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REGISTRO DE ASISTENCIA Y APROBACION DEL ACTA No-18 DEL DiA 2 DEL MES DE OCTUBRE DEL ANO 2023

OBJETIVO (S) Revisar la planeacion pedagégica, las guias de aprendizaje, los materiales de apoyo y los instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels para la segunda fase del proyecto.
No. NOMBRES Y APELLIDOS No. DOCUMENTO PLANTA CONTRATISTA OTRO DEPENDENCIA/ CORREO ELECTRONICO TELEFONO/EXT.SENA AUTORIZA FIRMA O PARTICIPACION
¢CUAL? EMPRESA GRABACION VIRTUAL
) Centro de
1 Alvaro Guillermo Baena Lépez 4376722 X Comercio y agbaena@sena.edu.co 3158089416 N/A
Turismo
Centro de
2 Natali Chica Aristizabal 1097400829 X Comercio y nchica@sena.edu.co 3203823381 N/A
Turismo

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. 18

NOMBRE DEL COMITE O DE LA REUNION:

Revisar la planeacion pedagdgica, las guias de aprendizaje, los materiales de apoyo y los
instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels
para la segunda fase del proyecto.

CIUDAD Y FECHA: HORA INICIO: HORA FIN:

Armenia Quindio 2 de octubre de 2023 3pm 5pm

LUGAR Y/O ENLACE: DIRECCION GENERAL /
REGIONAL / CENTROSENA Centro

Biblioteca centro de Comercio y Turismo de Comercio y Turismo de Armenia,
Regional Quindio

AGENDA O PUNTOS PARA DESARROLLAR:

1. Revisar la planeacion pedagogica del programa Service Operation in Bilingual
BPO Channels para la segunda fase del proyecto.

2. Presentar el avance en redaccion de las guias y el material de apoyo
seleccionado y creado para el programa Service Operation in Bilingual BPO
Channels.

OBJETIVO(S) DE LA REUNION:

Revisar la planeacion pedagodgica, las guias de aprendizaje, los materiales de apoyo y los
instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels
para la segunda fase del proyecto.

DESARROLLO DE LA REUNION

Se reunieron el instructor técnico Alvaro Baena y la instructora de inglés Natali Chica
para revisar en su totalidad la planeacién pedagdgica, las guias de aprendizaje, el
material de apoyo y los instrumentos de evaluacién para la primera fase del proyecto del
programa de formacién Service Operation in Bilingual BPO Channels.

1. Revisar la planeacion pedagoégica programa Service Operation in Bilingual
BPO Channels para la segunda fase del proyecto.

Los instructores Alvaro Baena y Natali Chica redactan la planeacién pedagdgica para la
segunda fase del proyecto. Se incluyen las actividades a desarrollar y las evidencias
acordes. Asimismo, se hace la lectura de las actividades propuestas por los instructores
Jhon James Alzate y Adrian M. Artunduaga de las competencias transversales TIC y
actividad fisica. Todas las actividades van de la mano con la actividad de proyecto y
enfocadas al contexto de la industria BPO.

2. Presentar el avance en redaccion de las guias y el material de apoyo
seleccionado y creado para el programa Service Operation in Bilingual BPO
Channels.

La instructora Natali Chica presenta la guia No. 2 para la competencia “Interaction with
customers”. Se explican los temas a desarrollar en la primera semana tales como, el uso
del pasado simple y el pasado continuo en servicio al cliente y los negocios. Asimismo, se
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inicia con la practica semanal para el examen Versant. Entre las actividades sugeridas,
se encuentra el perfeccionamiento de la pronunciacion de los vernos regulares ED, el
contar historias de negocios en linea de tiempo y el uso de los dos tiempos para contar
problemas de servicio al cliente. En cuanto a los materiales creados, se incluye los
talleres de practica, la explicacién de los tiempo en servicio al cliente y actividades de
produccion escrita y oral. Con respecto a los instrumentos de evaluacién, aun no se han
creado.

El instructor Alvaro Baena presenta el avance de la guia No. 2 de la competencia
“Customer service requirements”. El instructor explica que el primera tema a desarrollar
son las métricas usadas en la industria del servicio al cliente. Por ello, crea material de
apoyo (presentacion) donde se explicada cada métrica y la importancia que se tiene en el
desempefio del agente. Ademas, socializa el juego de practica creado para que los
aprendices revisen las métricas generen dudas. Con respecto a los instrumentos de
evaluacién, aun no se han creado.

CONCLUSIONES

El programa Service Operation in Bilingual BPO Channels, precisa constante revision por
parte de los instructores para asi asegurar una formacion idénea que responda a las
necesidades planteadas por los patrocinadores y los parametros establecidos del disefio
del programa y el proyecto formativo.

COMPROMISOS

ACTIVIDAD RESPONSABLE FECHA
Presentar el avance en redaccion de las guias, Alvaro Baena 23 de octubre de
los instrumentos de evaluacion y el material de Natali Chica 2023
apoyo seleccionado y creado para el programa
Service Operation in Bilingual BPO Channels.

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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CODE 2780893 - SERVICE OPERATION IN BILINGUAL BPO CHANNELS
. CODE 2854941 - SERVICE OPERATION IN BILINGUAL BPO CHANNELS

B CURRICULUM DESIGN

MONDAY TUESDAY WEDNESDAY THURSDAY FRIDAY

6:00

CUSTOMER
SERVICE
PRODUCT AND
SERVICE SALES

7:00 CUSTOMER
SERVICE

PRODUCT AND

8:00 SERVICE SALES

9:00
CUSTOMER CUSTOMER
10:00 SERVICE SERVICE
PRODUCT AND PRODUCT AND
SERVICE SALES
11:00 SERVICE SALES
12:00
13:00
14:00

15:00
16:00
17:00
18:00

ALVARO BAENA LOPEZ




PROGRAMAS
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2780893
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2854941
TRIMESTRE:IV
INSTRUCTOR: ALVARO BAENA
HORAS DE DISENO CURRICULAR: 12 HORAS

LUNES MARTES MIERCOLES JUEVES VIERNES

6:00

7:00

8:00

9:00

10:00

11:00

12:00

13:00

14:00

15:00

16:00

17:00

18:00

*NOTA: LOS LUNES DE CADA SEMANA SE REALIZA UNA REUNION
ENTRE EL INSTRUCTOR TECNICO Y LA INSTRUCTORA DE INGLES, CON
EL FIN DE REVISAR EL PROGRESO SEMANAL DEL PROGRAMA'Y
VERIFICAR LOS CONTENIDOS CREADOS.



CODE 2780893 - SERVICE OPERATION IN BILINGUAL BPO CHANNELS
. CODE 2854941 - SERVICE OPERATION IN BILINGUAL BPO CHANNELS

B CURRICULUM DESIGN
MONDAY  TUESDAY WEDNESDAY THURSDAY
6:00

7:00

ENGLISH ENGLISH ENGLISH
BPO - AMAZON BPO - AMAZON BPO - AMAZON

8:00

9:00

10:00 ENGLISH

BPO - AMAZON
11:00

12:00

13:00

14:00

15:00

16:00

17:00

NATALIi CHICA ARISTIZABAL

18:00

FRIDAY




PROGRAMAS
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2780893
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2854941
TRIMESTRE:IV
INSTRUCTOR: NATALI CHICA A.
HORAS DE DISENO CURRICULAR: 12 HORAS

LUNES MARTES MIERCOLES JUEVES VIERNES
6:00

7:00

8:00

9:00

10:00

11:00

12:00

13:00

14:00

15:00

16:00

17:00

18:00

*NOTA: LOS LUNES DE CADA SEMANA SE REALIZA UNA REUNION
ENTRE EL INSTRUCTOR TECNICO Y LA INSTRUCTORA DE INGLES, CON
EL FIN DE REVISAR EL PROGRESO SEMANAL DEL PROGRAMA'Y
VERIFICAR LOS CONTENIDOS CREADOS.
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Comprender aspectos basicos y técni industria PO A fias de servicio al cli
Consolidar [ v delk
Demostrar — - — - — 0
Gin protocolos, ti

programa

Disminucion de costos por rotacion de personal, incremento rentabilidad de las empresas.
Racionalizacion en el uso de las herramientas tecnoldgicas como cuidado de los recursos naturales.
Apropiacion en el uso de fas nuevas tecrologias

‘ Tnclusion de mano de obra calificada en el sector productivo, mejoramiento proyecto de vida aprendices del programa.
[

Falta de compromiso del empresario como co-formador dentro del proceso/ Dar a conocer al empresario los beneficios de contribuir a la formacion el talento humano.
[Condiciones técnicas, flsicas o Toglsticas de la empresa que no favorecen e desarrollo del proyecto/ mostrar as ventajas de Ta implementacion de nuevas herramientas de Contacto.
Deficiencias en el perfil de Ingreso el aprendiz/ Mejorar el proceso de seleccion por parte de la empresa y el Sena.

[

Informe consolidado de la términologia utilizada en el sector BPO.
Protocolo de serviclos y procedimientos técnicos segun estandares de 1a ndustiia BP0

fmulacros de atencidn al diente en canales de voz y chat cumpliendo con Tos prot
Tnforme e desempeno en campanas de servicio al dlente Segun protocolos y reauenmIentos tecnicos.

[

El proyecto resuelve una necesidad del sector productivo?

El proyecto mejora el proceso/producto/servicio existente?
El proyecto involucra el uso de nuevas técnicas y tecnologias de proceso?
Tos productos finales son susceptibles a proteccion industrial y/o derechos de autor?
Los productos obtenidos en e proyecto pueden ser posicionados en el mercado?

[

Con el desarrollo del proyecto se puede satisfacer la necesidad de un cliente potencial?

iabilidad e proyecto para plan de negocio?

gc1a comunicacion

i
| polticas comeriaesde a compatis.
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Ambrenteconvenionsl dotada 21 311 nddules, Labaratona g Contact Genter BP0 dotada con pUsstcs 0 (rabafo nwidURIe: cumplend Especiicaconss (cnics e 55T, Sofiare €specalad para ContactCenter B70.




e

SERVICIO NACIONAL DE APRENDIZAJE SENA

SISTEMA INTEGRADO DE GESTION

jecucién de la Formacion
PROYECTO FORMATIVO

Versién: 02

Codigo: GFPI-

R — . [ ———
o u o ovs s f o comptran vy 3 o
ottt b ormacin ot - oo i oo spraer e e e R e o o s
o st o il i h sk et ; e
frtist i [ 2cam prrosSimis e ey s
[IR— : ool g
e w
e R emors : e e o s
1 peocr fomacin o pori e 1 . Tamtior 1 s deps st s : sctor i s o rsrl s o eons, o s
o Smartboar 1 et 2 prouetes ‘e competencia Comunicacién ergondmicas, computadores, televisor,
v [t B s s s oy e e
radorpara ablers desarrollo del programa
[yTre— T e — [ry—r—
Computadores. 31 Resma de papel tamafo oficio 1 stroctor Téc nstructor ' i i idad
O — s ; oo L v compuncs apars s o i, con o
daboracion de disgnostico @ part de as S e i i deuna culura depaz, € instructor 2 para 31 personas con 1
s el s g compancs
[t B [ — : daeutir s oy e e
e st oot 0
rpetas 1 paauete ambiente de aprendizaje con buena
Computadores. 31 Ganchos Legsladores < il i idad
B ——— oo 1 o e o macn o o
ol oot cres s e o e ! e 1on o e et i, brch . bt o sl
organizacién » ‘Sacapuntas. Tcaja ‘Fundamentales = " computatores, "
[t B e 8 s oy e e
Pty
‘Borrador para tablero 1 proes
o H
« : ‘ambiente de aprendizaje con buena
" . Ganchos i 2cas e sprendia ",
BT — - oo i sore gemnts o s 2o [ —— , snacon s
kA — Smaserd h s demnts o i s npanamertoy Hatonii [
frtiosty i s oy s e
ooy : Pty
pel tamafo carta. 1 pro
o oo o o e
” o e o 864, Instructor Valoracin etapa productiva. 1 Empresas.
I =
50
5
compure: s P 5 2smsoo | 5 cmaom e
Televisor Smart TV con salida HOMI_ Unidad 1 s 300000000 § 3.000.000,00 INVENTARIO
o ] © B S omon0 S0 e
[ e, : s amom S e
ot g ] o 5 om0 S0 e

nidad B s 3000000 | 5 530.000,00 CoMPRA
Marcagor Borrabes Uridad 2 s 230000 [ 5 5520000 CoMPRA

Resma s s 1289000 7731000 ComPRA

Resma 2 s 1550000 5 3180000 CoMPRA

Paguete 2 B 3530000 [ ¢ 3180000 CompRn

Paguete 2 g 2400000 [ 5 500000 ComrR
posct Paguete 3 s o000 s 1680000 ComPRA
Borracor pra tabero Uridad s s 50000 5 2500000 CoMPRA
copeta s i s 3490000 | 5 3650000 ComPRA

i 2 S 500000 [ 5 1000000 CoMPRA
Goncho cip s 2 s 200000 [ 5 400000 CompRn
Resatadores s 2 s 1020000 5 2840000 CoMPRA
osedors nidad i 1700000 s 1700000 ComPRA
perforadors s 1 2300000 [ 5 2300000 ComrR
esteros i 2 1930000 [ ¢ 3580000 CompRn
sacapuntas s T 130000 [ 5 1130000 ComrR
Borrador nata i T 2160000 [ 5 2160000 )
regla s B 230000 [ 5 1150000 ComPRA
oo s [ 1500000 [ 5 1500000 CompR
Foamy Paquete B 500000 | 5 7500000 ComRA
Papel s Block 3 B 380000 5 1120000 CONPRA

