COURSE DESIGN

COURSE TITLE

:

CONTACT CENTER SERVICES  NC II
NOMINAL DURATION

:
356 Hours

COURSE DESCRIPTION
:

This course is designed to enhance the 

knowledge, skills and attitudes of a trainee/student  on core competencies such as; Communicate Effectively Using English Language, Deliver Quality Customer Service, Perform Computer Operation and Internet Navigation, Demonstrate Understanding and Knowledge for the American Culture and Geography in accordance with the industry standards. 
It includes common competencies such as; Apply Quality Standards, Perform Computer Operations.

It also includes basic competencies such as; Participate in Workplace Communication, Work in a Team Environment, Practice Career Professionalism and Practice Occupational Health and Safety Procedures.

TRAINEE ENTRY REQUIREMENTS:

Candidate / trainee must posses the following qualifications, must be

· Able to communicate both oral and written 

· High School Graduate

· Good moral character

· Must be physically and mentally fit

· *Must pas the trainability / aptitude test

* Optional

COURSE STRUCTURE

	UNIT OF COMPETENCY
	MODULE TITLE
	LEARNING OUTCOME
	Nominal Hours

	BASIC
	
	
	18

	1. Participate in workplace communication 
	1.1. Participating in workplace communication 
	1.1.1. Obtain and convey workplace information
1.1.2. Participate in workplace meeting and discussion

1.1.3. Complete relevant work related documents
	4

	2. Work in a team environment
	2.1. Working with others
	2.1.1. Describe and identify team role and responsibility in a team 

2.1.2. Work as a team member 
	4

	3. Practice career professionalism
	3.1. Practicing career professionalism
	3.1.1. Integrate personal objectives with organizational goals

3.1.2. Set and meet work priorities 
	5

	4. Practice occupational health and safety procedures
	4.1. Practicing occupational health and safety procedures
	4.1.1. Identify hazards and risks

4.1.2. Evaluate hazards and risks

4.1.3. Control hazards and risks

4.1.4. Maintain occupational health and safety awareness
	5

	COMMON
	
	
	18

	1. Apply Quality Standards
	1.1 Applying quality standards
	1.1.1. Assess quality of received materials

1.1.2. Assess own work

1.1.3. Engage in quality improvement
	8


	2. Perform Computer Operations
	2.1 Performing computer operations
	2.1.1. Apply computer basic operation procedures

2.1.2. Organize and manipulate files

2.1.3. Install, configure and work with application program

2.1.4. Work with internet

2.1.5. Log off from a computer
	10

	CORE
	320

	1. Communicate Effectively in a Customer Contact Center

	1.1. CommunicatingEffectively in a Customer Contact Center

	1.1.1. Analyze communication process

1.1.2. Communicate and listen actively

1.1.3. Identify anduse paralanguage communication cues
	120


	2. Deliver Quality Customer Service
	2.1. Delivering Quality Customer Service
	2.1.1. Demonstrate understanding  of the BFO/Call Center industry
2.1.2. Transmit/Receive calls to/from customers
2.1.3. Handle customer’s complaints
2.1.4. Provide after sales support and document services
	120

	3. Perform Basic Computer Operation and Internet Navigation
	3.1. Performing Basic Computer Operation and Internet Navigation
	3.1.1. Apply computer basic operation procedures

3.1.2. Organize and manipulate files

3.1.3. Install, configure and work with application program

3.1.4. Work with internet

3.1.5. Log off from a computer 
	40

	4. Demonstrate understanding and knowledge of the American culture and geography
	4.1. Demonstrate understanding and knowledge of the American culture and geography
	4.1.1. Apply knowledge of common cultural variables
4.1.2. Apply knowledge of American geography
	40


ASSESSMENT METHODS (Institutional)

· Written/Oral examination

· Demonstration of practical skills
· Direct Observation

METHODOLOGIES

· Lecture/Demonstration

· Self-pace/Modular

· Dual Training System

· Distance Learning

· Role playing

· Peer Teaching / Mentoring

RESOURCES:

	EQUIPMENT
	MATERIALS

	Computer with peripherals
	Software applications

	Computer tables and chairs (ergonomic)
	Voice and data contact center solution

	Dialer
	Call master

	Internet subscription
	RJ 45

	Telephone
	UTP cable

	Headset
	Contact cleaner

	UPS
	Tape (audio)

