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REGISTRO DE ASISTENCIA Y APROBACION DEL ACTA No-

DEL DI'A_Q DEL MES DE DICIEMBRE DEL ANO 2022

OBJETIVO ()

Verificar la planeacion pedagogica, las guias de aprendizajes y los instrumentos utilizados en la formacion Bilingual expert on Business Process Outsourcing

No.

NOMBRES Y APELLIDOS

No. DOCUMENTO

PLANTA

CONTRATISTA

OTRO DEPENDENCIA/
¢CUAL? EMPRESA

CORREO ELECTRONICO

TELEFONO/EXT.SENA

AUTORIZA
GRABACION

FIRMA O PARTICIPACION

Alvaro Baena

4376722

Centro de
Comercio y
Turismo

agbaena@sena.edu.co

3158089416

N/A

VIRTUAL

Natali Chica

1097400829

Centro de
Comercio y
Turismo

nchica@sena.edu.co

3203823381

N/A

De acuerdo con La Ley 1581 de 2012, Proteccion de Datos Personales, el Servicio Nacional de Aprendizaje SENA, se compromete a garantizar la
seguridad y proteccion de los datos personales que se encuentran almacenados en este documento, y les dara el tratamiento correspondiente en

cumplimiento de lo establecido legalmente.
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ACTA No.

NOMBRE DEL COMITE O DE LA REUNION:
Revision y disefio curricular del programa de formacion Bilingual Expert on BPO

CIUDAD Y FECHA: HORA INICIO: HORA FIN:
Armenia Quindio 09 de diciembre de 2022 2pm 5pm
LUGAR Y/O ENLACE: DIRECCION GENERAL /
Sala de instructores de Comercio y Turismo REGIONAL / CENTRO
SENA Centro de Comercio y Turismo
de Armenia, Regional Quindio

AGENDA O PUNTOS PARA DESARROLLAR:
1. Revisar material de apoyo recolectado durante el trimestre.

2. Revisar plan pedagdgico en las fases analisis, planeacién y ejecucion.

3. Revisar las carpetas adjuntas en la plataforma Territorium.

OBJETIVO(S) DE LA REUNION:

Verificar la planeacion pedagodgica, las guias de aprendizajes y los instrumentos
utilizados en la formacion Bilingual expert on Business Process Outsourcing

DESARROLLO DE LA REUNION

Se reunieron el instructor técnico Alvaro Baena y la instructora de inglés Natali Chica
para hacer la revision del disefio curricular del programa de formacion Bilingual expert on
Business Process Outsourcing. Con respecto a la planeacion pedagdgica, se ajustaron
algunos aspectos frente a las actividades correspondientes de cada resultado de
aprendizaje en las fases planeacion y ejecucion, asi como se habia estipulado en los
compromisos de la reunién previa. En cuanto al material de apoyo, se revisé las carpetas
adjuntas en Territorium y los recursos recolectados durante el trimiestre (enlaces,
talleres, videos, articulos, imagenes). Finalmente, se hizo una verificacion del orden de
las carpetas el Territorium y lo que sera usado en el proximo trimestre.

CONCLUSIONES

- El disefio curricular debe ser constamente revisado para asegurar una formacion
idénea que responda a las necesidades del programa de formacion.

COMPROMISOS

ACTIVIDAD RESPONSABLE FECHA

N/A N/A N/A
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N/A N/A N/A

ASISTENTES: (Incorporar registro de asistencia)

Nota: Puede incluirse imagen o captura de pantalla de los asistentes, si se trata de una
reunion virtual o, de los asistentes que participan a través de una plataforma virtual.
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Instrucciones

Generalidades:

v" Quién(es) lo diligencian: El formato de Acta debe ser diligenciado por la(s) persona(s), o el area
responsable de la actividad, o en su defecto por la(s) persona(s) que citan a la reunion.