Equipos s 130338200 "COMPRA MAGUINARIA EQUIFD
erramientas 50

[Taento Humane § 5400000

Materiales de Formacion 1502800

'NADIA PATRICIA GRANADOS AMADO 204558 INSTRUCTOR Techico ot DISTRITO CAPITAL
EE3 Taior7e2 RSTRUCTOR TECHICO o STRITD CAPTAL
ALEANDRO. TABARE 1039355325 IRSTRUCTOR Techico REGONALANTIOQUA
a0 EXPERTA TEMATICA X
1790991 PROFESIONALES DISERO CURRICULAR o DSTRITO CAPITAL
U ALBERTO ARDIA ESPITA 929953 £ CURRICULAR o DisTRTO CAPTAL
956329 PROFESIONAL DISERO CURRICULAR ASESOR METODOLOGICO COMERCO Y SERV: REGIONAL REALDR
AN VELEZ VILLEGAS 7541350 Qoo













4
SENA

N

REGISTRO DE ASISTENCIA Y APROBACION DEL ACTA No-16 DEL DiA 8 DEL MES DE SEPTIEMBRE DEL ANO 2023

OBJETIVO (S) Revisar la planeacion pedagégica, las guias de aprendizaje, los materiales de apoyo y los instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels para la primera fase del proyecto.
No. NOMBRES Y APELLIDOS No. DOCUMENTO PLANTA CONTRATISTA OTRO DEPENDENCIA/ CORREO ELECTRONICO TELEFONO/EXT.SENA AUTORIZA FIRMA O PARTICIPACION
¢CUAL? EMPRESA GRABACION VIRTUAL
) Centro de
1 Alvaro Guillermo Baena Lépez 4376722 X Comercio y agbaena@sena.edu.co 3158089416 N/A
Turismo
Centro de
2 Natali Chica Aristizabal 1097400829 X Comercio y nchica@sena.edu.co 3203823381 N/A ’\
Turismo

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. 16

NOMBRE DEL COMITE O DE LA REUNION:

Revisar la planeacion pedagdgica, las guias de aprendizaje, los materiales de apoyo y los
instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels
para la primera fase del proyecto.

CIUDAD Y FECHA: HORA INICIO: HORA FIN:

Armenia Quindio 08 de septiembre de 2023 3pm 5pm

LUGAR Y/O ENLACE: DIRECCION GENERAL /
REGIONAL / CENTROSENA Centro

Biblioteca centro de Comercio y Turismo de Comercio y Turismo de Armenia,
Regional Quindio

AGENDA O PUNTOS PARA DESARROLLAR:
1. Reuvisar la planeacion pedagdégica programa Service Operation in Bilingual BPO
Channels para la primera fase del proyecto.

2. Presentar guias de aprendizaje, material de apoyo e instrumentos de evaluacion
creado para el programa Service Operation in Bilingual BPO Channels para la
primera fase del proyecto.

OBJETIVO(S) DE LA REUNION:

Revisar la planeacion pedagdgica, las guias de aprendizaje, los materiales de apoyo y los
instrumentos de evaluacion del programa Service Operation in Bilingual BPO Channels
para la primera fase del proyecto.

DESARROLLO DE LA REUNION

Se reunieron el instructor técnico Alvaro Baena y la instructora de inglés Natali Chica
para revisar la planeacién pedagdgica, las guias de aprendizaje, el material de apoyo y
los instrumentos de evaluacion del programa de formacién Service Operation in Bilingual
BPO Channels.

1. Revisar la planeacion pedagoégica programa Service Operation in Bilingual
BPO Channels para la primera fase del proyecto.

Los instructores Alvaro Baena y Natali Chica revisan que hasta la fecha, las actividades
propuestas en la planeacién pedagdgica se estén desarrollado, puesto que la formacion
del a primera fase del proyecto se encuentra a un 85%. Asimismo, se revisa las
actividades propuestas por el instructor transversal José Fernando Palomino de la
competencia de Comunicacionla instructora transversal Angela Maria Vanegas de la
competencia Etica y paz.

2. Presentar guias de aprendizaje y material de apoyo creado para el programa
Service Operation in Bilingual BPO Channels.

La instructora Natali Chica presenta las actividades a realizar para alcanzar el resultado
de aprendizaje “interaction with customers”. Por ello, se comparte el material creado
acerca de “Phone calls — call flow” “Adjective order”, el cual tiene adjuntos los talleres de
practica y las actividades de produccion enfocadas en servicio al cliente. Por otro lado, se
realizan actividades de produccion oral enfocadas en el examen Versant para ayudar a
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los aprendices a familiarizarse con la metodologia usada. Asimismo, se aplica el segundo
instrumento “phone calls”, en donde se tiene en cuenta el la interaccion de los aprendices
utilizando las expresiones y la estructura adecuada de llamada. Por ultimo, se comparte
la guia de aprendizaje con las nuevas actividades adjuntas, al igual que el glosario de
vocabulario. La informacion mencionada se encuentra en la carpeta “supporting material”
en OneDrive.

El instructor Alvaro Baena presenta la guia de aprendizaje de sales, en la cual se
muestran las actividades de activacion y transferencia del conocimiento enrutadas en los
conceptos claves de venta de productos por canales BPO. De igual modo, se inician
actividades relacionadas con el leguaje persuasivo y técnicas basicas de venta. En
cuanto a material de apoyo, el instructor adjunta las presentaciones e infografias creadas
para explicar los temas, al igual que el instrumento de desempefio, donde se evalua la
capacidad de los aprendices para describir productos que terminen en venta.

CONCLUSIONES

El programa Service Operation in Bilingual BPO Channels, precisa constante revision por
parte de los instructores para asi asegurar una formacion idénea que responda a las
necesidades planteadas por los patrocinadores y los parametros establecidos del disefio
del programa y el proyecto formativo.

COMPROMISOS

ACTIVIDAD RESPONSABLE FECHA
Resumen de la planeacion pedagogica del Alvaro Baena 22 de septiembre
programa Service Operation in Bilingual BPO Natali Chica de 2023

Channels para la primera fase del proyecto.

Presentar las guias de finalizadas al igual que el
material de apoyo y los instrumentos de Alvaro Baena 22 de septiembre
evaluacién seleccionado para el programa Natali Chica de 2023

Service Operation in Bilingual BPO Channels.

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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CRONOGRAMA DE ACTIVIDADES

PROGRAMAS
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2780893
« OPERACIONES DE SERVICIOS EN CONTACT CENTER Y BPO - 2690665
TRIMESTRE:I1I
INSTRUCTOR: ALVARO BAENA
HORAS DE DISENO CURRICULAR: 12 HORAS

LUNES MARTES MIERCOLES JUEVES VIERNES

6:00
7:00
8:00 REDACCION REDACCION REVISION
GUIAS DE GUIAS DE INSTRUMENTOS
APRENDIZAJE APRENDIZAJE DE EVALUACION
9:00
CREACION CREACION CREACION
MATERIAL DE MATERIAL DE MATERIAL DE
10:00 APOYO APOYO APOYO
11:00
12:00
13:00
14:00 ,
REDACCION *REUNION
PLANEACION SEMANAL
15:00 PEDAGOGICA
REVISION DE
REDACCION GUIAS Y
16:00 GUIAS DE PLANEACION
APRENDIZAJE PEDAGOGICA
17:00
18:00

*NOTA: LOS VIERNES DE CADA SEMANA SE REALIZA UNA REUNION
ENTRE EL INSTRUCTOR TECNICO Y LA INSTRUCTORA DE INGLES, CON
EL FIN DE REVISAR EL PROGRESO SEMANAL DEL PROGRAMA'Y
VERIFICAR LOS CONTENIDOS CREADOS.



CRONOGRAMA DE ACTIVIDADES

PROGRAMAS
« SERVICE OPERATION IN BILINGUAL BPO CHANNELS - 2780893
« OPERACIONES DE SERVICIOS EN CONTACT CENTER Y BPO - 2690665
TRIMESTRE:I1l
INSTRUCTOR: NATALI CHICA
HORAS DE DISENO CURRICULAR: 12 HORAS

LUNES MARTES MIERCOLES JUEVES VIERNES

6:00
7:00 REDACCION
PLANEACION
PEDAGOGICA ,
8:00 REDACCION
REDACCION GUIAS DE
GUIAS DE APRENDIZAJE
9:00 APRENDIZAJE ST ARIE
CREACION MATERIAL DE
MATERIAL DE APOYO
10:00 APOYO :
REVISION
INSTRUMENTOS
11:00 DE EVALUACION
12:00
13:00
14:00
REDACCION *REUNION
GUIAS DE SEMANAL
15:00 APRENDIZAJE
' REVISION DE
16:00 REVISION GUIAS Y
. INSTRUMENTOS PLANEACION
DE EVALUACION PEDAGOGICA
17:00
18:00

*NOTA: LOS VIERNES DE CADA SEMANA SE REALIZA UNA REUNION
ENTRE EL INSTRUCTOR TECNICO Y LA INSTRUCTORA DE INGLES, CON
EL FIN DE REVISAR EL PROGRESO SEMANAL DEL PROGRAMA'Y
VERIFICAR LOS CONTENIDOS CREADOS.
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BPO, BILINGUE, CANALES, SERVICIOS, CONTACTO, CAMPARAS

inglesaen el sector de BPO, 3 baja productivi las
o anterior v
£n 2019, Colombia h region con mayores ingresos en BPO segiin Frost & 3 i Contact Center para América Latina y el Cay Respecto alo anterior, entre tasa
de crecimiento promedio anual del mercado de 5,10%, i i  por enci i jiana.
El principal pais al que se exportan los servicios de BPO es Estados Unidos, por o tanto, d i Jevante 7), 6
un inio del inglés, a pesar d i y 1, A2y B1 G i i 2016). C or, el SEN) i mercadola Carrera Técnica
6 Jes Bilingiies BPO, P
Entre todos pr a ificati i i BP0, a v
idades distintivas y, de esta manera, para si mismas (Schneider, 2004). Adems, ol e , vents i v
o queles permitirs i por cualqui industria.
pe i aindustria.
Comprender aspectos basicos y técni industria PO A fias de servicio al cli
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1st quarter

Start date: July 26, 2023 Knowledge evidence |September 5 - Collecting information / Grammar and vocabula
End date: September 22, 2023

Classes: 35

Days: Tuesday, Thursday and Friday

Learning outcome: Express ideas orally and in writing in a
second language in accordance with the occupational
lenvironment and business communication protocols.

Performance evidence September 21, Product description linked with a campaign.

Learning styles - Getting to know each other [The importance of Bilinguism / Diagnostic Tes| Introduction week

Practice workshop of the
Companies - Verb be, present simple tense for customer service, vocabulary for companies, making topics seen. Parts of speech,
introductions,dictations, typing and customer service strategies. explanation practice
activities.

Peer-to-peer workshop parts
of speech. Basic word order.
Explanation and practice.

Stress and rhythm. Explanation and practice |Describing your job. - present continuous,
'workshop and production. jobs

vocabulary, wh questions,
discovery questions for
customer service

(campaigns).

Describing services and products, past simple
verbs ED, adjective position,reporting past
events in customer service.

Collecting personal information. spelling numbers and
names using the phonetic alphabet for customer service,
making phone calls.

Persuasive speech to describe products. Time|
to develp evidence.
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PROCESS MANAGEMENT OF INTEGRAL PROFESSIONAL TRAINING
LEARNING GUIDE FORMAT

LEARNING GUIDE IDENTIFICATION

Name of the training program: Service Operation in Bilingual BPO Channels

Code of the training program: 137500

Project name: Operacion de campanias de servicio al cliente en inglés para la industria de BPO.
Project phase: Analisis y planeacién.

Project activity: Reconocer el alcance, enfoque y estandares del sector BPO para desempefiarse en campanias
de servicio al cliente y usar el conocimiento adquirido para crear portafolio de servicios a partir de las
necesidades de la industria BPO.

Competence: Interactuar con otros en idioma extranjero segln estipulaciones del marco comun europeo de
referencia para idiomas.

Learning outcomes: To express ideas orally and in writing in a second language in accordance with the
occupational environment and business communication protocols.

Duration of the guide: 144 hours

2. PRESENTATION

Acquisition of English has become even more important through time due to the different changes that
markets have started implementing. Contact center services are, undoubtedly, one of the most remarkable
spots where English helps to make communication easier and capable agents with high language proficiency
will be helpful to reduce language barriers, increase customer satisfaction and avoid communication
misunderstanding which will impact a company service negatively. Consequently, an excellent English
training is required to assure SENA apprentices can face different situation they can be exposed to in their
daily performance as agents.

3. FORMULATION OF LEARNING ACTIVITIES

3.1 Initial reflexion activity

3.1.1 - Are you bilingual?
Pre-workshop: The word bilingualism is written on the whiteboard and students are asked to provide one
word that describes the concept of bilingualism and create a brainstorm. With the words given, students
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are divided into two groups to create a coherent definition of the concept using all the words. Then, each
group will be asked to read the definition created.

During -workshop: Students are shared the instructions to develop a workshop which carries all the
relevant information regarding bilingualism. The activity is individual and includes different approaches
for the students to improve their skills.

<3 W B By
[ o y W
AR T
I il i B v
RS e e &Y

1.Watch the video "The Benefits of Being Bilingual” and read the article
https://www.studysmarter.us/explanations/english/international-english/bilingualism/

2.Take notes from both sources.