	Server
	Bond paper

	Hub – 24 port
	Voice sampling

	Modem
	Company manual / procedures

	Fax machine
	Journals

	Voice recorder
	Reference Book

	PC Video camera
	Modules

	Integrated Voice Response System (IVRS) / Switchboard
	Hand-outs

	Whiteboard 
	Internet access


QUALIFICATION OF INTSTRUCTORS/TRAINERS

· Must be a holder of NC II or its equivalent qualification

· Must have undergone training on Training Methodology II (TM II)

· Must be computer literate

· Must be physically and mentally fit

· *Must have at least 2 years job/industry experience

· must be a civil service eligible (for government position or appropriate professional license issued by the Professional Regulatory Commission)

*Optional.  Only when required by the hiring institution.

Reference:  TESDA Board Resolution No. 2004 – 03
UNIT OF COMPETENCY

:
PARTICIPATE IN WORKPLACE COMMUNICATION

MODULE TITLE

:
PARTICIPATING IN WORKPLACE 




COMMUNICATION

MODULE DESCRIPTION

: 
This module covers the knowledge, skills 



and attitudes required to obtain, interpret and convey information in response to workplace requirements.

NOMINAL DURATION

:
4 hours

CERIFICATE LEVEL

:
NC II

PREREQUISITE

:
Receive and Respond to workplace 




Communication. (NC I)

LEARNING OUTCOMES:

Upon completion of this module the students/ trainees will be able to:

L.O.1. Obtain and convey workplace information

L.O.2. Complete relevant work related documents

L.O.3. Participate in workplace meeting and discussion

LO1.   OBTAIN AND CONVEY WORKPLACE INFORMATION

ASSESSMENT CRITERIA:

1. Specific relevant information is accessed from appropriate sources.

2. Effective questioning, active listening and speaking skills are used to gather and convey information.

3. Appropriate medium is used to transfer information and ideas.

4. Appropriate non-verbal communication is used.

5. Appropriate lines of communication with superiors and colleagues are identified and followed.

6. Defined workplace procedures for the location and storage of information are used.

7. Personal interaction is carried out clearly and concisely.

CONTENTS:

· Parts of speech

· Sentence construction

· Effective communication

CONDITIONS:


The students/ trainees must be provided with the following:

· Writing materials (pen & paper)

· References (books)

· Manuals

METHODOLOGIES:

· Group discussion

· Interaction

· Lecture

· Reportorial

ASSESSMENT METHODS:

· Written test

· Practical/performance test

· Interview

LO2.
PARTICIPATE IN WORKPLACE MEETINGS AND DISCUSSIONS

ASSESSMENT CRITERIA:

1.
Team meetings are attended on time.

2.
Own opinions are clearly expressed and those of others are listened to without interruption.

3.
Meeting inputs are consistent with the meeting purpose and established protocols.

4.
Workplace interactions are conducted in a courteous manner appropriate to cultural background and authority in the enterprise procedures.

5.
Questions about simple routine workplace procedures and matters concerning conditions of employment are asked and responded.

6.
Meeting outcomes are interpreted and implemented.

CONTENTS:

· Sentence construction

· Technical writing

· Recording information

CONDITIONS:

The students/trainees must be provided with the following:

· Paper

· Pencils/ball pen

· References (books)

· Manuals

METHODOLOGIES:

· Group discussions

· Interaction

· Lecture

ASSESSMENT METHODS:

· Written test

· Practical/performance test

· Interview

LO3.
COMPLETE RELEVANT WORK RELATED DOCUMENTS

ASSESSMENT CRTERIA:

1.
Ranges of forms relating to conditions of employment are completed accurately and legibly.

2.
Workplace data is recorded on standard workplace forms and documents.

3. Basic mathematical processes are used for routine calculations.

4. Errors in recording information on forms and documents are identified and rectified.

5.
Reporting requirements to superior are completed according to enterprise guidelines.

CONTENTS:

· Basic mathematics

· Technical writing

· Types of forms

CONDITIONS:

The students/trainees must be provided with the following:

· Paper

· Pencils/ball pen

· Reference books

· Manuals

METHODOLOGIES:

· Group discussion

· Interaction

· Lecture

ASSESSMENT METHODS:

· Written test

· Practical/performance test

· Interview

UNIT OF COMPETENCY

:
WORK IN A TEAM ENVIRONMENT

MODULE TITLE

:
WORKING IN A TEAM ENVIRONMENT

MODULE DESCRIPTION

:
This module covers the knowledge, skills, 



and attitudes required to relate in a work based environment.

