions.)

7. The writer’s recommendations were:

· The cafeteria should offer the same range of food as it does at the moment.

· Posters should be put up to encourage students to eat healthily. 

(You only needed to explain one of the recommendations.)


1. A

2. B

3. A

4. B

5. B


1. The report says that the main types of job in catering are kitchen assistants, waiters and chefs.


2. Kitchen assistants are low-paid. Waiters are also paid poorly but tips make the wages higher.  Chefs are quite well paid.


3. Local jobs are usually advertised in newspapers.


4. National jobs are usually advertised on the internet.


1. The waiter welcomed us to the restaurant.

2. We wanted to sit near the window, but he put us in a corner.

3. There were two other tables taken.

4. There was another waiter there too.
5. He asked us if we wanted to order drinks.

6. I ordered a beer and Carrie ordered one too.
7. The waiter brought two menus.

8. We wanted starters and a main meal too.
9. I ordered melon to start, and Carrie ordered soup.

10. We ordered our main meals too.
11. After a short wait, the two starters were brought to the table.

12. We enjoyed talking to each other as we ate.

13. The main meals took too long to come.

14. We waited for ages for the waiter to bring them over.

15. I said to him that we were hungry.

16. He smiled and said, ‘I do have other customers to serve too.’
17. I felt he had been quite rude to us.

18. We’d been there on two occasions before, and it had been nice.

19. We felt let down by the service because it was just too slow.

20. We decided to write to the manager after we’d left.

Report

Improving nutritional standards
in Forthview High School’s cafeteria

1. 
Terms of reference 


James Bolson has been asked by his teacher Mrs Matson to examine the healthiness of the food in the school’s cafeteria. The report must be submitted by 30 March 2004.

2.
Procedures


The following steps were taken to get information:

· The choices were examined over a one-week period

· The cook was interviewed.

3.
Findings

3.1
Cafeteria’s menu

The menus changed every day during the week. Here is a sample of the options available.

	Day
	Main meals 
	Desserts

	Monday
	· Vegetarian spaghetti bolognese

· Quarter pounder and chips
	· Sponge and custard



	Wednesday
	· Cheese and onion bake with salad

· Chicken nuggets and chips
	· Swiss roll and cream



	Friday
	· Omelette and chips

· Pork casserole and vegetables
	· Cheese cake





Every day there was also a selection of cold filled rolls and sandwiches, yoghurts, and fresh fruit. 

3.2 
Interview with the cook

The cook explained that the cafeteria always offers a vegetarian option and a non-vegetarian option. The sandwiches and rolls are healthy as they only use wholemeal bread.  


She said they offer a choice of sweets – fruit and yoghurt for the healthy options and various other desserts.


She stated that the cafeteria offers healthy food, but that many students wanted things like chips and puddings. The cafeteria offers students the choice to eat healthily if they want to do so.

4.
Conclusions

· For main meals, a selection of healthy sandwiches and rolls is available, and a vegetarian option is available every day.

· Chips are available every day.

· For dessert, healthy yoghurts and fresh fruit are available every day.

· Traditional desserts are also available.

· Many students want to eat unhealthy foods.

· The choice of whether to eat a healthy or an unhealthy lunch is left to the individual student.

5.
Recommendations

· The cafeteria should continue to offer the range of food that it currently offers.

· Posters should be placed in the dining hall telling students about the importance of choosing a well-balanced diet.










Please may I have a pay rise?
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Yes I do.  Young people want to eat food that’s tasty and healthy, but they also want to eat it in an atmosphere that they feel comfortable in.  I would say that a fast-food style café with a modern layout would definitely appeal to the students here.











SAQ 2 Answers





SAQ 1 Answers





Do you think that the other students would prefer a fast-food style of cafeteria?








Hello. So can you tell me why you want to work in this company?





I want to work for a go-ahead company that values its employees and which produces quality products.





NO!














Report written by


James Bolson


March 2004





SAQ 4 Answers





SAQ 3 Answers
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Good morning. My name is ____________________.  Recently I was asked to write a report about_______________________________________________________


_________________________________In my talk this morning, I will tell you how I wrote the report, and what I found out about this subject.








To get information for the report, I did the following things:


1. I interviewed Mr Fabiano of the Mamma Mia Pizzeria


2. I interviewed ________________________________


3. I interviewed _______________________________


4. I interviewed _______________________________


5. I read a report written by __________________





�





Mr Fabiano told me that ____________________________ __________________________________________________________________________________________________


Mrs Grey told me that  ______________________________ __________________________________________________________________________________________________


Ms Butler told me that ______________________________


__________________________________________________________________________________________________


Mr Orwell told me that ______________________________ __________________________________________________________________________________________________





My conclusions are that Kerry Vickers needs to do the following things before opening her restaurant: _______________________________________ __________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________





I recommend Kerry to do the following things: _______________________________________________________________________________________________________________________________________________________________________________________
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