3.Based on the information collected, answer the following questions:

a. What is bilingualism? Use your own words.

b. Explain each type og bilingualism. Provide your own examples.

c. What is the approximate percentage of bilingual people in the world?

d. Why do bilingual people tend to focus easier that monolingual people?

e. Why is English considered to be a lingua franca? Provide reasons.

f. What are the most common features/characteristics of bilingualism? List them.
g. What are the cognitive skills developed by bilingual people?

h. What is it said about grey matter and dementia? Explain,

i. Mention 9 benefits of being bilingual. Include two of your own.
j. How being biligual can imporove your job opportunities. Explain.

After-workshop: Students will be divided into 4 groups to play a trivial in Baambozzle with the questions
from the workshop. Each group will have ofur chances to answers the questions orally. After each
questions, students will be provided with feedback about their speaking. The groups which scores the
most will be the winner. At the end of the activity, students will be asked to share their thougths about

the importance of being bilingual and the benefits from it.
Ei % K \’

whm is sub-coordinate bilingualism?
Provide an example.

Game Code: 1678679

Benefits of
Bilingualism

:‘: . :»Au "'f

When a person learns a second
language by filtering information
through their native language.

‘Why is English considered to be a
lingua franca?

LEnglish is the language of business 2
Itis spoken in around 67 countries. 3
English fosters professional
international relationships.

.

What are rthe maet eamman foatiree nf

What is the difference between
coordinate and compound
bilingualism?

Coordinate is when two languoges are
learned simultaneously, and
compound is when two different
languages are learned in different
contexts

Benefits of
Bilingualism
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3.1.2 - Hidden message dictation

Students will be asked to have a sheet of recycled paper and a pen for the activity. A dictiation will be
made where students will train information retention, active listening and spelling. This activity will be
repeated twice a week to get the students to improve constantly. Dictations will be about empathy,
teamwork, assertive communication, leadership, problem solving and decision making. Dictations will be
grade by their partners and questions about the text will be asked to encourage the students to speak
and provide their own point of view.

DICTATION - THE OBSTACLE IS THE WAY * Simiriva | Resilience

Raul never seems to let difficulties in life worry him. When someone disagrees with him, he sees it as a

When America raced to send the first men into space, they trained the chance to understand things from a different point of view. When he had too much work, he learnt to

astronauts in one skill more than in any other: the art of not panicking. improve his time management skills. When he lost his job, he took an online course so he could apply

When people panic they make mistakes, they override systems. They disregard for better jobs. To Raul's friends, he's the best example of resilience.

procedures, ignore rules. They deviate from the plan, What is resilience? One definition of resilience is the ability to be happy or successful again after

They become unresponsive and stop thinking clearly. They just react— not to difficulties. But resilience isn't just that. It is also the ability to adapt to challenging situations without
what they need to react to, but to the survival hormones that are coursing feeling like it's all too much for you. It means using difficult situations to grow and improve.

through their veins, Some people might say Raul's just lucky. They might think he never gets stressed and that things just

Welcome to the source of most of our problems down here on Earth. Everything don't bother him. But they're wrong. Resilient people do feel stress, emotional pain, disappointment and

is planned down to the letter, then something goes wrong and the first thing other negative emotions. But it's what they do with those feelings that helps make them resilient.

we do is trade in our plan for a good old emotional freak-out. Some of us Resilience involves thoughts, behaviour and actions that we all can develop and strengthen. People are

almost crave sounding the alarm, because it's easier than dealing with not born resilient — they learn resilience.

whatever is staring us in the face. Yoo rom T Beitsh ommeil

DELEGATING - am |

Listen to the dictation and type down the text. Don't forget to check spelling and
include punctuation marks and capital letters when needed.

It might be tempting to think you can do everything faster and better than your team members. It might be hard
to hand over tasks you enjoy doing, but attempting to do everything all by yourself shows poor leadership and
can end in personal burnout.

You end up overworked, stressed and unable to be the leader your team needs. Leading a team brings new
ibilities ond and need to learn to delegate as much as possible.

That means sharing or transferring some of your responsibilities, and trusting other people to do some of the
work that you normally do.

Effective delegation gives you the time ond space to offer the support needed, deal with the problems that arise
and keep an eye on the bigger picture, things that a leader should be doing.

3.1.3 — Typing skills

Students will be provided with 20 minutes of every class to practice their typing skills including
punctuation marks and capital letters. The will be shared a list of links where they can take an online free
typing course, as well as a daily dictation website. These activities will help students improve their typing
skills for the job.

Lessony Tests Games Achavements Themes e iewa

v EEZ e £ @ ©on - 0310 The type of garden you choose will
depend on several factors. If you Llive

in an apartment, it may be impossible
Getting Started

Intermrmdiate

for you to have a large vegetable garden
@iﬁaﬂdsm

A TpenE MW Mg ACCIIR Tmw 267
SRR I

Adhvanced

no matter how much you may desire one.

If you work 6@ hours per week, caring

Dighal Lassacy

(%) U, R, and K Keys

g Spears TUWTH Ay A AN Them 726

Toch Readinass

for a very large rose garden could prove

Carer Prégp
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3.1.4 — Making small talk

Students will be shown an image and they will come up with the idea por the activity. Then, they will be
explained the importance of making small talk in customer service. Each person will choose a UNO card
from a bag. Each number has a topic assigned. Students will be given 10 minutes to search information on
the topic. After that, they will walk around the classroom, when the music stops, they will make small talk
with the closest person. They will be given 5 minutes to exchange information based on the topic assigned,
but the conversation needs to flow as natural as possible. Then, the music is played once more and they
walk around until they find another partner. When the activity finished, students will share their thoughts
about small talk and the strategies they have implemented.

Number 1 - Food
Number 2 - Technology
Number 3 - Pets
Number 4 - Movies
Number 5 - Trips
Number 6 - Sports
Number 7 - Books
Number 8 - Weather

3.1.5 - | think of these things

Students will be paired up to participate in a tongue twister tournament. Then, they will be explained
how the “th” can be pronounced using different words and making sure the students practice. Lastly, a
practice workshop will be delivered. The idea is to create awareness of the importance of a clear speech
and good pronunciation in customer service.

| THINK OF THOSE THINGS WORDS WITH VOICELESS TH

Let's say the following tongue twisters. Try to say them as fast as possible. To make the voiceless TH sounds, follow the steps.

— . think maih")

If King Thistle stuck a thousand thistlesin  Thirtythree thousand people think that thin tooth

the thistle of his thumb, How many thistles  Thursday is their thirtieth birthday. thing bathtub teeth

did King Thistle stick in the thistle of his thanks toothpick tenth
thumb? They both, though, have thirtythree thick thirty At the beginning :m In the middle of m >_m the end of
thimbles to thaw. m:::] of the word someting the word breath the word

thumb anything earth

Thank the other three brothers on their third athlete mouth

father's mother’s brother’s side. thirteen south

L’ =

WORDS WITH VOICED TH PRACTICE TIME

Let’s highlight i biue the voiced TH sound and Then, practice
Tomake the voiceless TH sounds, follow the steps. with 3 parter and say the sentences out loud.
Ther i teather
“:": w':‘:; 1)1 think it s Thursday. 0 s sl el e R
- i 2) s his thirteonth birthday today. T tin i ieer N olfiine.
i a booi _ breathe At the end af s o of
tho \ Atthebegiming e \ Atheendot mether \nthemidlont gl 8) TH088 three boys will be three this Thrsday,
there of the word the word clothing the word A October ninth.
smoath toothpick.

theyre clothes -
llhhll:; :11::: 4) They shoud ask i fallror il molfi. 9) Thard is something in fiaf dog's mouth.
these another 10) My brother said the weather is warmer in the

5) Th m E

T offf o south than inthe north,
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3.1.6 — Scrambled sentences — Versant practice

Students will be divided into two groups for the activity. They will be told scrambled sentences out loud
and they will need to say it unscrambled respecting the order. The team with the most well-said
sentences wins. At the end of the activity, students will share their strategies to retain information and
organize the sentences.

Scrambled sentences Shipping service / a fast and reliable / the company has
The company has a fast and reliable shipping service.

Country house / they live / in a lovely old

Spacious and decorated / our hotel offers / rooms.
They live in a lovely old country house. s y pok

Our hotel offers spacious and decorated rooms.

Rewards you / loyalty program / our customer Offers / our premium package / exclusive benefits

Our customer loyalty program rewards you. Our premium package offers exclusive benefits.

To be repaired / needed / the broken window With a beautiful view / in a spacious apartment / Emily lives
The broken window needed to be repaired. Emily lives in a spacious apartment with a beautiful view.
In a well-maintained house / she lived An ltalian pasta / Tomas prepared / with fresh tomatoes

She lived in a well-maintained house. He prepared an ltalian pasta with fresh tomatoes.

Note:The links for the activities are found at the end of the learning guide, and the material needed is
uploaded in the “Supporting material” folder on Territorium.

3.2 Contextualizing activities and identification of the necessary knowledge for the learning process.

3.2.1 - Who do you work for?

Students are asked to share everything they know about Amazon. Their ideas will be noted on the
whiteboard. Then, they are asked to watch two videos about the history of Amazon and to take notes on
their notebooks to create a short profile of the company. Lastly, students will share their profiles and a
collective description will be created.

2018: 130,000 new

| 2 - S

What is amazon? Short histary of amazon. Amazon and jeff Bezos - Animatad History

3.2.2 — Do you know these companies?

Students will be shown a set og images from logos of different companies and they will speak up about it.
The idea is to check the students’ knowledge from worldwide companies and the products and services
offered.
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3.2.3 — What are these words for?

Students will be given a wordsearch with different words on it. When they find them all, a chat will be
drawn on the whiteboard with different categories on it, such as nouns, verbs, adverbs, adjectives, articles,
conjunctions, interjections, pronouns and prepositions. Students will come one by one to write down one
of the words in the corresponding category.

What are these words for?

HANDLE
PURCHASE
ALNOST
CREAT
REALLY
COMPUTER
BRIGHT
CLEARLY
OURS
YET
THEY
HELP
HOWEVER
ITEN
CHECK
BELOW
DELIVER
R
SUCCESSFULLY
PRONPTLY
SURE
PHONE
WO
Hay

m
<
o
m
-
-

mmo-<m-=- < X < < XX wun
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- rm<0 XET < T N DVT>P»PCr
mrTOoO v -NMONOmm»O=—-~<= 2
< Er~XI>»BITOT<0rrao
< I MmMHDMm=- IXTNIN<=<
TN IXTO®IT® AUV ITOZmM
X m X O wXD>»00NO0O Vr O-

3.2.4 - Can you choose the good one?

Students will play a game individually where different sentences will be shared, but there is just a good
one. After each questions, students will explain the reason for their choices. The goal of the activity is to
check basic word order in English.

Questions (10) Show answers
Which sentence sounds better? &
u Claire textod Mr. White this morning earty. X
Can you choose the good L] ciaire Mr. White texted early this maming. X
we  gn@?
e PRAPEIE o - e e—— v
ﬂ ovi e
Check word ordor. Which sentence sounds better?
® Ay anc
e . N
Natchicag3 S - True of false P f
» 6 d This sentence is well-written: Tanya speaks quite well German. » ~ .
= C e

3.2.5 - Can you sing it?

Students will be team up to develop the activity. Some chant will be displayed on the TV and the
students will be asked to sing them based on the example given. Then, they will be asked if they know
why some words are in bold while the other ones are not. After that, they will be asked to come up with
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different hypothesis to understand the rhythm of the chant. Lastly, each team will sing them to check
pronunciation and teamwork.

Read the following sentences at your own pace.

Kids beat drums.

The kids beat drums.

The kids beat the drums.

The kids will beat the drums.

The kids will be beating the drums.

The kids will have been beating the drums.

3.2.6 — May | have your full name please?

Students will be shown a slide with different information on it. They will be asked to classify the
information into categories to check understanding. Lastly, they will come up with the topic that will be
covered.

Classify the information below into categories.
July 25,1978 Victor, 1A 52347 Monroeville, PA 15146 28 years old

American
513-494-2313 319-647-0079

Cashier
Lillian B. McGee VA 24586 Retired

Ted S. Smith

45 years old
? 74 years old marcelo/19@outlook.com

English
betty-36@gmail.com

1640 Queens Lane Ringgold

434-822-5545 iohn_@jour.com

journalist Gianfranco Marcelo 3450 Pyramid Valley Road ~ Italian

4397 Jacobs Street August 16,1949 August 10, 1995

3.2.7 - Active listening — phone call
Students will listen to a phone call between a customer and an agent. They will be asked to answer some
guestions based on the conversation. Then, they will be requested to identify the call flow based on

' PHONE CALLS

Listen up!

Identify:
1.The greeting
2.The reason for calling
3.The solution provided
4.Did the agent do a recap?
5.Did the agent add branding?
6. How did the agent emphatize with the customer?
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3.3.8 — Customers needs vs Customes wants vs Customers demands

Students are asked if they know the difference among these three concepts. Then, their ideas will bw
written on the board. After that, students will watch a shor video about the topic and they will create a
chart where these concepts are explained along with an example to check understanding. Lastly,
students are encourage to share their ideas.

by people via influences
. -in culture and.personality

3.3.9 — What do you know about ads?
Show the students some ads and ask them whether they know the type of strategies used to prmote the
product. Then, they will be asked why do they take into account when buying/

Note:The links for the activities are found at the end of the learning guide, and the material needed is
uploaded in the “Supporting material” folder on Territorium.
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3.3 Knowledge appropriation activities (Conceptualizing and Theorizing).