NOMINAL DURATION

:
4 hours

CERTIFICATE LEVEL

: 
NC II

PREREQUISITE

:   
 

LEARNING OUTCOMES:

Upon completion of this module, the students/ trainees will be able to:

LO1.
Describe and identify team role and responsibility in a team

LO2.
Describe work as a team

LO 1.
DESCRIBE AND IDENTIFY TEAM ROLE AND RESPONSIBILITY IN A TEAM

ASSESSMENT CRITERIA:

1.
Role and objective of the team is identified.

2.
Team parameters, relationships and responsibilities are identified.

3.
Individual role and responsibilities within team environment are identified.

4.
Roles and responsibilities of other team members are identified and recognized.

5.
Reporting relationships within team and external to team are identified.

CONTENTS:

· Team role

· Relationship and responsibilities

· Role and responsibilities with team environment

· Relationship within a team

CONDITIONS:

The students/ trainees must be provided with the following:

· Standard operating procedure (SOP) of workplace

· Job procedures

· Client/supplier instructions

· Quality standards

· Organizational or external personnel

METHODOLOGIES:

· Group discussion/interaction

· Case studies

· Simulation

ASSESSMENT METHODS:

· Written test

· Observation

· Simulation

· Role playing

LO2.
WORK AS A TEAM MEMBER

ASSESSMENT CRITERIA:

1.
Appropriate forms of communication and interactions are undertaken.

2.
Appropriate contributions to complement team activities and objectives were made.

3.
Reporting using standard operating procedures followed.

4.
Development of team work plans based from role team is contributed.

CONTENTS:

· Communication process

· Team structure/team roles

· Group planning and decision making

CONDITIONS:

The students/trainees must be provided with the following:

· SOP of workplace

· Job procedures

· Organization or external personnel

METHODOLOGIES:

· Group discussion/interaction

· Case studies

· Simulation

ASSESSMENT METHODS:

· Observation of work activities

· Observation through simulation or role play

· Case studies and scenarios.

UNIT OF COMPETENCY

:
PRACTICE CAREER PROFESSIONALISM

MODULE TITLE

: 
PRACTICING CAREER PROFESSIONALISM

MODULE DESCRIPTION

: 
This module covers the knowledge, skills and 



attitudes in promoting career growth and advancement, specifically to integrate personal objectives with organizational goals set and meet work priorities and maintain professional growth and development.

NOMINAL DURATION

:
5 hours

CERTIFICATE LEVEL

: 
NC II

PREREQUISITE

:
none

LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

LO1.
Integrate personal objectives with organizational goals

LO2.
Set and meet work priorities

LO3.
Maintain professional growth and development

LO1.
INTEGRATE PERSONAL OBJECTIVES WITH ORGANIZATIONAL GOALS 

ASSESSMENT CRITERIA:

1.
Personal growth and work plans towards improving the qualifications set for professionalism are evident.

2.
Intra and interpersonal relationship in the course of managing oneself based on performance evaluation is maintained.

3.
Commitment to the organization and its goal is demonstrated in the performance of duties.

4.
Practice of appropriate personal hygiene is observed.

5.
Job targets within key result areas are attained.

CONTENTS:

· Personal development-social aspects: intra and interpersonal development

· Organizational goals

· Personal hygiene and practices

· Code of ethics

CONDITIONS: 

The students/ trainees must be provided with the following:

· Workplace

· Code of ethics

· Organizational goals

· Hand outs and Personal development-social aspects

· CD’s, VHS tapes, transparencies

METHODOLOGIES:

· Interactive -lecture

· Simulation

· Demonstration

· Self paced instruction

ASSESSMENT METHODS:

· Role play

· Interview

· Written examination

LO2.
SET AND MEET WORK PRIORITIES

ASSESSMENT CRITERIA:

1.
Competing demands to achieve personal, team and organizational goals and objectives are prioritized.

2.
Resources are utilized efficiently and effectively to manage work priorities and commitments.

3.
Practices and economic use and maintenance of equipment and facilities are followed as per established procedures.

4.
Job targets within key result areas are attained.

CONTENTS:

· Organizational Key Result Areas (KRA)

· Work values and ethical standards

· Company policies on the use and maintenance of equipment

CONDITIONS: 

The students/ trainees must be provided with the following

· Hand outs on

· Organizational KRA

· Work values and ethics

· Company policies and standards

· Sample job targets

· Learning guides

· CD’s, VHS tapes, transparencies

METHODOLOGIES:

