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Annotation: 
A myriad of individual, paired, team and whole-group activities are presented including sessions on good manners, customer service, attitude, practice filling in a job application and construction of a working resume.
Grade(s):  

	
	9th

	x
	10th

	x
	11th

	x
	12th


Time:  
10 Hours
Author: 
Catherine Turner
Students with Disabilities:

For students with disabilities, the instructor should refer to the student's IEP to be sure that the accommodations specified are being provided. Instructors should also familiarize themselves with the provisions of Behavior Intervention Plans that may be part of a student's IEP. Frequent consultation with a student's special education instructor will be beneficial in providing appropriate differentiation.
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GPS Focus Standards: 
CTAE-FS-10 
Career Development: Learners plan and manage academic-career plans and legal responsibilities in the workplace.
CTAE-FS-3
Communications: Learners use various communication skills in expressing and interpreting information.
GPS Academic Standards:
ELA8W2 
The student produces technical writing (business correspondence: letters of application and letters of recommendation, resumes, abstracts, user guides or manuals, web pages). 

a) Creates or follows an organizing structure appropriate to purpose, audience, and context. 

b) Excludes extraneous and inappropriate information. 

c) Follows an organizational pattern appropriate to the type of composition. 

d) Applies rules of Standard English.

ELA6LSV1 
The student participates in student-to-teacher, student-to-student, and group verbal interactions. The student: 
a) Initiates new topics in addition to responding to adult-initiated topics. 

b) Asks relevant questions. 

c) Responds to questions with appropriate information.
National / Local Standards / Industry / ISTE:
ESS09 
Know and understand the importance of employability skills. Explore, plan, and effectively manage careers. Know and understand the importance of entrepreneurship skills.
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Enduring Understandings: 
Students learn why customer service is important in the workplace in almost every job and may strongly impact the success of a business. Customer service skills must be taught, practiced and developed for effective application. 
Essential Questions: 
· What impact does good customer service have on the reason people buy products and services?

·  What traits convey a positive attitude?

· Why do employers place so much value on a positive attitude when hiring new employees?

· How can this generation use their traits to their advantage in the work place?

· How does doing the right thing relate to having a mature attitude?

· Is it acceptable to pad or place false information on a resume or on a job application?
· What is important when writing to a client?

· Why is having a professional resume important? 

· What types of information should you include on a resume?

· When should you use a cover letter?

· How should you select references?

· How is a job application different from a resume?

· Why are first impressions important during the job interview process?


Knowledge from this Unit:  
Students will be able to: 
· Interpret verbal and nonverbal messages in communication.
· Identify problems, find several solutions, and identify the consequences of each solution.
· Describe how to react and pro-act in various environments with people of different ages, genders, cultures, attitudes, abilities, and socio-economic backgrounds. Explain the importance of resumes, cover letters, job applications, and proper etiquette during the job interview process.
· Discuss what items should be included on a resume.
· Describe the formats of resumes and cover letters.
· Explain how to fill out a job application.

Skills from this Unit:  

Students will:
· Organize ideas and communicate verbally in a clear, concise, and courteous manner.
· Resolve given problems in a variety of circumstances.
· Demonstrate interpersonal skills under time constraints and stress. 
· Create a resume, cover letter, and list of references.
· Evaluate sample resumes.
· Complete a job application.
· Prepare for a job interview by role-playing as employers and employees.
[image: image4.jpg]% ASSESSMENTS





Assessment Method Type: 
	
	Pre-test

	
	Objective assessment - multiple-choice, true- false, etc.

	
	__ Quizzes/Tests

__ Unit test

	X
	Group project

	X
	Individual project

	X
	Self-assessment - May include practice quizzes, games, simulations, checklists, etc.

	
	_x_ Self-check rubrics   

__ Self-check during writing/planning process

__ Lab Book
__ Reflect on evaluations of work from teachers, business partners, and competition judges

_x_ Academic prompts

__ Practice quizzes/tests

	X
	Subjective assessment/Informal observations

	
	__ Essay tests

_x_ Observe students working with partners

_x_ Observe students role playing

	X
	Peer-assessment  

	
	_x_ Peer editing & commentary of products/projects/presentations using rubrics

_x_ Peer editing and/or critiquing

	X
	Dialogue and Discussion

	
	_x_ Student/teacher conferences
_x_ Partner and small group discussions

_x_ Whole group discussions
__ Interaction with/feedback from community members/speakers and business partners

	X
	Constructed Responses

	
	__ Chart good reading/writing/listening/speaking habits

_x_ Application of skills to real-life situations/scenarios

	
	Post-test


Assessment Attachments and / or Directions: 
NONE
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•
LESSON 1: Career Vocabulary Introduction

1. Identify the standards. Standards should be posted in the classroom.
CTAE-FS-10 
Career Development: Learners plan and manage academic-career plans and legal responsibilities in the workplace.
CTAE-FS-3
Communications: Learners use various communication skills in expressing and interpreting information.