3.3.1- | work for a retailer company

Students are asked to develop some vocabulary and listening activities based on the companies mentioned
in the previous activity. Then, students will be explained how to use some expressions and words related
to companies and the description of each. After that, students will be asked to listen to activity 8 once
again and to identify the questions asked and the type of grammar used. Lastly, students are asked to
explain when to use the Present Simple Tense and to provide their own examples applied to the business
and customer service.

6 Complete this text with words from 4. Sometimes you need ta change the form.

1 Companies

Starting point
1
»

Skoda ! caes and other vehicles 1ths a
2 of Valkswagen (VW) Giroup and it s the third
¥ in the

aldest car maker In tho
Caneh Topublie. but it ompany. 1t
in 103 markets and has more than 25,000 °
warldwids

Working with words

20
Skoda has the advantages of a central European location and tefmolgy
fromm the VIV Group. For this reason, its costs am lower than many of
s sand it n cars
which offer guod vaue for manay

When tha company startd, it producnd bicyelos. Today, 1t continmes t

' support services 1o the Tour de Prance and
Tour of Sritain cyclo rces.

3 For more exe &0 to Practice file 1 on page 10€

7 Name three big companies in your country, What do they do?

8 Listen and complete the information about the ASSA ABLOY Group,
Name of group ASSA ABLOY
FProducts | and s, .
Competitors I ¢ Ingersoll-Rund, and
Master 3
Nationality ’S.
Number of employecs X

countries, " companies
PRESENT SIMPLE FORM Simple Present Spelling Rules
: 01. Verbs ended in "S, SH, CH, X, Z, and 0”. Add "ES” to the verb.
_ [ o | b0 = Washes Fixes Watches Does
w z
x & e S he v P o o . -
g ::. Lasaa|IE H ous et work)| |- o.,.‘l,,,. \ work? 02. Verbs ended in "Consonant + Y". Replace "Y” with "IES
Slay ) 2| gt =t | Lt . ,
0 o | @mrn I | e fow] Study - Studies Try - Tries
They) | work They,| ‘don't work by { they) ) = N O
03. Verbs ended in "Vowel + Y”. Just add "
o (o} (2 )@ ﬁ—'fﬂf}ﬂi— Plays Stays Says
S ' A ion
2wl Lo | @l | Gomimet e 04. Just add "S” to the other verbs.
s = o [@e=nt | AN quesTion
g = SN PN | g Works Takes Puts
{m they)) do. fhey) | (don't. @ Does she work? "
Replace HAVE with HAS

3.3.2- Which company do you work for?

Students will listen a conversation where there is someone describing Nestlé. They will be asked to take
notes to answers some questions. Then, based on the format used in the listening activity, students will
create the profile of three different companies using the words learned in the previous activities, the
Present Simple and the information collected for each company. Lastly, students will choose one of the
companies and they will read the descriptions without saying the name of it, so the others students can
guess the company described.
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Listen and make a note of three interesting facts about Nestlé.

Compare with your partner.

O 0 NN U s W=

Listen again and answer questions 1-9.

How old is the company?

What products does it produce?

What is its annual revenue?

Where is the head office?

How many factories does it have?

How many employees does it have?

Is employee training important for the company?
Does the company help local communities?

[s it a green company?

3.3.3 — Guided-reading Present Simple

Students will be shared a reading where they will identify the tense studied and the different adverbs,
connectors and time expressions used in daily routines. Then, students will be asked to check linking
sounds and to mark them for the reading. Lastly, students will take turns to read it to practice intonation

and pronunciation.

The daily routine of a
sportswoman

She spends the first 30 minutes reading and then 15 minutes meditating.
At 5:15 am Janet checks her email for only 30 minutes and then goes for
her first run of the day. She runs for an hour and a half along the lake near
her house. After running, Janet has a shower and then prepares breakfast,
which is usually cereal and fruit. However, she occasionally has a less
healthy breakfast.

She usually finishes breakfast at around 8 am, If it is a weekday, she always
leaves the house at 8:20 and goes to training. Her training starts at 9 am,
and she needs 30 minutes to drive to the gym. She trains for 3 hours with
her team and then goes home for lunch. She always eats a very big and
healthy lunch. As soon as she finishes lunch, she has a nap for one hour.

After her nap, she likes to go for a walk around the lake and look at nature.
She sometimes reads or meditates at the lake in the afternoon. In the
evening, during the week, she meets up with friends. Most of her friends are
athletes too, so they have a lot to talk about.

She typically goes to bed at 9 pm because she prefers to be awake in the
morning than at night. She sometimes falls asleep listening to music, but
she never watches the television or reads anything on her tablet. She
always makes sure her alarm is set and is aimost 2lways asleep by 9:45 pm

3.3.4 — Present simple in customer service

Students will be shown a reading of a daily routine, where they will identify adverbs of frequency,
connectors, time expressions and common verbs used in the Present Simple. Then, students will be
shared a listening, reading and writing activity where they will create the daily routine of a customer
service associate based on the videos and the reading included in the activity. Then, they will upload
their writing on a Padlet. After that, each student will be assigned someone else’s writing to check and
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provide feedback. Students will make sure they use the Present Simple, adverbs of frequency,
connectors, time expressions and the vocabulary used in customer service.

Production task

1.Read the article "A day in the life of a customer support
representative” and identify the activities done in a daily-basis.
2.Watch the video " Virtual customer service roles” and take notes.
3.Create your own routine of a customer service associate. Use
frequency adverbs, time expressions and specific time when
describing the routine. o
4.Use a third person in singular (he-she). ** 3

'€k

3.3.5 — Practice workshop

Students will practice the use of the Present Simple through different activities online and pdf
workshops. The idea is to refresh the use of this tense and to solve doubts in case there are some.
Students will develop it in couples so as to encourage interaction and collective feedback.

Practice workshop
Working with words Business communication

Name: Date:

Write each verb with the correct -s, -es, or -ies ending.

1. study studios 8. help - ~

2. get —— 9. miss i

3. pasa. 10.play

4. worry . fix k
5. explore 12 watch __

6. do 13. like

T-buy _ S (LN —

Circle the correct form of the verb to complete each sentence.
1.Doctor Romirez love (Tovay his job
2 He study / studies history.
3.A salesperson sell / sells products for a company.
4 You and Anita work / works on weekends,
5.Nurses help / heips people.
6. Wa write / writes science bocks,
7.0ur office close / closes ot 7:00 pm.
8.She toke / takes classes at the business school.
9. You welk / wolks to work every day.
10.1 start / starts work ot 8:00 am. every morning.

s ¥ an international car show?
B
Nice
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Put the verb Into the correct form,

oton't. drink

10t / drink ti very oter

Complete the sentences using these verbs. Sometimes you need the negative.

believe  est  flow  go

make rise translate

srow

> anothar.

Circle doesn’t or don't to complete each sentence.

1.An astronout @oesn / derit hawe o lat of frae time.

2 Teachars doesei

don't wark on Sunday.
3.A dancer doesn't / don't have the same schedule every day.

4. We doesn't / don't work oo weekends

5.1 doesn't / don’t work in an office.

3.3.6 — Parts of speech

O

Students will be shared a listening activity where they will need to watch a video where parts of speech
are explained. They will be asked to take notes to identify the categories mentioned and the examples.
Then, a workshop will be shared, where students can apply what they have learned and solve doubts.

The workshop will be provided with feedback.

PARTS OF SPEECH

Click on the following vidos: hitps://youta ba/ATXSSCInTES

[[r T
T W Yo e s e bnath

3.3.7 — Basic word order in English

. Go through the following sentences and identify the part of speech of the

p \

6. The jury got divided among _.

1. 'm coming too. Please wait for _.
8.__ book is better than the other.

9. Is the mug __? It was on your table.

1.Namitha is not coming today.
2.My mom will be leaving to Bangalore tomorrow.
3.The teacher asked the students to stand.
4.He is my brother.
5.There is a cat undor the table.
6.The clothes did not dry as it was raining all night.
1.Sheena and her sister dance well.
8.1 am wearing a green dress for the party,
9.0h! That is really sad.
10.She is coming with me.

d. Fill the blanks with correct pronouns.

1.James is my brother. __ study in the same
class.

2.Between Ritu and |, _ am the younger one.

3.Do you see this book with my name on it? It
is__

4.Miss Gwen is our new class teacher. __is
very sweet.

5. While cutting vegetables, Mitu cut ___

Students will be explained the basic word order through different examples used in customer service.
They will be explained the place of adverbs of place and time in a sentence, as well as adverbs of
frequency. After solvind doubts, students will develop a workshop in pairs where they will be able to
create sentences, identify mistakes and organize sentences. The workshop will be shared in class to

provide feedback.
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Frequency adverbs
BAS I c w 0 R D 0 R D ER These type of adverbs are usually place between (he subject and (o v, They might be
placed at the beginning of the sentence to emphasize on the meaning of it.
, . o Customer sometimes a<¥ for refunds.
Let's check the following sentences: o Somelimes, agents are assigned different channels to assist customers.
1.We found some interesting books in the library about history . .
2.Laura left last night her umbrela in the Italian restaurant. If a sentence has two verbs (auxiliary verb and main verb), the frequency advert is placed
3.Claire gets cases about refunds in the afternoon on Mondays. betwoen those two.
4.She's worked in Bogotd since 2019 as a customer service associate. ® Marcela cain never reme the name of her customers.
® Mr. O'brien, the delivery guy '1a: probably your package at the wrong address.
In English, the basic sentences follow a very easy order which allows the ideas to sound
natural and coherent. The basic word order is that the subject comes before 12 v\ which Frequency adverbs always go after the verb to be (am, is, are, was, were) and before the
comes before the S+ls expression "have to".
* We o hardly ever late for work.
1.Wef o Claire - usually good at taking refund calls. [ -0- |
2.laura o They werent always nice to us.
3.Claire * Agonts sometimes have to ask to be respected. .
4.5he

3.3.8 — How do yo do things?

Taking into account the basic word order explained in the previous activity, students will be delivered a
guide of adverbs of manner and of degree. They will be provided with some time to read It and create
their own examples to check understanding. Then, students will be asked to aske questions about thing
they did not understand. After that, a workshop will be shared to practice the theory and to revise
understanding. The workshop will be checked in class with the help of students.

Adverbs of manner

Adverks of manner usually provide formation about how an action is perfermed. Adverbs of degree

Adverbs of degres modify verbs, adjectives, or other adverbs to indicate the inteasity, extent,

We polite'y greet customers as they enter the store,
She resolved the issee promptly ? or degree of an action, quality, or state. They are place before the word medified.
Laura ey lstened to the customer' feedback. (@€’ oW +
Slonly. Jake entered the room, / Our team Is vory pleased to assist you with your request.
The customer agreed eager! Our team Is 'u'ly equipped to handle yoar technical queries,
We're almos! finished processing your request.
They can be placed in lllllr_ul positions within a szntence, depending on the emphasis We compiately valuwe your feedback and suggestions.
and the flow you wast to achiev, | have peetty mueh ended the weekly report.
LAfter the main verb: When it comes to intransitive vorbslwhon obiests are nol nosded to When it comes to the adverb “cniosel’ in that case, it is place after the werd modified.

feoglde messing). adverbs are placed after them, Q
i Your feedback is important =nuuz' for us to take immediate action.
Our Amazonians abways spieik o'y
We st e s gkt sl sicory )\‘" Well do c1c5h to keep you updated on the status of your delivery.
We wark quickly to sddress your needs. ..‘ Your input is valuable v/ to help us improve our services and prevent similar issues in
the future.

e - d. Underline the correct adverb of degree in each sentence.
Practice time 2
1. We're aimost / barely there. Oaly five more minutes to go. } §
& Uil arfia tha marrack Advark of maniar 1n sack séstanse. 2. Since Alice started her new job, she rather / hardly ever comes to se us. 1
- i y o 3. We were all extremely / barely Impressed when the toddler started reading.
1. Mary sang beautifuly / beautifully last night. It was fike listening to an angel. 4. Tm pretty / hardly sure this is John's bousz. That leaks like his car in the driveway.
z u!“m“ are African animals that can run very fast / fastly. -~ 5. We nearly / fairty missed oer train. Thanidully, we got to the platform just in time.
3. Alice was tired because she hadn't slept very goodly / well. ’
4. The children played happily / happyly all afternoon.
5. you want 0 s the xam, youl have o work very hrd / hardly. — :':::" ha santence Ralres WK theiz ondage. uoderiiniog the corppet dvary of
b. Compiete the sentences using the adjectives below in their adverb form. 1.1 couldt eat any of the curry, It .. a terribly / ratber sarry!
2.0h dear. Did | just step on your toe? fm ... b almest / just had oae.
hard - quiet - peaceful - high - good 3.Ws either this raad or the sext one. I'm ... ¢ barsly / nearty bear you
4.Czm you speak sp? lcan .. . hardly / quite viskle.
1.1 opened the doe ................. because | didn't want to disturb anyome. 5. Sam was surprised to b given the promotion. It . & was tea / stroagly spicy for me. £ was
2. You'll have to work ....... if you want to im; our 5 6. The meat was pink inside because it hadnt ... totally / teo unexpacted.
3. Ha is 2 wall-respocted professor, Many ; o spook oy mﬁ, hien. 7. No thanks. | den’t need 2 coffee. ve . g practically / perfectly brand nsw. b
o P SPORN o X 8. Thers was so much seaw falling that the road was ... baard strongly / perfectly.
4. Even though Nick doesn't have a licence, he can drive very —... ... " 9.1 dan't nzad to wear my glasses | can sea the ... 1 been cooked enoegh / strongly. |. not
5.1 arrived home to find Adam sleeping ... ... .. 0n the the sofa 10. Ive only warn these boats ance. They're . quite / herdly sare,

3.3.9 — Stress and rhythm

Students will be shown different sentences in English and some students will be asked to read them.
Then, they will be highlighted some words to stress them stronger and the read the sentences once
more. Based on it, they will be explained that in English, certain words need more time to be said than
others since it is a stress-timed language. After that, students will be shown what content and function
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words are and some activities will be shared to check understanding. Feedback will be provided to solve

doubts regarding the parts of speech and the stress of words in the sentences.