· Interactive lecture

· Group discussion

· Structured activity

· Demonstration

ASSESSMENT METHODS:

· Role play

· Interview

· Written examination

LO3.
MAINTAIN PROFESSIONAL GROWTH AND DEVELOPMENT

ASSESSMENT CRITERIA:

1.
Training and career opportunities relevant to the job requirements are identified and availed.

2.
Licenses and/or certifications according to the requirements of the qualifications are acquired and maintained

3.
Fundamental rights at work including gender sensitivity are manifested/ observed

4.
Training and career opportunities based on the requirements of industry are completed and updated.

CONTENTS:

· Qualification standards

· Gender and development (GAD) sensitivity

· Professionalism in the workplace

· List of professional licenses

CONDITIONS:   

The students/trainees must be provided with the following

· Quality standards

· GAD handouts

· CD’s, VHS tapes on professionalism in the workplace

· Professional licenses samples

METHODOLOGIES:

· Interactive lecture

· Film viewing

· Role play/simulation

· Group discussion

ASSESSMENT METHODS:

· Demonstration

· Interview

· Written examination

· Portfolio assessment

UNIT OF COMPETENCY

:
PRACTICE OCCUPATIONAL HEALTH AND 




SAFETY PROCEDURES

MODULE TITLE

:
PRACTICING OCCUPATIONAL HEALTH AND 




SAFETY PROCEDURES

MODULE DESCRIPTION

:
This module covers the knowledge, skills and 



attitudes required to comply with the regulatory and organizational requirements for occupational health and safety such as identifying, evaluating and maintaining occupational health and safety (OHS) awareness.

NOMINAL DURATION

:
5 hours

CERTIFICATE LEVEL

:
NC II

PREREQUISITE

:
none

LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

LO1.
Identity hazards and risks

LO2.
Evaluate hazards and risks

LO3.
Control hazards and risks

LO4.
Maintain occupational health and safety awareness

LO1.
IDENTIFY HAZARDS AND RISKS

ASSESSMENT CRITERIA:

1. Workplace hazards and risks are identified and clearly explained.

2. Hazards/risks and its corresponding indicators are identified in with the company procedures.

3. Contingency measures are recognized and established in accordance with organizational procedures.

CONTENTS:

· Hazards and risks identification and control

· Organizational safety and health protocol

· Threshold limit value (TLV)

· OHS indicators

CONDITIONS:   

The students/ trainees must be provided with the following:

· Workplace

· Personal protective equipment (PPE)

· Learning guides

· Hand-outs

· Organizational safety and health protocol

· OHS indicators

· Threshold limit value

· Hazards/risk identification and control

· CD’s, VHS tapes, transparencies

METHODOLOGIES:

· Interactive -lecture

· Simulation

· Symposium

· Group dynamics

ASSESSMENT METHODS:

· Situation analysis

· Interview

· Practical examination

· Written examination

LO2.
EVALUATE HAZARDS AND RISKS

ASSESSMENT CRITERIA:

1.
Terms of maximum tolerable limits are identified based on threshold limit values (TLV)

2.
Effects of hazards are determined.

3.
OHS issues and concerns are identified in accordance with workplace requirements and relevant workplace OHS legislation.

CONTENTS:

· TLV table

· Philippine OHS standards

· Effects of hazards in the workplace

· Ergonomics

· EGG Regulations

CONDITIONS: 

The students/trainees must be provided with the following

· Hand outs on

· Philippine OHS standards

· Effects of hazards in the workplace

· Ergonomics

· EGG regulations

· TLV table

· CD’s, VHS tapes, transparencies

METHODOLOGIES:

· Interactive lecture

· Situation analysis

· Symposium

· Film viewing

· Group dynamics

ASSESSMENT METHODS:

· Interview

· Written examination

· Simulation

LO3.
CONTROL HAZARDS AND RISKS

ASSESSMENT CRITERIA:

1.
OHS procedures for controlling hazards and risk are strictly followed.

2.
Procedures in dealing with workplace accidents, fire and emergencies are followed in accordance with the organization’s OHS policies.

3.
Personal protective equipment (PPE) is correctly used in accordance with organization’s OHS procedures and practices.

4.
Procedures in providing appropriate assistance in the event of workplace emergencies are identified in line with the established organizational protocol.