v' Cuando el se diligencia: El acta debe ser diligenciada durante el desarrollo de la reunién para ser
firmada y comunicada a los participantes en el menor tiempo posible.

v Frecuencia de diligenciamiento: N/A pues se diligencia cada vez que se desarrolla una reunién de
trabajo y se deban registrar las actividades, acciones y decisiones tomadas.

v' Qué tramite surte el formato una vez diligenciado: El formato una vez diligenciado debe surtir los
efectos relacionados con el proceso o procedimiento de las areas, y posteriormente pasar a
conformar sus respectivos expedientes.

v' Si se requiere imprimir (en lo posible no). Se debe imprimir en caso de que se trate de un
documento que haga parte de un expediente del area, salvo que se gestione como un documento
electrénico en los sistemas de informacién adecuados que cumplan los requisitos de documento

electronico y permita la conformacién de los expedientes electrénicos o hibridos.

v" Quién lo guarda: Las actas deben ser guardadas en sus respectivos expedientes.
v Oftros, segun se considere necesario
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FIRST TERM REPORT FOR THE GROUP BILINGUAL EXPERT ON BUSINESS
PROCRESS OUTSOURCING

Name of the training program: Bilingual Expert on Business Process
Outsourcing

Training program code: 135326

Project name: Elaboration of a proposal of actions to improve the technical
procedures for foreign customer service, according to established protocols.
Code: 2326595

REPORT

Attached to this e-mail, you will find the first term report for the aforementioned
group undergoing Customer Service training.

The first part of this report is divided into three parts. The first part provides a
general outlook to the participants of the group. Those who have average
performance and have shown a decent improvement. The second part focuses on
outstanding participants. Lastly, the report covers those participants who have not
shown a remarkable improvement and/or attitudinal flaws.

In general terms, the following participants have shown a decent improvement, but
they are still in need of further practice and improvement.

TRAINEES

CUSTOMER SERVICE
TRANING

LANGUAGE
TRAINING

Brenda Vanessa Marin
Yaquer

She has applied all the
recommendations and
feedback given. She has
improved a great deal in
her interactions. Great
attitude adjustment, a
little shy still.

Even though she has
shown an average
improvement, she stills
needs to work on the
basic tenses, such as
present tenses and
past tenses.

Carlos Mario Alzate
Acevedo

It can be told how much
he has studied to
overcome his
weaknesses. Good CX,
but he needs to improve
in intonation and
pronunciation.

He is very disciplined,
and he is a keen
learner. He has been
able to overcome most
of grammar gaps.
When it comes to his
speech, his ideas can
get lost due to his
choppy accent.
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Diana Milena Cano Pelaez

In general, her
performance is average.
She has a good stuck of
vocabulary and she is
very resourceful at
interacting in controlled
practices. Her attitude in
class is good as well, but
she tends to put off her
duties.

She has shown
improvement over the
last sessions, mostly in
grammar and fluency.
However, she needs
be more committed
since she frustrated
easily and tends to
drop things out of
nowhere.

Juan Jose Rodriguez
Pineda

His ability to customer
care is undeniable, very
skillful; nevertheless, he
needs to polish his
pronunciation.

Great participant. He is
a keen learner, and he
has improved a big
deal. His grammar
knowledge has been
increasing, and he is
very interested in
getting better every
time.

Mauricio Toro Arias

Mauricio has a very good
stock of vocabulary, and
he is usually very good at
interacting in English, but
his attitude has
decreased a bit during
the last weeks.

He is quite good in
terms of language
skills. However, he
sometimes makes the
same mistakes, which
shows that he has not
studied some topics
seen in class; it might
be a question of
attitude.

Emilia Leguizamon
Pefuela

Emilia has had some
highs and lows. Her
biggest weaknesses are
spoken grammar and
misspelling, nevertheless,
she has managed to
deliver good interactions.
She still needs to
improve.