HOW THESE SENTENCES
SHOULD BE SAID?

He had finished breakfast before | arrived.
El habia terminado de almorzar antes de que yo llegara.

Unfortunately, Jack couldn't finish on time.
Desafortunadamente, Jack no pudo terminar a tiempo.

Could you shut the door?
¢Puedes cerrar la puerta?

| didn't get the refund | requested days ago.

CONTENT WORDS

Content words are the keywords of a
sentence. They are the impartant words
that carry the meaning or sense—the

real content.

Peter, situation, tree
want, clean, call
great, nice, smart
often, quickly, soon
How, when, why
« Negative form don't, shouldn't, didn't
« Possessive pronouns  The phone is mine
« This/ that as object I don't like that

pronouns

* Nouns
* Principie verbs
* Adjectives

STRESS-TIMED LANGUAGE

In a stress-timed language, some
syllables will be longer, and some
will be shorter.

’ English
:\ German
Russian
Danish
Dutch
Swedish

a. Write down 'C’ for content words and 'F for function
words. If you are not sure, check in the dictionary, here

is the link: https://www.wordreference.com

FUNCTION WORDS
Function words are small, simple words that
make the sentence correct grammatically. They

give the sentence its correct form—its Example: Magazine (C) - Therefore (F)

structure.
« Verbs (be, have auxiliaries) 1.went 8.his

1, she, e, you 2.with 9.pizza

on, in. abave, under 3.just 10. chat

lt;:::':" mest 4.quickly 11. about
5.the 12.alot

but, so, and, while, as 6.hard 13 over
T.next to 14. might

3.3.10 — How may | help you?
Students will be shown a list of the most common phrases used in customer service. They will be asked
to underline content words and to highlight the stress syllables. Then, students will be paired up
randomly and a spinwheel will be used to choose one of the categories and to ask each pair to say the
sentence applying the rhythm and stress of each.

highlight the stress on each of it.

1.Greetings:
"Hello, how may | assist you today?"
"Good [morning/afternoon/evening],
welcome to Amazon."
“Thank you for contacting us. How can |
help?"

2.Problem-Solving:
“| apologize for the inconvenience you're
facing"
"Let's work together to resolve this issue."

3.3.11- Could you spell that for me?
Students will be shown how personal information should be collected in customer service. They will
identify the type of information that is required and the corresponding format to collect it. Students will
learn what the phonetic alphabet it, address abbreviations, nationalities, jobs, email address symbols

SYLLABLE-TIMED LANGUAGE

In a syllable-timed language, every
syllable has the same amount of
time in the sentence.

Spanish
French
Italian

Brazilian Portuguese
Turkish
Corean

b. Underline the content words in the sentences.
Then, highlight the stress in each word and make
sure you read it after to check if it is correct.

1.1 recently purchased a product from your
website.

2. May | have your order number and some details
about the problem you're facing?

3. The product seems to have a malfunctioning
display.

4.We'll start the refund process right away.

5.You should see the refund reflected on your Visa
credit card within 3-5 business days.

STRESS AND RHYTHM

Content and function words

1.Read the most common phrases used in customer service. Underline the content words and

1. Expressing Gratitude:

"Thank you for choosing us as your provider."
"We appreciate your business and loyalty."

- "Your feedback is valuable to us."
8. Offering Assistance:
> "Is there anything else | can help you with?”

“Do you have any other questions or
concerns?’

"Feel free to reach out if you need further
assistance."
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and the abbreviations of the states in United states. A set of different activities will be shared to practice
in pairs and to develop online activities and games to check understanding.

Addresses in United States

COLLECTING PERSONAL
INFORMATION

Full name: Tosh A. Gregersen Job: Community Manager

Nationality: Danish
Age: 24 years old
Birthdate: April 21,1999

Address: 3080 Old House Dr. Columbus, OH 43201

Phone number: 740-835-5141
Email address: Tosh.marketing@gmail.com

Addresses in United States follow a specific format

which includes the civic address

omaTion)

the abbreviation of the

i+ and the

It is important to follow this order to make
sure it includes the information required for

deliveries.

4242 Neuport Lane

4242 Neuport Ln,

* Avenue
® Street

* lane

® Drive

* Gourt

* Boulevard
* Road

* Parkway
* Apartment
* Suite

* Number

Ave. ® North N
St * South  S.
Ln, ® West W,
Dr. ® East E
Ct.

Bivrd.

Rd.

Apt.

Ste.
#
N

42472 Neupert Lane

MONTANA

ID

e, WINNG

MY (YT co

ARIZONA NEN VEXDD

3.3.12 - Let’s collect information
Students will practice collecting information based on some recordings. They will make sure the format
is followed. Students will be provided with feedback when the activity is finished.

COLLECTING PERSONAL INFORMATION =~
Full name: Kuester  Job: Recruiter
PO Nationality: German Address: _ Rd.Waltham, ____
1.Check out the country and type down the nationality. Age: years old Phone number: 120-
4. Germany a ¢ Morocco L Birthdate: July 25, Email address: -25@target.com
b.Pery b h. Mexico h.
¢. Irefand ¢ i, taly i
d.The Netherlands . Lbiga i
¢. Poland [} k. China K 4. Match the states with the abbreviations. If the abbreviation doesn't
1. Finland f |. England I = helong to any of the states
2. Listen up and type down the information given. Please check capital letters ik
Kansa .
and abbreviations. 2.Wisin;sin a. AK e. NE i Ws
a 3Nebraska Z
b, 4lowa b. Al f.0R 1A
c. 5.0regon
d 6.Montana c. MV E-MN X
e
T1.Texas
f. 8 Alaska d. KA h. KS LWl

3.3.13 — Knowledge evidence All-skills test

All-skills test using the Versant methodology. The test includes collecting data, active listening, reading
comprehension, parts of speech, word order, writing a company profile, basic grammar, open questions
and stress and rhythm. The test is approved with 70 points.
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c. Listen carefully and complete the missing the information. Don't forget to use
capital letters and abbreviations when needed. (16 points)

a. Listen to the phone call and choose the correct option (6 points).

1.The delivery hasn't arrived yet. True False
2. Andrea is having cash flow issues and needs a payment extension. True False o
3. Andrea usually asks for an extension of the payment terms. True False /
& Full name: Job:
4. Andrea has a new order to place, even bigger than the last one. True False Nati amlnr— ob:
5. Junko can extend the payment terms on the last order to 60 days. True False Age: Address:
6. Junko will send Andrea an email confirmation. True False Birthdate: ;::'::::::::

g- Create an 80-word profile based on the information given. Check word order

(10 points). h. Read the questions and provide a one-minute answer. Make sure you follow

UaneiAnaion the instructions. Explain and give examples (16 points)
Founder: Jeff Bezos

Foundation date: 1994

Head office: Seattle, Washington
Type of company: Tech multinational
and online retailer

Slogan: Work hard, have fun, make history
Praducts: Any type of goods online
Services: Cloud computing and web services
Competitors: Ebay, Target and Walmart
Number of employees: 1'541.000

1.How has technology impacted your life?

2.What steps can individuals take to protect the environment?

3.Share an environmentally friendly habit you practice.

4.Do you think children should be punished? @

®
afazori 5.What are the benefits of working from home? e ®
~ 6.Why do you think humans treat their pets like human beings? ...
[ ) ...
@
LY
* e

3.3.14 — Phone calls in customer service useful expressions

Students will be shown a list of different expressions used in customer service. Then, they will choose
the ones they feel more comfortable using. The idea is to create a guideline of related to the call flow
students have learned. Then, they will read a conversation between a customer and an agent and they
will be asked to identify the expressions used and the purpose of each of them. After that, students will
be paired up using UNO cards and they will create a conversation where the expressions taught are
used. The context of the call should be related to customer service and they will need to collect data on
the phone call.

Confirmation and clarification

PHONE CALLS it e o o
* "Just to confirm, you're calling about the recent order you placed for the X product,
USEFUL EXPRESSIONS correct?”

2.Confirming the Issue Details:
* "If | understand correctly, you're experiencing an issue with your account login. Is that

Greeting and identification

1.Standard Greeting:

= "Good [morning/afternoon/evening], thank you for calling [Company Name]. My name is
[Your Name]. How may | assist you today?”

2.Warm Welcome:

* "Welcome to [Company Name] customer service! This is [Your Name). How can | make
your day better?”

3.Personalized Greeting:

* "Hello, [Customer's Name]. It's great to have you on the line. 'm [Your Name], and I'm
here to help."

4 Friendly Introduction:

* "Hey there, you've reached [Company Name] customer service, My name is [ Your Name],
and I'm excited to assist you. What can | do for you?"

right?"

3.Summarizing the Customer’s Request:

* "Let me make sure | have this right. You're looking to upgrade your subscription plan to
include additional features. Is that accurate?"

4 Seeking Additional Details:

 "Could you provide more information about the error message you're encountering? This
will help us better understand the issue.”

5. Asking for Specifics:

* "When you mentioned 'slow performance,’ were you referring to specific tasks or
applications?”

6.Requesting Examples:

* "Can you give me an example of the steps you've taken so far? This will help me tailor
my assistance.”
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LET'S PRACTICE

a. Read the conversation and identify the different stages of it. Check the
information above if necessary.

Customer Service: Welcome to Amazon Customer Service: When you initiate the password
customer service! This is Claire. How can | help you reset process, you'll typically be guided to create a
today? new password. We recommend choosing a strong and
unique password that includes a combination of
Hi, Claire. I'm having trouble logging letters, numbers, and symbols to enhance the security
into my account. It seems I've forgotten my of your account.

password. Can you assist me in recovering it?
Understood. I'l make sure to create a

Customer Service: Of course, I'd be happy to help strong password. If | encounter any further issues or if

you recover your password. May | please have your the email doesn't arrive, can | reach out to you again?

name and your username or email associated with

the account? Customer Service: Absolutely, Leslie! If you
encounter any issues during the password reset

I'm Leslie and my username is "Lie_2". process or if you don't receive the email, don't hesitate

to reach out to us again. Our customer support team is

Customer Service: Thank you for providing your here to assist you and ensure you regain access to

3.3.15 - Product evidence phone call

Writing and speaking activity where students create a conversation settled in customer service. The
conversation needs to include the useful phrases learned in class, basic grammar structure, word order
and good punctuation marks. In terms of speaking, students need to evidence intonation, rhythm,
linking sounds and a good speech pace. Students will be in charge of providing feedback to their
classmates based on the criteria included in the checklist.

Create conversation between a customer and a customer service associate. Make sure you
follow the requirements:

1.Choose the context of the phone call.‘\ i
2.The conversation needs to last over 2 minutes.

3.Use the phrases learned for each stage of the call flow.
4.Create the script of it and list the call flow.

9.Include linking sounds and good intonation.

6.Record the conversation and upload the audio and the script.

Here is the link:

e Billing discrepancy
e Shipping delay

o Damaged product
e |ost package
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3.3.16 — Products and services

Students will be asked to develop a reading activity where they will paraphrase with their own words
each paragraph, then they will identify the adjective used. After that, a listening activity with different
ads will be played, so the students check their listening skills, especially the one related to details. The
activity will be provided with feedback in class to encourage oral production and participation.

hopping for new products is

a very personal thing. Some

ol us are looking for original

products that nobody else will
have. Others want to have the same
things as everybody else, so they are
more attracted by popular products.

But it seems that we all have the
same reasons for choosing one
produet or service over another. A
recent online survey showed that the
top five priorities for customers were:

1

Most people want to
be sure that they are
getting good value
when they buy a
product. This doesn't
always mean that the
product is cheap; it
means that it is the
product we want and
that we are happy with
the price we are paying.

3.3.17 — What a wonderful high-tech car

2
Most of us want to talk
1o people who know
their job and can give
us good advice. We
want helpful staff who
can deal with problems
quickly and efficiently,
This is true not only in
shops, but also when
we order by phone

or online.

Most customers want

to buy from reliable
companies that give them
what they promise, every
time. Companies that
deliver late or that sell
faulty products will soon
lose our business.

4

We know ghat a Cartier
watch is_a quality product,
but quality isn't only
about price and expensive
materials, A cheap watch
that looks good and still
uall.\ys the right time
after ten years is also a
high-quality product

5

Most people want user-
friendly products and
sorvices. We don't want to
read a 200-page manual
before we can use our
mobile phone or other
high-tech gadget.

Students are shown different sentences where products and services are being described. Then, they are
asked to identify the adjectives used and the order. Students will be required to come up with their own
ideas regarding the order. Lastly, they will be explained adjective order and they will be provided with a
list of adjectives used in customer service, as well as a practice workshop.

GFPI-F-135 V02




SENA

N

ADJECTIVE PLACEMENT AND ADJECTIVE ORDER

Adjectives are usually placed but when used with linking verbs,
such as forms of the verb “to be” or “sense” verbs, they are placed after the verb.