CONTENTS:

· Safety regulations

· Clean air act

· Electrical and fire safety code

· Waste management

· Disaster preparedness and management

· Contingency measures and procedures

CONDITIONS:   

The students/trainees must be provided with the following:

· Hand outs on

· Safety Regulations

· Clean air act

· Electrical and fire safety code

· Waste management

· Disaster preparedness and management

· Contingency measures and procedures

· OHS personal records

· PPE

· CD’s, VHS tapes, transparencies

METHODOLOGIES:

· Interactive lecture

· Symposium

· Film viewing

· Group dynamics

· Self-paced instruction

ASSESSMENT METHODS:

· Written examination

· Interview

· Case/situation analysis

· Simulation

LO4.
MAINTAIN OCCUPATIONAL HEALTH AND SAFETY AWARENESS

ASSESSMENT CRITERIA:

1.
Procedures in emergency related drill are strictly followed in line with the established organization guidelines and procedures.

2.
OHS personal records are filled up in accordance with workplace requirements.

3.
PPE are maintained in line with organization guidelines and procedures.

CONTENTS:

· Operational health and safety procedure, practices and regulations

· Emergency-related drills and training

CONDITIONS:   


The students/trainees must be provided with the following

· Workplace

· PPE

· OHS personal records

· CD’s, VHS tapes, transparencies

· Health record

METHODOLOGIES:

· Interactive lecture

· Simulation

· Symposium

· Film viewing

· Group dynamics

ASSESSMENT METHODS:

· Demonstration

· Interview

· Written examination

· Portfolio assessment

UNIT OF COMPETENCY
: 
APPLY QUALITY STANDARDS

MODULE TITLE
: 
APPLYING QUALITY STANDARDS

MODULE DESCRIPTION

: 
This module covers the knowledge, skills, attitudes and values needed to apply quality standards in the workplace. The unit also includes the application of relevant safety procedures and regulations, organization procedures and customer requirements.

NOMINAL DURATION
:
8 hours

CERTIFICATE LEVEL
: 
NC III

PREREQUISITE
: 

LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

L.O.1. Assess quality of received materials

L.O.2. Assess own work

L.O.3. Engage in quality improvement

LO 1.  ASSESS QUALITY OF RECEIVED MATERIALS

ASSESMENT CRITERIA:

1. Work instruction obtained and work carried out in accordance with standard operating procedures.

2. Received materials checked against workplace standards and specifications.

3. Faulty materials related to work are identified and isolated

4. Faults and any identified causes recorded and or reported to the supervisor concerned in accordance with workplace procedures

5. Faulty materials are replaced in accordance with workplace procedures

CONTENTS:

· Reading skills required to interpret work instruction

· Workplace standards and specifications

· Procedures in obtaining and carrying out work instructions

· Quality checking procedures

· Fault identification and reporting

· Safety and environmental aspects of production process

· Carry out work in accordance with policies and procedures

CONDITIONS:


Students/ trainees must be provided with the following:

· Work instructions

· Manuals (Operation Manual of the company / Manufacturer’s Instruction / Service Manual)

· Company / Workplace standards and specifications

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 2. ASSESS OWN WORK

ASSESMENT CRITERIA:

1. Documentation relative to quality within the company identified and used

2. Completed work checked against workplace standards and specifications

3. Errors are identified and isolated

4. Information on the quality and other indicators of production procedures recorded in accordance with workplace procedures

5. In cases of deviation from specific quality standards, causes documented and reported in accordance with the workplace’s standard operating procedures.

CONTENTS:

· Communication skills needed to interpret and apply defined work procedures

· Identifying errors (deviation from customer and or organization requirements)

CONDITIONS:


Students/ trainees must be provided with the following:

· Organization work procedures

· Manufacturer’s Instruction Manual

· Customer requirements

· Other forms

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 3. ENGAGE IN QUALITY IMPROVEMENT

ASSESMENT CRITERIA:

1. Process improvement procedures participated in relative to workplace assignment

2. Work carried out in accordance with process improvement procedures

3. Performance of operation or quality of product of service to ensure customer satisfaction monitored

CONTENTS:

· Relevant production processes, materials and products

· Safety and environmental aspects of production processes

· Critical thinking

· Quality improvement processes

CONDITIONS:


Students/ trainees must be provided with the following:

· Organization work procedures

· Manufacturer’s Instruction Manual

· Customer requirements

· Other forms

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

UNIT OF COMPETENCY
: 
PERFORM COMPUTER OPERATIONS

MODULE TITLE
: 
PERFORMING COMPUTER OPERATIONS

MODULE DESCRIPTION
: 
This module covers the knowledge, skills, attitudes and values needed to perform computer operations which include inputting, accessing, producing, and transferring data using the appropriate hardware and software.

