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Action replay script
Use this script as a guide; improvise as required to create the sense of a dysfunctional check-in desk. 
Ask two learners to play the part of two guests waiting in line to check-in. Guest #1 is in front and Guest #2 is behind. 
You will act as the front office manager on duty.
	Script

		Guest #1:
	‘I would like to check in, please.’

		Duty manager:
	‘Name.’

		Guest #1:
	‘<Choose a name – but only say the given or surname>‘

		Duty manager:
	‘Full name please!’

		Guest #1: 
	‘<Full name>‘

	Duty manager busies themself checking the computer several times, muttering noises and looking increasingly frustrated.

		Duty manager:
	‘Did you book?’

		Guest #1:
	‘Yes, yesterday.’

		Duty manager:
	‘Yesterday, ah, well.’

	Duty manager looks at the computer one more time, and then riffles the cards in the card box with an increasing look of frustration.

		Duty manager:
	‘Are you sure you booked?’

		Guest #1:
	‘Yes, yesterday with Wotif.com.’

		Duty manager:
	‘Oh why didn’t you say so?’

	Duty manager looks through pile of papers in the in-tray, checking several times.

		Duty manager:
	‘Could you spell your name please?’

		Guest #1:
	‘<Spell name>‘

	Duty manager looks through papers, card index and computer one more time. Guest #1 is becoming worried. Guest #2 begins to look impatient, glancing at their watch.

		Guest #1:
	‘Are you full?’

		Duty manager:
	‘No, we are not full.’

		Guest #1:
	‘Can I have a room then, please?’

		Duty manger:
	‘Yes, but you will have to fill out this card.’

	Before handing the card to Guest #1, the phone rings and the duty manager answers it. Instead of taking a message and promising to call back, the duty manager enters into a long conversation with another guest to arrange a booking for dinner in the restaurant and a golf game nearby. 

		Guest#1:
	
	(speaks whilst the duty manager is on the phone)
‘Would you hand me the card, please?’

	Duty manger gently throws the card to Guest #1. Guest #2 becomes more impatient.

		Guest #2:
	‘Look, I have a meeting to go to as soon as I check in. Can we hurry this up please?’

		Duty manager:
	‘I am speaking to a guest. You will have to wait your turn!’

	The duty manager’s mobile phone rings and, without completing the conversation with the other person on the phone, they answer the mobile.
The scene descends into chaos, with the duty manger talking on two phones and both guests talking in frustrated or even angry tones at the same time.
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