Predicative adjectives

Last week, | ordered online The desk | bought is very pretty and

earbuds and useful.
table for my mom’s | would like Kindle for Christmas, it looks
birthday. ¥ user-friendly and affordable as well.
ol Sense verbs - Look, seem, taste, sound,
feel, smell

ADJECTIVE ORDER

When it comes to use a variety of adjectives to describe a noun, there is an order that needs to be
followed to create natural sentences. Avoid using more than three adjectives together to describe a

noun; keep sentences simple.
C O

N C A S

Number Opinion Size Condition Age Shape Color Origin Material Purpose
What a state-of-the-art | charger!
| saw online a chair, I'll buy it on Black Friday.
| am looking for an German blender, my sister needs one right away.
| would like to get a and smartphone.
Use “and” or commas to separate adjectives from the same category.
MOST COMMON ADJECTIVES TO DESCRIBE
PRODUCTS AND SERVICES
GENERAL
Reliable Exceptional Premium Convenient We need to get an
Efficient World-class Easy-to-use  Advanced intuitive and
Versatile Exemplary Sustainable  Cost-effective software.
Outstanding  Powerful User-friendly  High-quality
Responsive  Remarkable Customizable  Affordable Emily has bought an
0 ) Intuitive Durable Tailored efficient and
ependable : 3
Exceptional Fast Eco-friendly  High-performance car.
Secure Top-notch >
Stylish Trustworthy p o ﬁ e
Elegant B

R

3.3.18 - Sell it up

Students are shown an example of a description of a product using the adjective learned and using
assumption language, such as appealing to their own experience and the customer’s purchases. Then,
they will be asked to choose a product from the best-sellers of Amazon and to describe it.
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DESCRIBING PRODUCTS TO CUSTOMERS  ppsSCRIBING PRODUCTS TO CUSTOMERS

In case you are looking for a pair of comfortable and
affordable shoes which can be worn at home our even to go
out on Sundays, here you will what you need, a pair of Crocs
Unisex-Adult Classic Clogs.

These breathable and cushioned clogs are recommended by
doctors since they are perfect for those wha have to stand for
long periods of time or the ones wha like to keep it simple when
it comes to footwear, in fact, that is my case, | am wearing

1.Choose a best-seller products from Amazon’s website: !111:s//wiw amazon con/Best
Sellers/zgt

2.Create a short description of it using your own words and including adjectives.

3.Make sure you keep it simple and use your own experience when describing it.

4.Check grammar and word order.

5. Add your description here: !itins.//padlet com/natidread 1228/ describing-products-and-service

15ibmmm29iu6r

them all the time. O
Aside from that, Crocs come in different colors and they can | == -

be customized with original charms according to your ,m ~ = e
preference. If you are interested in buying them, | can totally s3152 Sl
help you place the order. -

3.3.19 - Persuasive language using ads techniques

Students will be explained how ads works and the strategies used. Examples will be given and students
will be asked to share their point of view to encourage speaking and vocabulary. Then, they will be
shared some videos of ads where they will identify the strategies used and the way they felt when
watching them.

Techniques used
H Baby On Board?
by advertisers s Life is easier on iPhone.
BProvldeteni onials RS RRRO

Use  famous pe: on aversge consume to
s it too

g Manipulate people's emotions

Use images to appeal customers fosings such

B Provide facts and figures 4 Associate positive qualities with a
Prowe the sy Procuct with statistics. product

pasitho mosrings
[ Convince people to * jump on the
bandwagon® B Play on people’s hidden fears

Tmgly that a product wil prot

PERSUASIVE LANGUAGE

The key to effective persuasion is to focus on the customer’s needs and desires and how your product or
service can fulfill them. Tailor your persuasive language to the specific benefits and features of what you're
selling, and always be honest and transparent in your communication.

* "Imagine if.." * “Risk-free trial"  “Transform your [problem] into [solution]"
* "Picture yourself.." * "Results-driven”  "Discover the secret to [benefit]”
* "You'll love how.." * "Proven success’ * "Boost your [specific benefit]"

 “This is perfect for..." * “Join our satisfied customers"  "Unlock your full potential”
« "Don't miss out on.." « "Be the envy of your friends” * "Feel the difference”

 "Limited time offer” * "Upgrade your life" o "Simplify your life"

* "Exclusive opportunity”  "Effortless and easy” * "Get started today”

* "Save money” * "Top-quality” * "Act now for a special offer”

* "Increase your savings"  * “Innovative technology” * "Join the ranks of satisfied customers”
« "Enhance your lifestyle”  * "Award-winning” * "See immediate results"

* "Limited stock available * "Upgrade your [product/service]"

Note:The links for the activities are found at the end of the learning guide, and the material needed is
uploaded in the “Supporting material” folder on Territorium.
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3.4 Knowledge transfer activities

3.4.1 - Business communication Making introductions

Students are asked to provide ideas of what they say when they meet someone new. Then, they will be
required to think of how people should introduce themselves in a business context and what should not
be said. Continuing with the activity, students will listen to a conversation and they will identify the
prompts mentioned in the dialogue. Lastly, students will take notes of useful expressions when making
introductions. Based on the activity, students will create their own profile for a speaking activity which
includes full name, nationality, job, company and a reason to be in the conference. Students will be
divided into groups of 4 to create a conversation where the vocabulary and grammar studied is included.

Each group will perform the conversation and the other teams will provide feedback of their role play in
the Jamboard.

Business communication | Making introductio
1 What do you talk abo Key expressions

Introducing yourself
Can | introduce myself?
My name’s / I'm ..,

Introducing others
Can | introduce you to ...7
Thisis ...

Responding

Nice to meet you. / How do
you do?

Nice to meet you, too.
Asking about person/job/
company

NI What's your name (again)?
Where are you from?

Who do you work for?
What do you do?

roviders. Why are you here?
What/How about you?

3.4.2 — Can you check my text?

Students will be asked to find a short text related to customer service. Then, they will identify 4 parts of
speech (nouns, adverbs, adjectives and conjunctions) and they will use a different color for each. A copy
of the same will be delivered to another partner who will identify the words for the 4 categories. Lastly,
students will paired up to grade their partners and to discuss the words highlighted. The idea is to create
awareness of the parts of speech and the importance of the topic when it comes to customer service.

to p
cottage. Feeling intrigued, she decided to check whose twas. She knocked on the
9o, but no one answered. Then she decided to go in and check. Once she came into the
cottage she saw three St  kept on the Feeling | 'Imnf she drank the soup
out of the smallest bowl. She saw a flight of stairs that led to a'foom above. She decided
to go.and see the rooms. On reaching the rooms, she saw there were threem Feeling
sleepy with all the walking and hot soup, she decided to take a nap and slept on the
smallest bed. When she woke up, she saw three mnanding in front of her, and the

smallest bear among them crying loudly. Terrified, she started screaming and ran past
the bear family to reach herﬁ

3.4.3 - We sincerely appreciate your feedback.
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According to the type situation assigned to each pair of students related to customer service, students
will create a conversation using 8 different adverbs of manner and 5 different adverbs of degree. They
will need to make sure they use word order correctly. After that, each pair of students will be asked to
grade and provide feedback to one of the pair’s conversation. The idea is to check understanding while

correcting mistakes and discussing the situation with the partner.

Situations
e Return and refund
e Service disruptions
e Subscription renewal
e Technical support
e Delayed order
e Booking service

We sincerely appreciate your feedback.
Ac NG pe0. CrBate 3 COrvErstion usi

@ type sit 3 i

Estefania C, EstefaniaG-
return and refund

\ R

Money Return

Juan y Gustavo -~
Suscription Renewal.

Tomas Ramirez, Jean
Carlos Asprilla-Customer
booking

Tomas: Hello, thank you for
caliing Amazon, how can I help
you?

/3
5

A~ Hi, my name is John! Thanks
for calling Umbrelta corporation.
How can 1 heip you today?

C~ Hi, sir. I called you because
my suscription is expiring soon
and 1 nead some detalls about
the renew.

A- Rbsokitely! T will provide you
with the details {quickly). Please
glve me yolr first name and your
address.

C- Totally, my first name is Gus
and 1 live on 196 Lakeview st
Ehognix Alzana

J.C: Hello thanks, Id like to
schedule an appointment for a
sarvica. Is there a time

avalable?

Agent: Hello, thanks foe caling to
Amazon, Tm Estefania Gutierrez,
how can 1 help you?

Tomas: Yes, definitely, let me
check our schadule, could you
wait for 8 moment?

Customer: Hello, T received a
pair of shoes damagad.

Agent: Altight, can T have your
name please? JC Yes, sure,
Tomas: thanks for waiting
patiently. could you provide me
with your address?

Customer: my name is Estefania
Cardona.

Agent: coukd you plesse sxplain
to ma the situation?

J.C: Yeah, my addres Is 535
State, Springfiexs, MA

3.4.4- Read it out and follow the rhythm

Yenn L-Zule V #5 Service
disruption

Gisell Figuera & Marcela
Padilla #1 Delayed order

Yenn: Gocd Morning, welcome
10 Amazon, this Is Yennd. How
can T help you?

Zule: Hi, I'm Zuieima and [ have
a problem with the access
account

Yenn:Sure, IT'm sorry for your
Inconvenlence, I'm here to help
for any issue related Yo your
account quickly

Zule: OK, 1 really need your help.
Yenn: I'd be happy o help you,
Zuloima May you provide your
1D, please?

Zule: Sure, It's 10478932465
Yenn: T will carefully review your
case. Can you wait a minute,
please

Zude: Sure.

Yenn: Zuleima thanks for your
waiting, 1l give you soime
instructions promptly. Can you

Agent: Hello, my name is Selina.
Haow can I help you today?

Client: Helio, 1 have a problem
with my package. Sadly, It
hast arrived yet.

Agent: Ohh! We sincerely
apologize for the incanvenience.
Could you provide me with your
name and address piease?

Client: Sure, my rame is
Mckenzie Whitawood and my
address is 577 Homewood Lane
S 5.0 Zio Code 5210

r como apidiy?

Students will be shared a reading called “ The importance of good customer service” and they will read it

while they listen to it. Then, the class will be split in two groups and each team member, will be assigned

a paragraph that will be read and record it by each of them. Then,

a different student will be asked to

check their partner’s recording to revise the pronunciation, intonation, stress and rhythm based on a

rubric.
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2.Read and listen to the text. Make sure you underline contents words and highlight the

stress syllables. QJ

Customer service is a crucial aspect of any business. It involves the interaction between a company and its
customers before, during, and after a purchase. Good customer service can lead to customer satisfaction, repeat
business, and positive word-of-mouth referrals. Let's explore why excellent customer service matters and how it
can benefit both customers and businesses.

The Im;

1. Clear Communication: Effective customer service involves clear communication. When customers have
questions or concerns, they appreciate representatives who can provide accurate and concise information. Using
appropriate language and explaining complex terms in a simple manner can make customers feel valued and
understood.

2. Problem Resolution: Sometimes, issues may arise with products or services. Good customer service means
addressing these problems promptly and finding solutions. Skilled customer service representatives listen actively
to customers, empathize with their concerns, and work to resolve the issues to the best of their ability.

RHYTHM AND STRESS

Rubric

Criteria 112134

on

Comments

Fluency
 Produces pace as in the original recording.
o Speaks smoothly with little hesitation and doesn't
interrupt the flow of the paragraph.
e Respects punctuation marks while reading.

Stress and intonation

o Follows the stress pattern of content words
accurately.

» Respects the intonation of words according to the
intention of the paragraph.

3.4.5 — Could you spell that for me?

Students will be divided into 4 groups. Each team will be given a list of words in which each member will
take turn to spell the words said by their teammates. In case a word is misspelled, students will provide
feedback to their partner.

e (Corporation
e |nvestment

e Marketing
e Finance

e Brand

e Trade
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e Management
e Commerce

e Invoice
e Market
e Budget

e Accounting

e |nventory

e Stock

e Purchasing

e |leverage

e Mergers and acquisitions
e Asset

e Balance sheet

e Board of directors
e Wage

e Startup company
e Partnership

e Entrepreneur

3.4.6 — What state is it?
Students will practice the abbreviations of the states in couples, so they can provide feedback. The idea
is to help each other learn the states with the corresponding abbreviation.

0/50 02:00

State o State State - State - State
Alabama Hawaii Massachusetts New Mexico South Dakota
Alaska GEL T Michigan New York Tennessee
Arizona llinois Minnesota North Carolina Texas

Arkansas Indiana Mississippi North Dakota Utah
California lowa Missouri Ohio Vermont

Colorado Kansas Montana Oklahoma Virginia
Connecticut Kentucky Nebraska Oregon Washington
Delaware Louisiana Nevada Pennsylvania West Virginia
Florida Maine New Hampshire Rhode |sland Wisconsin
Georgia Maryland New Jersey South Carolina Wyoming

3.4.7 — Real-context calls

Students will access to Zoom for the activity. Based on the conversations they have created, students will
perform the call while the other classmates take notes. Then, students will be asked to provide feedback
on the phone call. Each pair of students will do the same.

3.4.8 — Performance evidence — Let’s describe these products

Speaking activity where students do research on a company and describe two products/services using
persuasive language. Students create a presentation to carry out in class while the classmates take notes
and provide feedback in the end. Based on the comments and a checklist, each students will be graded.
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WHY SHOULD | BUY IT?

1.Choose a company which sells products or provides services.

2. Create the profile of the company with all the relevant information of it.

3.Choose two products/services and describe them using a correct adjective order and
grammar.

4. Use persuasive language by mentioning the benefits of the products/services and using your
own experience.

5.Create a poster as visual aid for the presentation (just images and keywords).

6.Avoid reading and make sure the presentation lasts around 4 minutes.