2.
Review Essential Questions. Post Essential Questions in the classroom. 
· What impact does good customer service have on the reason people buy products and services?

· What traits convey a positive attitude?

· Why do employers place so much value on a positive attitude when hiring new employees?

· How can this generation use their traits to their advantage in the work place?

· How does doing the right thing relate to having a mature attitude?

· Is it acceptable to pad or place false information on a resume or on a job application?
· What is important when writing to a client?

· Why is having a professional resumes important? 

· What types of information should you include on a resume?

· When should you use a cover letter?

· How should you select references?

· How is a job application different from a resume?

· Why are first impressions important during the job interview process?

3.
Identify and review the unit vocabulary. Terms may be posted on word wall.
	Accomplishments
	Action Verbs
	Background Check

	Body Language
	Cover letter
	Degree

	Differentiate
	Dress for Success
	Employee

	Etiquette
	Interview
	Job Application

	Employer
	Objective Statement
	Overqualified

	Oversell
	Professional
	Reference

	Resume
	Salary
	Good Manners

	Customer Service
	
	


4.
The instructor can either: hold up each word, point to each word on a poster, or ask the whole-group if they can name examples that apply to each vocabulary word. Be sure to only use one or two examples from each student because of the large number of words. This activity may go into the second day of the unit planning if the students are actively engaged with examples. Use the Career Vocabulary Glossary Handout to define the terms. 
5.
Hand out the Career Vocabulary Crossword Puzzle. Students may be allowed to discuss the results with peers at the instructor’s discretion. The puzzles may be taken up for a grade. The instructor should post the answers on the wall afterward to satisfy students’ curiosity on answers and to provide a short review of vocabulary.

•
LESSON 2:  Customer Service

1.
Review Essential Questions. Post Essential Questions in the classroom.

· What impact does good customer service have on the reason people buy products and services?

2.
Asks students if they have ever thought about any of the following as customers:
· Students – the school offers you a product – your education

· Fans at a rock concert – customers of the band

· Patients – the doctor’s customers

· Citizens in your town – the mayor’s customer

3.
Students are asked to pair up and list at least one customer or group of customers for each person or group named. Some ideas are provided in case the students are unable to come up with customers for each person.

	Person or Group
	Some possible answers

	The local Chamber of Commerce
	Any businesses; members who pay dues

	Marathon Runner
	People who sponsor the runner, the organization that setup the marathon

	A firefighter for a town
	The local citizens

	The President of the United States
	All residents and citizens in the country

	Department Head of a company
	Employees in that department and the heads of other departments

	Principal
	All teachers, assistant principals, students, parents, and the  local community


4.
At the end of the session, the whole-group is pulled in and invited to take turns sharing examples of customers. The instructor may write on the board examples from the discussion so that all students can see each idea. 

5.
The students are then instructed to write a 3 - 5 sentence paragraph with at least two key points that state why one person or group is a customer of the given person or group. Use the Career Writing Rubric to grade the assignment.
•
LESSON 3: Why Customers Buy

1.
Review Essential Question. Post Essential Questions in the classroom.

· What do customers buy products or services?

2.   
“I had a water leak in my sink in the kitchen that flooded the floor like crazy. The plumber came quickly and told me that his repair would fix the leak. He left me a phone number and said call right away if the leak started back. He also cleaned up some of the caulking left on the floor and wiped off all the fingerprints left on my kitchen cabinets. Do you think this is a plumber that I would recommend to my friends?”
3.
For this next assignment, write six professions on the board and instruct students to come up with three ways each profession could provide an outstanding product that would make sure a customer would recommend them to friends. Note the plumber as an example:

· Reassured customer that the leak would be fixed

· Fixed the leak

· Left contact information if any problems

· Cleaned up caulking

· Wiped off fingerprints

View Six Suggested Professions Handout to see possible professions to choose.
4.
At the end of class, have students come up and write their ideas under each position until the board is covered or time runs out in the class.