NOMINAL DURATION
: 
16 hours

CERTIFICATE LEVEL
: 
NC II

PREREQUISITE
: 

LEARNING OUTCOMES:

Upon completion of this module, the trainee/student must be able to:

L.O.1. Plan and prepare for tasks to be taken / undertaken

L.O.2. Input data into computer

L.O.3. Access information using computer

L.O.4. Produce output/data using computer systems

L.O.5. Use basic functions of a Web browser to locate information

L.O.6. Maintain computer equipment and systems

LO 1. PLAN AND PREPARE FOR TASKS TO BE UNDERTAKEN

ASSESSMENT CRITERIA:

1. Requirements of tasks determined in accordance with the required output

2. Appropriate hardware and software selected according to task assigned and required outcome

3. Task planned to ensure that OH and S guidelines and procedures followed

4. Client-specific guidelines and procedures followed

5. Required data security guidelines applied in accordance with existing procedures

CONTENTS:

· Reading and comprehension skills required to interpret work instructions and to interpret basic user manuals

· OH and S principles and responsibilities

· Main types of computers and basic features of different operating systems

· Main parts of a computer

· Storage devices and basic categories of memory

· Relevant types of software

· General security, privacy legislation and copyright

CONDITIONS:

Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 2. INPUT DATA INTO COMPUTER

ASSESSMENT CRITERIA:

1. Data entered into the computer using appropriate program/application in accordance with company procedure

2. Accuracy of information checked and information saved in accordance with standard operating procedures 

3. Inputted data stored in storage media according to requirements 

4. Work performed within ergonomic guidelines

CONTENTS:

· Relevant types of software

· Communication skills to identify lines of communication, request advice, follow instructions and receive feedback

· Storage devices and basic categories of memory

· Basic ergonomics of keyboard and computer user

CONDITIONS:


Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 3. ACCESS INFORMATION USING COMPUTER

ASSESSMENT CRITERIA:

1. Correct program/application selected based on job requirements

2. Program/Application containing the information required accessed according to company procedures

3. Desktop icons correctly selected, opened and closed for navigation purposes

4. Keyboard techniques carried out in line with OHS requirements for safe use of  keyboards

CONTENTS:

· Relevant types of software

· Business Application

· System software

· Basic ergonomics of keyboard and computer user

CONDITIONS:


Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

· Disks

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 4. PRODUCE OUTPUT/DATA USING COMPUTER SYSTEM

ASSESSMENT CRITERIA:

1. Entered data processed using appropriate software commands

2. Data printed as required using computer hardware/peripheral devices in accordance with standard operating procedures

3. Files and data transferred between compatible systems using computer software, hardware/peripheral devices in accordance with  standard operating procedures

CONTENTS:

· Relevant types of software

· Computer peripherals

· Storage devices and basic categories of memory

CONDITIONS:


Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· printer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

· Disks

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 5. USE BASIC FUNCTIONS OF A WEB BROWSER TO LOCATE INFORMATION

ASSESSMENT CRITERIA:

1. Information requirements for Internet search established

2. Browser launched

3. Search engine loaded

4. Appropriate search criteria and/or URL of site entered

5. Relevant links followed to locate required information

6. Useful pages bookmarked or printed as required

CONTENTS:

· Web surfing

· Web browsers

· Search engines

· URLS and keywords

· Links

· Bookmarking

CONDITIONS:


Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

· Disks

· Paper

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

LO 6. MAINTAIN COMPUTER EQUIPMENT AND SYSTEMS

ASSESSMENT CRITERIA:

1. Procedures for ensuring security of data, including regular back-ups and virus checks implemented in accordance with standard operating procedures

2. Basic file maintenance procedures implemented in line with standard operating procedures 

CONTENTS:

· Security measures

· Anti-virus software/programs

· File Management 

CONDITIONS:


Students/ trainees must be provided with the following:

· Equipment:

· 1 unit of computer

· voltage regulator / UPS

· Learning Materials:

· Learning Manuals

· Work Instruction

· Hand-outs

· Supplies / Materials:

· Operating System

· Application program

METHODOLOGIES:

· Lecture-demonstration

· Self-paced instruction

· