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Folleto GAI1-240202501-AA2-EV01

< Elaboracién de un folleto. A partir de los datos, conceptos, e investigacion obtenida de su programa de formacién debera
realizar un folleto en inglés con la informacion y caracteristicas de su programa de formacion.
Para realizar el folleto puede utilizar alguna herramienta digital como Canva, Crello, Word, PowerPoint o cualquier otra
que conozca y le permita trabajar de forma creativa.

Estructura: datos personales del aprendiz, mensaje inicial, informacién basica del programa, expectativas e intereses que
se vinculen a su interés particular por estudiar el programa de formacién.

Describa de manera sencilla y clara utilizando frases, vocabulario e imagenes relacionadas con temas de interés y
caracteristicas de su programa de formacion. Incluya fotos y describa lo que estan haciendo en las imagenes. Haga
preguntas sobre el manejo del programa y respdéndalas.

"Customer Service Technician”
» Total Hours: 2256 hours

» Duration: 15 months

» Modality: Virtual

Can do activities:

respond to customer technical service requests.
troubleshoot technical issues.
report the resolution of these issues back to management.
Be the primary liaison with the customer on behalf of the company,
Respond to customer queries in a timely and accurate way, via phone, email or chat
Identify customer needs
help customers use specific features
Analyze and reporting product malfunctions
resolve customer queries.
recommending solutions
guide product users through features and functionalities.
be an excellent communicator
be able to earn our clients’ trust.
be familiar with help desk software.
Respond to customer queries in a timely and accurate way, via phone, email or chat
Identify customer needs and help customers use specific features
Analyze and report product malfunctions (for example, by testing different scenarios or impersonating
users)
Update internal databases with information about technical issues and useful discussions with customers
Monitor customer complaints on social media and reach out to provide assistance
Share feature requests and effective workarounds with team members
Inform customers about new features and functionalities
Follow up with customers to ensure their technical issues are resolved
Gather customer feedback and share with our Product, Sales and Marketing teams
Assist in training junior Customer Support Representatives




bJﬁ‘ma empezar con su folleto, debe decir lo que ha generado que en Colombia haya necesidad para su
= ”programa dé formacion. Debe usar presente continuo para decir lo que los Colombianos estan haciendo o

viviendo para que se requiera este programa.

Background information: Need for the program

Nowadays/ Lately/Today

Para dirigirse a la comunidad colombiana puede usar las siguientes expresiones:

Plurales: Colombian people
Most people in Colombia
The people of Colombia

Singular:

Everybody

Everyone

Every person in Colombia

§Subject Aux:llary
/ Eam
You are

Martha and | (we) are
Sarah (she) is
Elliot (he) is
The dog (it) is

Present participle complement

As seen in the examples “is” is the auxiliary used with singular nouns, when we refer to only one, . In contrast, ‘

is the auxiliary used with plural nouns. The auxiliary for the subject “I” is “am”

On the other hand, the verbs must go in present participle, that is: the original form of the verb (infinive) plus “ing”./
Como se observa en el ejemplo “is” es el auxiliar que se usa con sustantivos singulares, cuando nos referimos solo
a uno. En contraste “ i




Por ra pa=rfe Ios verbos deben ir la forma presente participio, que es: la forma original del verbo (infinitivo) més
Sing™ =

Rules to malke the present participle

1.Add ing_to most verbs.
l.watch |watching | 2.eat |eating | 3.clean | cleaning | 4.talk | talking
2.Erase e toadd “ing” when the verb finishes in “e”. Except when there is a vowel before “e”
| 1.dance dancing | 2.write |writing |3.give | giving | 4.compile | compiling |
3.Always keep y toadd ing .Never erase it.
1. try trying 2. pray praying 3. dry drying 4. study studying
4. Transform “ie” to y and add _ ing _
1. lie lying
5.Double the last __ consonant _ when the verb has only one syllable, one __ vowel _ in the middle

of two consonants. The last consonant must be one. Except when the verb finishes in x.
1. jog jogging | 2. swim swimming

Key information about the program
3. Para continuar con su folleto, debe dar informacion clave de su programa, referente a los siguientes
aspectos entre otros:

Weekly study suggested hours:
Associated Project:

Months to carry out the project:
Program Learning results:
Project phases:

Key subjects:

Debe introducir estos aspectos a través de preguntas guia sobre cantidad:

There is= singular there are= plural

There is one sofa There are two plants

There is one picture

There are three cushions

There is one window

There are two curtains

There is one bookshelf

There are four Light'bulbs

There is one television

There are eight books
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n in-thie examples “there is” is used with singular nouns, when we refer to only one, . In contrast,

= ™thereare” isused with plural nouns, to refer to two or more nouns. / Como se observa en el ejemplo “there
is” se usa con sustantivos singulares, cuando nos referimos solo a uno. En contraste “there are” se usa con
sustantivos plurales, cuando nos referimos a dos o mas.

You can make questions with the quantifier “many”. As seen in the table, many is used in questions with plural countable
nouns. This quantifier is never used with singular uncountable nouns or singular countable nouns./ Puede hacer preguntas
con el cuantificador “many”. Como se ve en la tabla, many se usa en preguntas con sustantivos contables plurales. Este
cuantificador nunca se usa con sustantivos singulares no contables o sustantivos contables singulares.

How many= plural, countable nouns

Questions Answers
How many balconies are there? There are too many.
¢Cuantos balcones hay? There are ten.

Hay demasiados.

How many trees are there? There are a lot.
éCuantos arboles hay? Hay muchos.
13. How many basements are there? There are some.

Hay dalgunos.

14. How many rooms are there? There are few.
¢Cuantas habitaciones hay? Hay pocas.
15. How many baths are there? There are none.

No hay ninguna.

Ejemplo:

How many Weekly study suggested
hours are there in the program?

3. Para continuar con su folleto, debe dar informacion sobre las actividades que un técnico de su area puede
hacer haciendo uso del verbo modal can. Debe responder la pregunta dada con 10 oraciones.




Reglas del uso de verbos modales

a. The modal verb is followed by a verb in _infinitive_ form. / El verbo modal va seguido de un verbo en
forma _ infinitiva_.

b. The modal verb doesn’t _ change depending on the subject. It always remains the same. / El verbo
modal _ no ___ cambia dependiendo del sujeto. Siempre permanece igual.

c. The modal verb acts as an__ auxiliary ___itself so there is no need to use do, does, did to make negative
or interrogative sentences. / El verbo modal actia como un _auxiliar __ en si mismo, por lo que no hay
necesidad de usar do, does, did para hacer oraciones negativas o interrogativas.

What can technicians in the area do?

Technicians in the area can

They can

-Collaborates effectively to get things done, building and nurturing strong relationships.

Ejemplo:
What can technicians in the area do?
Technicians in the area can collaborates effectively to get things

done
They can building and nurturing strong relationships.

Technicians in the area can collaborate effectively to get things

done Coaa
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- Theycan build and nurture strong relationships.

Lineamientos para la entrega de la evidencia:

e Producto a entregar: folleto. Haga uso de las normas gramaticales y redaccién utilizando el idioma inglés, ademas,
aplique las normas APA para las referencias y citacién de informacién obtenida de diferentes recursos digitales.
Extensién: folleto triptico entre 70 y 150 palabras.

Formato: El folleto deber& exportarlo a PDF.

Para hacer el envio del documento remitase al area de la actividad correspondiente y acceda al espacio para el
envio de la evidencia Folleto GAI1-240202501-AA2-EV01.

Criterios de evaluacion
Intercambia informacion personal sobre familiares con la estructura y el vocabulario
requerido.
Pronuncia adecuadamente vocabulario de informacion personal.

Modified from:
https://resources.workable.com/customer-support-specialist-job-description




