ROLE PLAYS – ON THE PHONE 
SPEAKING PRACTICE
	Student A: Customer	Situation 1
Phone does not turn on (obviously, you call from a different number)
Only the second alternative suggested works.
Result of the call: Satisfactory.
	Student B: Employee	Situation 1 Steps to follow:
1) Not charged? Plug in to a charger
2) Charger not working? Charge with cable to computer

	Student A: Customer	Situation 2 Phone does not charge
You don’t have a cable to connect to the computer. Result of the call: Not Satisfactory.
	Student B: Employee	Situation 2
1) Charger not working? Charge with cable to computer
2) Order a new charger? (suggest a different phone number to call to)
3) Be assertive but kind. You can’t do anything else.

	Student A: Customer	Situation 3 Phone does not connect to any Wi-Fi.
Only the third alternative suggested works.
Result of the call: Satisfactory.
	Student B: Employee	Situation 3
1) Reset phone.
2) Reset phone network settings.
3) Update phone’s software.

	Student A: Customer	Situation 4 Phone camera does not work.
Only the third alternative suggested works.
Result of the call: Satisfactory.
	Student B: Employee	Situation 4
1) Make sure “Allow camera” option is enabled
2) Restart the phone
3) Reset the phone

	Student A: Customer	Situation 5 Touchscreen is frozen.
None of the three suggested alternatives work, but phone is within warranty period.
Result of the call: Satisfactory.
	Student B: Employee	Situation 5
1) Restart the phone
2) Reset the phone
3) Update Operating System software
4) Ask if it’s within warranty.
5) Suggest to send it to repair at no cost.