1.Upload your presentation and speech on Territorium.

Note:The links for the activities are found at the end of the learning guide, and the material needed is
uploaded in the “Supporting material” folder on Territorium.

4. EVALUATION ACTIVITIES

Learning evidence Assessment criteria Evaluation Techniques and Instruments

All-skills test

Knowledge evidence | 1. Use basic BPO vocabulary according | Technique: Written test

to context.
All-skills test using the Instrument: Questionnaire
Versant methodology. | 2. Communicate at a basic level to
The test includes interact with customers according to

collecting data, active | technical
listening, reading
comprehension, parts
of speech, word
order, writing a
company profile,
basic grammar, open
questions and stress
and rhythm. The test
is approved with 70

3. Generate conversations according
to the work context.

points.
Performance

i Describing products/services
evidence 1. Use basic BPO vocabulary according &P /
Speaking activity to context. Technique: Oral presentation

where students do
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research on a
company and
describe two
products/services
using persuasive
language. Students
create a presentation
to carry out in class
while the classmates
take notes and
provide feedback in
the end. Based on the
comments and a
checklist, each
students will be
graded.

Product evidence

Writing and speaking
activity where
students create a
conversation settled
in customer service.
The conversation
needs to include the
useful phrases
learned in class, basic
grammar structure,
word order and good
punctuation marks. In
terms of speaking,
students need to
evidence intonation,
rhythm, linking
sounds and a good
speech pace.
Students will be in
charge of providing
feedback to their
classmates based on
the criteria included
in the checklist.

2. Communicate at a basic level to
interact with customers according to
technical

3. Generate conversations according
to the work context.

1. Use basic BPO vocabulary according
to context.

2. Communicate at a basic level to
interact with customers according to
technical

3. Generate conversations according
to the work context.

Instrument: Checklist

Phone call
Technique: Simulation

Instrument: Checklist
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5. GLOSSARY OF TERMS

5.1 - Daily Activities
What are some of the daily activities that you do at home?

| wake up at 7am every morning.

| press the snooze button five times every morning before | turn off the alarm and get up.

| have a cup of coffee and make breakfast. | usually read the newspaper while | have breakfast. My
children like to have a shower after they have breakfast but | like to have a shower before | get dressed.
My wife brushes her long hair, and | have short hair so | comb my hair. How do you do your hair in the
morning?

It is important to brush your teeth, and some women like to put make-up on.

After | have finished work, | go home to cook dinner. In my house | usually make dinner. The family eat
dinner together at 7:30pm.

After dinner | make sure that my children do their homework, and then | chill out on the sofa and watch
television.

On television | usually watch the News. My wife usually comes to tell me to take the rubbish out, or wash
the dishes.

Our children feed the dog and the cat before they go to bed and | tell them to go to the bathroom too.

If  am sick | have to take my medication, but then | get into my pyjamas and set the alarm so | wake up in
the morning.

The last things | do is lock the door, turn off the lights, and go to bed.

It doesn't take me long to fall asleep.

Daily Activities at Work

What are some daily activities that you do at work?

| go to work at 8.45am every morning.

| usually drive to work.

| always check my emails when | get to work, but | don't always reply to them immediately.

| take a taxi or a train if | have a lunch meeting. | never take the bus because it is too slow.

When | am at my desk | usually work on the computer, even during morning tea.

At 1pm most days | have lunch.

At 3pm we have afternoon tea, and that is when we usually talk and eat cake.

When you are in the office you probably have a lot of papers. It is important for you to file your

papers, and so that you can find them again you need to organise your files.

When | work | have to make telephone calls. If an important issue happens | ask my secretary to organise a
meeting.

Once a month | report to my boss, but maybe you have to report to your boss more often. | usually write a
documentthat my boss can read.

Other Daily Activities

What are some other daily activities that you do?
| exercise at least three times a week.
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| usually go to the gym before work, but sometimes | go after work.
| meditate every morning so that | feel less stressed during the day.

Weekly Activities

What are some weekly activities that you do?

| go grocery shopping once a week at the local supermarket.

My family does the housework together every Saturday morning.

| usually do the washing on Sunday morning and when the machine is finished | hang the clothes out to
dry.

On Sunday morning we go to church, and if there is lots of noise coming from next door, sometimes

we fight with the neighbour.

On Saturday night my parents stay at home and | go out with friends.

Even my friends that live at home call their parents each week.

Every evening, | water the garden.

| usually pay someone to wash the car, but my partner says | should do it, so sometimes | argue with my
partner about that.

If we are angry at the neighbour, we seek vengeance by annoying his dogs.

| work in an important office, so | have to shine my shoes each day.

Sometimes we hire a movie, because we don't like to illegally download music and films. | make sure that |
synchronise my iPod so | always have new music on it.

To get our shopping, we go to the mall in the car.

Last week | forgot to recharge my travel card, and | had to argue with a bus driver. | couldn't call the office
because | forgot to recharge my phone!

5.2 — Making introductions

Beginning an Introduction

Below we've collected all the phrases you'll need to start a proper self-introduction. Have a look and get
prepared for the next time you want to introduce yourself.

e Hello!

e How's it going?

e What's your name?

e My name is Steven.

e Nice to meet you. Pleasure to meet you. Pleasure.

o Nice to meet you too.

e Let me introduce myself. I'd like to introduce Sarah. This is my sister, Michelle. Have we met before?

Continuing an Introduction

After you learn somebody's name, it's a good idea to get to know them more. Here you'll nd useful questions
that you can use to keep a conversation going after initial introductions.
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What do you do?

Where do you work?

What brings you here?

Where are you from?

How old are you?

What do you do for fun?

What kind of hobbies do you have?

Ending an Introduction Not sure how to end your rst conversation with someone new? Below you'll nd lots
of useful phrases to help you do this.

Let's keep in touch. It was mice meeting you.

Let's get together again some time.

Here is my number 584-2453.

Let's go for a coffee sometime.

Do you want to meet up again some time next week? Take care!
| hope to see you soon.

Here is my card.

It has been a pleasure, we'll speak again soon.

5.3 — Phonetic alphabet

Alpha, Bravo, Charlie, Delta, Echo, Foxtrot, Golf, Hotel, India, Juliett, Kilo, Lima, Mike, November, Oscar,
Papa, Quebec, Romeo, Sierra, Tango, Uniform, Victor, Whiskey, X-ray, Yankee, Zulu.

5.4 — States and abbreviations

ALABAMA AL
ALASKA AK
AMERICAN SAMOA AS
ARIZONA AZ
ARKANSAS AR
CALIFORNIA CA
COLORADO Cco
CONNECTICUT CT
DELAWARE DE
DISTRICT OF COLUMBIA DC
FLORIDA FL
GEORGIA GA
GUAM GU
HAWAII HI

IDAHO ID

ILLINOIS IL

INDIANA IN

IOWA A
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5.5 — Most common names in the US

1. Smith

2. Johnson

KANSAS
KENTUCKY
LOUISIANA
MAINE
MARYLAND
MASSACHUSETTS
MICHIGAN
MINNESOTA
MISSISSIPPI
MISSOURI
MONTANA
NEBRASKA
NEVADA

NEW HAMPSHIRE
NEW JERSEY
NEW MEXICO
NEW YORK
NORTH CAROLINA
NORTH DAKOTA
NORTHERN MARIANA IS
OHIO
OKLAHOMA
OREGON
PENNSYLVANIA
PUERTO RICO
RHODE ISLAND
SOUTH CAROLINA
SOUTH DAKOTA
TENNESSEE
TEXAS

UTAH

VERMONT
VIRGINIA

VIRGIN ISLANDS
WASHINGTON
WEST VIRGINIA
WISCONSIN
WYOMING

SENA

N

3. Williams

4. Brown
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KS
KY
LA
ME
MD
MA
Ml
MN
MS
MO
MT
NE
NV
NH
NJ
NM
NY
NC
ND
MP
OH
OK
OR
PA
PR
RI
SC
SD
TN
X
uT
VT
VA
VI
WA
WV
Wi
WY

5. Jones

6. Garcia
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7. Miller 20. Martin 33. Allen
8. Davis 21. Lee 34. King
9. Rodriguez 22. Perez 35. Wright
10. Martinez 23. Thompson 36. Scott
11. Hernandez 24. White 37. Torres
12. Lopez 25. Harris 38. Nguyen
13. Gonzalez 26. Sanchez 39. Hill
14. Wilson 27. Clark 40. Flores
15. Anderson 28. Ramirez 41. Green
16. Thomas 29. Lewis 42. Adams
17. Taylor 30. Robinson 43. Nelso
18. Moore 31. Walker
19. Jackson 32. Young

5.6 — Useful expressions used in customer service phone calls

Greeting and identification

1.Standard Greeting:

"Good [morning/afternoon/evening], thank you for calling [Company Name]. My name is [Your Name].

How may | assist you today?"

2.Warm Welcome:
"Welcome to [Company Name] customer service! This is [Your Name]. How can | make your day better?"

3.Personalized Greeting:
"Hello, [Customer's Name]. It's great to have you on the line. I'm [Your Name], and I'm here to help."

4.Friendly Introduction:

"Hey there, you've reached [Company Name] customer service. My name is [Your Name], and I'm excited
to assist you. What can | do for you?"
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Empathizing and assuring

1.Validate Their Feelings:
"l understand how frustrating it can be. I'm here to help you get through this." "I'm sorry you're facing this
situation. | can imagine how annoying that must be."

2.Acknowledge Their Experience:
"It sounds like you've been having a tough time with it. | appreciate your patience as we work to resolve it."
"Thank you for sharing your experience. | want to assure you that we're committed to making things right."

3.0ffer a Solution:
"I'm confident that we can find a solution for you. Let's work together to address this." "Rest assured, we
have a plan in place to resolve this issue and get things back on track."

4.Share Expertise:

"You're in good hands. Our team is experienced in handling this type of situations, and we'll guide you
through the process."

"We have a team of experts who specialize in situations like this. We'll make sure it's resolved accurately."

Confirmation and clarification

1.Restating the Customer's Information:
"Just to confirm, you're calling about the recent order you placed for the X product, correct?"

2.Confirming the Issue Details:
"If  understand correctly, you're experiencing an issue with your account login. Is that right?"

3.Summarizing the Customer's Request:
"Let me make sure | have this right. You're looking to upgrade your subscription plan to include additional
features. Is that accurate?”

4.Seeking Additional Details:
"Could you provide more information about the error message you're encountering? This will help us
better understand the issue."

5.Asking for Specifics:
"When you mentioned 'slow performance,' were you referring to specific tasks or applications?"

6.Requesting Examples: "Can you give me an example of the steps you've taken so far? This will help me
tailor my assistance."

Problem resolution / offering a solution

1.Slow internet connection
"It looks like your internet speed is below the expected range. This might be due to signal interference.
Let's schedule a technician to visit your location and ensure your setup is optimized."
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2. Incorrect billing

“I've identified the error in the billing. It seems there was an accidental charge. I'll process a refund for that
amount, and your next bill will reflect the correct total."

3. Forgotten password

“To reset your password, please visit our website and click on the 'Forgot Password' link. You'll receive an
email with instructions on how to create a new password."

4. Shipping delay

"To address this, | can submit a request for expedited shipping on your order. This will ensure your package
arrives as quickly as possible."

Summarizing and closing

Issue: Order Status Inquiry

1. Summarizing

"To summarize, we've confirmed that your order (Order ID: 123456) is currently in transit and expected to
be delivered by September 10th. Is there anything else you'd like to know about your order?"

2. Closing

"Thank you for using our services, [Customer's Name]. If you have any more questions or need assistance in
the future, feel free to reach out. We hope you enjoy your purchase. Have a wonderful day!"

Issue: Billing Inquiry

1. Summarizing

"To recap, we've reviewed your billing statement and identified an overcharge of $25. We've initiated a
refund for this amount, which should reflect in your account within 3-5 business days. Is there anything else
| can assist you with?"

2. Closing

"We appreciate your patience, [Customer's Name]. If you have any other concerns or questions, please
don't hesitate to let us know. We value your business and are here to help. Have a great rest of your day!"

Thanking and farewell / Feedback

“Thank you for giving us the opportunity to assist you, [Customer's Name]. Your feedback helps us improve
our service.”

It's our pleasure. If there's anything else you need, remember we're just a call away. Have a fantastic day!

Thank you for choosing our services, [Customer's Name]. We're glad we could assist you today.
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You're welcome! Your satisfaction is important to us. Also, we value your feedback, which helps us
improve. Would you be willing to take a brief survey about your experience today?

5.7 — Most common adjectives used in customer service

Excellent e Reliable e Knowledgeable
Outstanding e Efficient e High-quality
Exceptional e Friendly e Satisfactory
Top-notch e Attentive e Seamless
Superb e Helpful e Convenient
Great e Polite e Painless
Wonderful e Responsive e Hassle-free
Fantastic e Timely e Qutstanding
Amazing e Professional e Trustworthy
Impressive e Courteous e Value-added

Compound adjectives

Well-known: widely recognized or famous. Example: She is a well-known actress.

High-pitched: having a high frequency or tone. Example: The high-pitched sound was irritating.
Open-ended: having no clear or definite limit or conclusion. Example: The discussion was open-
ended.

Hardworking: diligent and industrious. Example: He is a hardworking student.

Self-confident: having confidence in oneself. Example: Her self-confident attitude impressed
everyone.

Fast-paced: characterized by a high rate of activity or speed. Example: The movie had a fast-paced
plot.

Cold-hearted: lacking empathy or compassion. Example: His cold-hearted behavior shocked me.
Two-way: involving or affecting both directions or parties. Example: The two-way communication
was essential.