•
LESSON 4: Customer Service: Need, Want, Problem

1. Ask the class if they can identify what we need to live. Some may answer luxury items so ask if that is what they actually need or just want. State that they will get a chance to talk about wants later. Write reasonable answers on the board. Some common answers would be water, food, air, sleep, and security. 
2. Ask the group for some of their wants. Common answers may include the iPad, iPhone, internet access, a new car, and jewelry.
3. Lastly, ask students to list what may be problems with their wants. Paying for insurance for the new car is one problem. Another would be if their new iPhone breaks or doesn’t download all of the applications they want. 
4. Remind the students that great customer service starts with understanding what the customer is really saying and then identifying if it is an actual need, want, or problem. 
5. Have the students take out a piece of paper and identify if the following is a need, want, or problem and then write a brief description of what the customer is actually saying. Note: possible answers are in red for the instructor’s benefit.
a. A customer asks a computer technician how quickly computers can be repaired. It appears that the customer really needs a computer and can’t work effectively or at all until the computer is repaired. Need it for business. Want it for personal use like surfing the internet. Problem either way. 
b. An elderly patient asks a physical therapist to help with an “awful arthritis problem.” It appears that the patient wants the pain to be eliminated or reduced. In fact, the patient may be unable to walk or perform other necessary life aspects. Need. Problem. 
c. A client says to a hair stylist “Give me a good cut.” Client wants to be attractive and hopes the hair cut will improve general appearance. Want. May be a problem if the client is in a business where personal looks are critical to the job (like a professional model). 
d. A project manager says to a bridge structural engineer “Give me a design for a strong and stable bridge.” Safety is critical to the project manager. An unsafe bridge is a problem. Need. Potential problem. 
6. Have students decide if each scenario is a need, want or problem; they do not all have to agree. 
Option: If time allows, have students try to convince each other to change their opinions using strong arguments. 
•
LESSON 5: Attitude is everything!

1.
Review Essential Question. Post Essential Questions in the classroom.
· Why do employers place so much value on a positive attitude when hiring new employees?

2. Tell students that attitude is everything. Read the following story about Janelle:
· “Janelle is part of a team that is planning her company’s spring picnic. She has set ideas about where the picnic should be held, what time everyone should get together, where the food should be served, where the games should be played, and which songs the band should perform. When her teammates offer other ideas on any of the topics, she raises her voice, appears annoyed, and tries to get her way. Finally, she makes a comment, ‘If all of you are so smart, you don’t need me. I don’t think I want to be on this team anymore’.” 

3. Have students take out a piece of paper, take five minutes, and write down their thoughts about Janelle’s effect on her team. 
4. Ask students to raise their hands if they think Janelle affected the outcome of the picnic? 
5. Have 4 or 5 students share their thoughts. 
Possible response: Janelle’s teammates will feel uncomfortable and may be unwilling to make any suggestions, especially those that do not like confrontations. Others may become angry and escalate the situation. Janelle may have great ideas but they would be overlooked because teammates find Janelle arrogant and disrespectful of the team and the individuals. As a result of these responses, the picnic may be less successful because of a lack of cooperation.
6. Put up the Attitude is Everything Poster. Divide students into groups and have them match the attitude to the statements.  

7. Tell students that employers expect employees to always ‘do the right thing’ in every situation. Good judgment is more important than skills. 
•
LESSON 6: Good Manners


1. Review Essential Question. Post Essential Questions in the classroom.
· Why do employers place so much value on a positive attitude when hiring new employees?
2. Give students the Using Good Manners Handout. Tell the students to pair up and discuss each question. **Note: The second page of the attachment includes the answer key; do NOT give students the second page. 
3. After ten minutes, pull the group together and let the whole-group decide on the answer by voting with a show of hands after each option.
4. Tell your students that good manners are part of being a team player. Read with students the “How to be a Good Team Player” at http://www.suite101.com/content/how-to-be-a-good-team-player-a32243. Ask students to write a paragraph that contains at least three key ideas about being a good team player. Use the Career Writing Rubric to assess the paragraph.
5. At the end of the time, you may ask if any students would like to read their paragraph out loud. Encourage students to respond positively to each other. Ask for a show of hands after each reading to see what other students agreed with the key ideas.
6. Inform your students that writing to clients also requires good mannered writing skills so they need to be very careful about what is said in emails and letters. 
7. Optional: If the instructor has time, there are additional mini-lessons available in the attached Writing to a Client Handout from the Foundations Series.

•
LESSON 7: Resumes & Job Applications

1. Review Essential Question. Post Essential Questions in the classroom.
· Is it acceptable to pad or place false information on a resume or on a job application?

