
“Is this really Science?” 

 This question that my Associate Teacher asked me when I showed this lesson plan to her 

stood out in my mind. I remember pointing out the expectation in the Ministry’s curriculum 

document. However, this incident reminded me that teachers are no longer here to drill concepts in 

our students’ heads, concepts that they might never use in the future. As shown by this lesson’s 

teachers are preparing the students to have an understanding of scientific concepts and processes so 

that the students are able to make personal decisions in their everyday lives. Teaching this lesson 

increases scientific literacy, thus helping the students analyze and understand support systems 

provide by companies in order to create a safe and effective product. 

 

Grade: 8  Lesson Title: Customer Service   Unit: Systems in Action 

Ministry Expectation: Students will investigate the information and support provided to 

consumers/clients to ensure that a system functions safely and effectively. (2.5) 

Curriculum Connections: This lesson integrates Language and Visual Arts. 

Assessment:  

FOR: Discussion about experiences with Customer Service 

AS: Notes on Owner’s Manual Analysis, Product Manual rough draft for common item 

Accommodations: For English Language Learners, the teacher can draw a picture for new 

vocabulary, and will allow time through Think-Pair-Share. For students with ADD/ADHD, written 

instructions (worksheet and anchor chart) and working in pairs so that partner can write down their 

answers will help. For students with Learning Disabilities, digital copies of manual and graphic 

organizer along with Text-to-Speech software should be provided due to difficulty navigating 

manuals with tiny fonts or many pages. 

Materials: Each activity requires preparation beforehand. Refer to the Materials document file. 

Activity 1: Copies of origami instructions (different language, missing steps), origami paper, timer 

Activity 2: Realia: Manuals (booklets, as well as digital copies that works with Text-to-Speech 

software) 

Handout: Owner’s Manual Analysis, Digital copy of Owner’s Manual Analysis  

Activity 3: List of common items cut into strips for drawing lots (ex: TTC token, spoon, hat, etc), 

blank template of Product Manual and Digital copy of blank template of Product Manual, prepared 

Anchor Chart (instructions on how to create a product manual) 



Minds-On/Introduction 

(10-15 minutes) Whole Class -> Individual 

 

Learning Goal: Students will successfully create a useful and clear Product Manual for a product 

that never comes with a product manual. 

 

Activity 1: Origami 

- Hand out: Students are provided with origami paper, along with instructions on how to fold a 

rabbit 

- The instructions are images on what each step should look like; the instructions underneath the 

images are in a different language; some steps are missing 

- Students fold a rabbit based on the instructions (Set Timer: 4 minutes, whether completed or 

not) 

 

- Ask Discussion Questions: Allow for Think-Pair-Share after each question if responses are not 

forthcoming 

 How did you feel when creating the rabbit with these instructions? 

 Why do products come with a manual? What would you do if there were no manual to build the 

new cabinet you bought? Or if your phone breaks? 

o Manuals are often many pages of reading and customers may get frustrated with unclear 

instructions or prefer having someone talk them through how to fix a problem; therefore, 

there is usually a toll-free number in the manual that connects to customer service 

 What is the purpose of customer service? 

 What is your experience with Customer service? (Good/bad, impression about company after 

and why; think about going to a customer service desk at Wal-Mart, or a parent/guardian calling 

Rogers/Bell due to a complaint) 

 

Body of Lesson/Action  

(25-30 minutes) Whole Class -> Pairs  

 

Activity 2: Analyze Product/Procedure Manuals 

- Students will look at sample manuals, in terms of Clarity, Thoroughness, User-friendliness 

- In pairs, students will look for product instructions, commonalities and differences (how to use 

product, how to maintain it, how to change settings, how to get extra help if needed, safety 

notifications, etc) 

- Distribute: Manuals (provide digital copies and ensure text-to speech and the Graphic Organizer 

Owner’s Manual Analysis; provide digital copy on a laptop  

- Read the instructions and the headings out loud 

- Walk around: While students are filling handout, check student work, clarify and answer 

questions 

- Switch: Students switch manuals with other pairs and continue to fill handout 

 

- Short discussion: Do a Think-Pair-Share with the previous group who were analyzing the 

manual the current pair has (manual quality, commonalities and differences) 

- From each pair, have someone write on the board one answer to each question 

 What made the manuals you saw helpful/attractive?  

 What made that manual unhelpful/hard to get through? 

 How would you change your manual to make it more useful/clear/thorough? 

 

 



Lesson Conclusion/Consolidation 

(15-20 minutes) Whole Class -> pairs 

 

Activity 3: Create your own Product Manual 

- Provide Scenario: Imagine there is an alien who has never used a product before, so the student 

must provide a product manual so that the item can be used correctly and safely 

- In pairs, students will look at simple products that do not usually have product manuals 

- Drawing lots: common items are listed on a piece of paper; one person from each pair come up 

and draw one paper strip and write about that, or think of one or their own, with teacher 

approval (ex: TTC token, pencil crayons, toothbrush, purse, socks) 

- Hand out: Product Manual – template, read instruction and headings on it out loud, provide 

digital copy on a laptop 

- Review Anchor Chart: post chart on the board and review the instructions with the students 

- While students are working, walk around to check student work, clarify and answer questions 

- Homework: Product manual is a rough draft. It is not formally evaluated but it will be taken up 

in the next class. 

 

Next Steps 

The next task is a cumulative task, where students will create a more efficient system/product, along 

with a product manual, and present the new system to the class. 

 

 

 