Low-cost: inexpensive or affordable. Example: The airline offers low-cost flights.

Deep-seated: firmly established or deeply rooted. Example: Her deep-seated beliefs were hard to
change.

Brightly-colored: having vivid and intense colors. Example: The artwork featured brightly-colored
flowers.

Red-hot: extremely hot or heated.Example: The metal became red-hot in the forge.
Short-tempered: easily irritated or angered. Example: Be careful around him; he's short-tempered.
Heavy-handed: using excessive force or pressure. Example: The boss's heavy-handed management
style caused tension.

Full-time: involving or working for the entire day or week. Example: She works as a full-time
teacher.

Half-empty: describing a glass or container that is partially filled. Example: Is the glass half-empty
or half-full?

High-tech: utilizing advanced technology. Example: The company specializes in high-tech gadgets.
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o Middle-aged: in the middle stage of life, typically referring to those in their 40s or 50s. Example:
Middle-aged adults often face unique challenges.

o Self-employed: working for oneself and not for an employer. Example: She is self-employed as a
freelance writer.

o Two-story: having two levels or floors. Example: They live in a two-story house.
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PROCESS MANAGEMENT OF INTEGRAL PROFESSIONAL TRAINING
ASSESSMENT TOOL

Regional: Qundio

Training Center: Comercio y Turismo

Title of Training Program: Service Operation in Bilingual BPO Channels
Training Program Code: 137500

Apprentice Name:

ID number: Code:

Instructor’s name: Natali Chica Aristizabal

Competence: Interaction with customers.

Learning Outcome: To express ideas orally and in writing in a second language in accordance with the
occupational environment and business communication protocols.

Assessment Criteria:

1. Use basic BPO vocabulary according to context.

2. Communicate at a basic level to interact with customers according to technical

3. Generate conversations according to the work context.

Activity

All-skills test using the Versant methodology. The test includes collecting data, active listening, reading

comprehension, parts of speech, word order, writing a company profile, basic grammar, open questions
and stress and rhythm. The test is approved with 70 points.

Evidence:
e Knowledge

INSTRUCTIONS FOR COMPLETION:

In the development of this instrument, the evidence of knowledge of the process will be assessed, according
to the techniques and skills developed during the training. These evidences correspond to the activities
described in the learning guide.

KNOWLEDGE v/ PERFORMANCE O PRODUCT O
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KNOWLEDGE EVIDENCE

Competence: Interaction with customers.
Learning outcome:
1.To express ideas orally and in writing in a second language in accordance with the occupational
environment and business communication protocols.
Assessment criteria:
1.Use basic BPO vocabulary according to context.
2.Communicate at a basic level to interact with customers according to technical knowledge.
3.Generate conversations according to the work context.

a. Listen to the phone call and choose the correct option (6 points).

1.The delivery hasn’t arrived yet. True False
2. Andrea is having cash flow issues and needs a payment extension. True False
3. Andrea usually asks for an extension of the payment terms. True False
4. Andrea has a new order to place, even bigger than the last one. True False
9. Junko can extend the payment terms on the last order to 60 days. True False
6. Junko will send Andrea an email confirmation. True False

b. Listen to the phone call and answer the questions (8 points).
1. Why is it Andrea calling? Explain.

2.What does it mean when Andrea says, “| promise this won't become the norm”?

3. According to the phone call, who is the supplier and who is the customer?

4. What is the meaning of invoice? Explain.

c. Listen carefully and complete the missing the information. Don’t forget to use
capital letters and abbreviations when needed. (16 points)

Full name: Job:
Nationality: Address:
Age:

Phone number:
Email address:

Birthdate:
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| |

Full name: Job:

Age: Phone number:

Birthdate:

Email address:

d. Read the text about online shopping and answer the questions. (14 points)

Online shopping has become increasingly popular in recent years, with more and more people
choosing to buy products and services online. The convenience and variety offered by e-
commerce platforms have contributed to this trend. Let's explore some of the key aspects of
online shopping.

Convenience: One of the primary reasons people prefer online shopping is the convenience it
offers. Shoppers can browse products from the comfort of their homes, make purchases at any
time of day, and have items delivered to their doorstep. This convenience has become
especially important during the COVID-19 pandemic when many physical stores faced
restrictions.

Wide Selection: Online stores often provide a wider range of products than traditional brick-
and-mortar stores. Shoppers can access items from around the world, compare prices easily,
and find unique or niche products that may not be available locally.

Customer Reviews: Many online retailers allow customers to leave reviews and ratings for
products. These reviews can be valuable in helping shoppers make informed decisions and
avoid products with negative feedback.

Shipping and Returns: Shipping options have improved, with many retailers offering fast and
reliable delivery services. Additionally, most online stores have flexible return policies, making
it easier for customers to return or exchange items if they are not satisfied.

Security: Online security measures have also advanced, making online transactions safer.
However, it's essential for shoppers to be cautious and follow best practices to protect their
personal and financial information.

Emerging Trends: Online shopping is continually evolving. New trends, such as virtual try-ons
for clothing and augmented reality shopping experiences, are changing the way people shop
online.
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1.What are some of the reasons people prefer online shopping over traditional in-store shopping?

2Why have online shopping trends been influenced by the COVID-19 pandemic?

3.How do customer reviews benefit online shoppers?

4.What has improved in terms of shipping and returns in online shopping?

5. How the term_“brick-and-Mortar stores” can be changed?

6. From the paragraph_“Convenience”, identify the adjectives and write them down.

1. From the paragraph “Shipping and return”, identify the main verhs and write them down.
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e. Put the words below in the correct categories (16 points)

shh  him John old but in badly run and at she well on
yum table ouch have hmm Canada hot useful so sing dog talk
for although it easily oops good quickly me eat soup bad

from slowly however week us loudly sad see by yuck or you

Verbs Nouns Adjectives Adverbs

Interjections Conjunctions Prepositions Pronouns

f. Read the conversation, highlight the 7 possible mistakes and fix them up
(14 points).

Customer: Hello, | recently my order 592375 received, but unfortunately, the product
arrived damaged.

Customer Service Associate: | apologize for the inconvenience. I'm here to help. Could
you please describe the product to the damage?

Customer: The packaging was torn, and when | opened it, | noticed on the screen of the
laptop a crack | ordered.

Customer Service Associate: I'm truly sorry to hear that. We take seriously this
matter. To assist you further, could you provide me with your name and contact
information, as well as any photos of the packaging damaged and product?

Customer: Sure, my name is Sarah Johnson, and my email is sarah46@email.com. ['ve
taken some photos; I'll send you them to right away.
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Customer: Sure, my name is Sarah Johnson, and my email is sarah46@email.com. I've
taken some photos; Il send you them to right away.

Customer Service Associate: Thank you, Sarah. We appreciate your prompt response.
Please send the photos to support@email.com, and I'll escalate to our returns and
replacements department this issue. They will get in touch with you within 24 hours to
arrange for a replacement or a refund.

Customer: Alright, thank you for your help. | hope quickly we can resolve this.
Customer Service Associate: You're welcome, Sarah. We'll do our best to resolve this

for you as quickly as possible. If you have any other questions or concerns, feel free to
reach out. Have a great day!

NG WN =

g. Create an 80-word profile based on the information given. Check word order
(10 points).

Name: Amazon Slogan: Work hard, have fun, make history
Founder: Jeff Bezos Products: Any type of goods online
Foundation date: 1994 Services: Cloud computing and web services
Head office: Seattle, Washington Competitors: Ebay, Target and Walmart

Type of company: Tech multinational  Number of employees: 1.541.000
and online retailer

amazon
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h. Read the questions and provide a one-minute answer. Make sure you follow
the instructions. Explain and give examples (16 points)

1.How has technology impacted your life?

2.What steps can individuals take to protect the environment?
3.Share an environmentally friendly habit you practice.

4.Do you think children should be punished?

5.What are the benefits of working from home?

6.Why do you think humans treat their pets like human beings?

RESULTS:

OBSERVATIONS - RECOMMENDATIONS

City and date of application of the instrument:

Apprentice’s signature Instructor’s signature
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PROCESS MANAGEMENT OF INTEGRAL PROFESSIONAL TRAINING
ASSESSMENT TOOL

Regional: Qundio

Training Center: Comercio y Turismo

Title of Training Program: Service Operation in Bilingual BPO Channels
Training Program Code: 137500

Apprentice Name:

ID number: Code:

Instructor’s name: Natali Chica Aristizabal

Competence: Interaction with customers.

Learning Outcome: To express ideas orally and in writing in a second language in accordance with the
occupational environment and business communication protocols.

Assessment Criteria:
1. Use basic BPO vocabulary according to context.

2. Communicate at a basic level to interact with customers according to technical

3. Generate conversations according to the work context.

Activity

Writing and speaking activity where students create a conversation settled in customer service. The
conversation needs to include the useful phrases learned in class, basic grammar structure, word order and
good punctuation marks. In terms of speaking, students need to evidence intonation, rhythm, linking
sounds and a good speech pace. Students will be in charge of providing feedback to their classmates based
on the criteria included in the checklist.

Evidence:
e Product

INSTRUCTIONS FOR COMPLETION:

In the development of this instrument, the evidence of product of the process will be assessed, according to
the techniques and skills developed during the training. These evidences correspond to the activities
described in the learning guide.
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KNOWLEDGE C O PERFORMANCE

PRODUCT

Create conversation between a customer and a customer service associate. Make sure you
follow the requirements:

1.Choose the context of the phone call.
2.The conversation needs to last over 2

3.Use the phrases learned for each stage of the call flow.
4.Create the script of it and list the call flow.
9.Include linking sounds and good intonation.

6.Record the conversation and upload the audio and the script.
Here is the link:

e Billing discrepancy

e Shipping delay
o Damaged product

e Lost package

No. | ASPECTS INDICATORS TO EVALUATE COMPLIANCE RECOMMENDATIONS
YES NO
1 Approving attitude | The learner participates in didactic
activities for the appropriation of
knowledge.
2 Approving attitude | The learner is punctual for the learning
activities.
3 Approving attitude | The learner wears the uniform
appropiately during the learning
process.
4 Approving attitude | The learner demonstrate his/her

interpersonal skills while working in
pairs.
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5 Approving The includes the phrases learned as well
technical attitude | as the call flow.
6 Approving The learner uses grammar correctly and

technical attitude |vocabulary related to customer service.

7 Approving The learner creates a conversation which
technical attitude | lasts over 2 minutes as instructed.

8 Approving The learner has good pronunciation and
technical attitude |includes linking sound, stress and
rhythm to his/her speech.

RESULTS: Approved I:l Disapproved I:l

OBSERVATIONS - RECOMMENDATIONS

City and date of application of the instrument:

Apprentice’s signature Instructor’s signature
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PROCESS MANAGEMENT OF INTEGRAL PROFESSIONAL TRAINING
ASSESSMENT TOOL

Regional: Qundio

Training Center: Comercio y Turismo

Title of Training Program: Service Operation in Bilingual BPO Channels
Training Program Code: 137500

Apprentice Name:

ID number: Code:

Instructor’s name: Natali Chica Aristizabal

Competence: Interaction with customers.

Learning Outcome: To express ideas orally and in writing in a second language in accordance with the
occupational environment and business communication protocols.

Assessment Criteria:

1. Use basic BPO vocabulary according to context.

2. Communicate at a basic level to interact with customers according to technical

3. Generate conversations according to the work context.

Activity

Speaking activity where students do research on a company and describe two products/services using

persuasive language. Students create a presentation to carry out in class while the classmates take notes
and provide feedback in the end. Based on the comments and a checklist, each students will be graded.

Evidence:
e Performance

INSTRUCTIONS FOR COMPLETION:

In the development of this instrument, the evidence of performance of the process will be assessed,
according to the techniques and skills developed during the training. These evidences correspond to the
activities described in the learning guide.

KNOWLEDGE C PERFORMANCE PRODUCT O
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WHY SHOULD | BUY IT?

1.Choose a company which sells products or provides services.

2. Create the profile of the company with all the relevant information of it.

3.Choose two products/services and describe them using a correct adjective order and
grammar.

4. Use persuasive language by mentioning the benefits of the products/services and using your
own experience.

5.Create a poster as visual aid for the presentation (just images and keywords).

6.Avoid reading and make sure the presentation lasts around 4 minutes.

1.Upload your presentation and speech on Territorium.

ASPECTS INDICATORS TO EVALUATE COMPLIANCE RECOMMENDATIONS
YES NO

Approving attitude | The learner participates in didactic
activities for the appropriation of
knowledge.

Approving attitude | The learner is punctual for the learning
activities.

Approving attitude | The learner wears the uniform
appropiately during the learning
process.

Approving attitude | The learner demonstrate his/her
interpersonal skills while working in
pairs.
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5 Approving The learner creates the profile of the
technical attitude |company with all the relevant
information of it.
6 Approving The learner describes two
technical attitude | products/services and uses a correct
adjective order and grammar.
7 Approving The learner uses persuasive language by
technical attitude | mentioning the benefits of the
products/services and using his/her own
experience.
8 Approving The learner has good pronunciation and
technical attitude |includes linking sound, stress and
rhythm to his/her speech.
9 Approving The learner creates a poster as visual aid
technical attitude |for the presentation with images and
keywords.
10 | Approving The learner develops his/her speech in 4
technical attitude | minutes.
RESULTS: Approved I:l Disapproved I:l

OBSERVATIONS - RECOMMENDATIONS

City and date of application of the instrument:

Apprentice’s signature Instructor’s signature
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