2. Show the Building a Resume PowerPoint.
3. Enlarge the Resume Dos & Don’ts Handout and print it out. Cut out slips of paper that have each of the options and mix them up. Hand them out to students and then have them move to the left side of the room for the Do’s and the right side of the room for the Don’ts. Have each student read their statement out loud. If students think they should move to the other side, let them discuss where the option belongs until all statements are lined up on the correct side.
4. Introduce the next part of this lesson plan: students will pick a cultural or literary character and complete the Building a Resume – Guided Notes Handout on their chosen character. This gives them an opportunity to ‘pad a resume’ by assuming specific skills and educational levels of their character. One example would be Luke Skywalker. An attachment Building a Resume – Guided Notes Luke Skywalker is provided to show your students an example.
5. Upon completion of the guided notes, students will share their information in pairs. In the last fifteen minutes, pull the class together and ask students if they were able to see themselves when filling in the handout. Ask for some volunteers to share bits of their character.
6. Assign Building a Resume - Guided Notes Handout for each student to complete with their personal information for homework. 

•
LESSON 8: Completing a Resume and Job Application


1. Have your students take their homework assignment – Building a Resume - Guided Notes Handout – and use it to create their own resume. 
2. Show the Completing a Job Application PowerPoint and then have students fill in the Sample Job Application Form. Mention that while it is humorous and fun to make up information for cultural or literary characters, students live in the real world that requires facts. Students should only state facts that can be documented if challenged. For example, they should not claim to use Usher as a personal reference if he is not a close family friend. Be sure to answer any questions the students may have about the assignment. 
3. Have students turn in the application and resume for a completion grade. Make suggestions for improvements as applicable. Some things to look for include: neatness, feasibility of claims of awards and work, contact information, and education. 

•
LESSON 9: Completing a Resume and Job Application




1. Ask a professional to come in and participate in a mock job interview to model for students. Another teacher might assist by asking the questions. 
2. Then create small groups of 4 to 6. Have two students in each group interview the others using questions from the Sample Interview Questions Handout. The other members of the group will score the answers using the Job Interview Scorecard.
3. Remind the students that this is simply practice and the assessments are simply to help the students note which skills need to be practiced.
4. Try to time each question session for five minutes and call out ‘switch’ to allow all students an opportunity to practice. 
5. As a follow-up assignment, ask the students to write their responses to five questions of their choice from the Sample Interview Questions Handout. 

•
ATTACHMENTS FOR LESSON PLANS:
Career Vocabulary Glossary Handout 

Career Vocabulary Crossword Puzzle
Career Writing Rubric 
Six Suggested Professions Handout 
Attitude is Everything Poster
Using Good Manners Handout
Writing Rubric Writing to a Client Handout
Building a Resume PowerPoint
Resume Dos & Don’ts Handout 
Building a Resume – Guided Notes Handout 
Building a Resume – Guided Notes Luke Skywalker 
Completing a Job Application PowerPoint 
Sample Job Application Form
Sample Interview Questions Handout
Job Interview Scorecard
The Job Search Class Starters and Enders

•
NOTES & REFLECTION: 

At any point during the unit you can use The Job Search Class Starters and Enders. 
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Culminating Unit Performance Task Title: 
Career Folder
Culminating Unit Performance Task Description/Directions/Differentiated Instruction: 
Students will form a folder that contains all the assessed requirements for this unit. The instructor may choose to add a cover sheet and a Table of Contents requirement for ease of viewing. This folder should include: the completed Career Vocabulary Crossword Puzzle, Lesson 2 writing assignment, Lesson 6 writing assignment,  the fictional character’s resume, the student’s personal resume, optional letter to a client, sample job application, completed Job Interview Scorecard, and their answers to the Sample Interview Questions Handout. 
Attachments for Culminating Performance Task: 
Career Vocabulary Crossword Puzzle
Writing to a Client Handout
Building A Resume – Guided Notes Handout
Sample Job Application Form
Job Interview Scorecard 

Sample Interview Questions Handout
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Web Resources:

http://www.suite101.com/content/how-to-be-a-good-team-player-a32243
Materials & Equipment: 
· Posters

· Markers
· Copies

· Computer with word processing ability

· White Board

· Computer with Internet access
· Presentation Equipment

21st Century Technology Used: 
	x
	Slide Show Software
	
	Graphing Software
	
	Audio File(s)

	x
	Interactive Whiteboard
	
	Calculator
	x
	Graphic Organizer

	
	Student Response System
	
	Desktop Publishing 
	
	Image File(s)

	
	Web Design Software
	
	Blog
	
	Video

	
	Animation Software
	
	Wiki
	x
	Electronic Game or Puzzle Maker

	
	Email
	x
	Website
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