She is very attentive
and participative in
class. Despite her
attitude is great, her
language skills are
quite low. She has
been sent extra
workshops on most of
the basic grammar
topics. It is hope she
can overcome these
gaps on time.
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On the other hand, the following participants have stood out and shown a great

deal of commitment to the process.

Participant’s name

CX training

Language Training

Juan Sebastian Acevedo
Mahecha

He came from low to
high, not only in hard
skills, but also soft
skills. His interactions
grow better by the
day.

He is a very
committed learner. He
is very curious, and
he is good at
expressing himself.

Cristhian Daniel Suarez Zamora

Great attitude, great
performance.

His English skills are
well-developed.
Besides, his attitude
and kindness make
him an excellent
student.

Andres D Alesandro Hoyos
Sanchez

In spite of some minor
slips, one of the best
agents-to-be.

The only thing he
might need to be
focused on is his
commitment since he
can be very lazy and
not punctual to get to
class.

Andres Felipe Mahecha
Paramo

In spite of some minor
slips, he has a great
attitude and is one of
the best agents-to-be

Great participant. His
English skills are well-
structured, and he is
very participative.

Cristian Camilo Londono
Martinez

In spite of some minor
slips, he has a great
attitude and is one of
the best agents-to-be

Excellent learner, one
of the best. The only
thing he needs to
improve is his typing
skills and spelling.

Valeria Giraldo Roman

Great attitude, great
performance.

She is a great
student; very attentive
and committed. When
it comes to her
speech, she needs to
polish the “th” sound,
she needs to trust
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herself a bit more
since she blocks
when she needs to
speak in public.

Eliana Giset Castro Lame

Great attitude, great

She a very good
student. She might
not be participative

Laura Daniela Cuevas Muirillo

performance. enough, but she
always giver her best
when learning and
practicing.

She gets very Great student. Her

nervous when
interacting, but she
usually does a great
job. Lowering her
anxiety filter is a must.

English skills are well-
structured, and she
knows how to express
herself with the
necessary number of
words.

Camila Lopez Arias

Despite of her thick
Colombian accent
which she is
struggling to
overcome, she is a
great participant.

One of the most
disciplined learners.
She has a good
grammar, and she
has a good
performance.
However, her accent
can be thicker than
expected and her
anxiety might block
her performance time
to time.

Kelly Juliana Mufioz Raigoza

In spite of some
personal and health
problems she has
had, she has the
language and verbal
tools to perform as an
agent.

Great student. She
needs to polish some
of grammar and
pronunciation
aspects.

Lastly, the following participants have either attitudinal issues or have not shown

progress when interacting.

Participant’s name CX training Language Training
Medium to low She can do better, but
Stefania Villada Soria language she is not as

performance in

committed as she
should be.
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interactions, shows no
meaningful progress.

Julian Andres Posada Torres

Poor language
performance, shows
no progress at all in
CX

Even though he
expressed his
excitement to be part
of the program, he
has not been very
attentive as he must.

Kevin Enciso Daza

Poor language
performance, shows
no progress at all in
CX

His attitude is quite a
problem since he
seems disinterested
while he is in class.

Maria Fernanda Rios Munoz

Medium to low
language
performance in
interactions, shows no
meaningful progress

Due to some health
issues, she has not
reached a good
performance.

Ricardo Jose Gaitan Vera

Poor language
performance, shows
no progress at all in
CX

His language skills
are quite basic, and
his attitude is not the
best.

Samuel Edilson Varon Galindo

Fair language
performance, medium
CX performance, not
very committed.

When it comes to
language skills, he is
average, but his lack
of commitment has
affected his
performance.

Shadai Palacios Riveros

Poor language
performance, she has
shown little timid
progress in CX.

She can do better, but
she is very unstable in
her learning process.
Therefore, her
performance is low.

However, we think the first part of the next trimester will be critical to shape up
those participants who still show flaws, or to dismiss those who would not meet the

class expectations.

Regards,

Natali Chica A.

Language trainer

Alvaro Baena

Technical trainer




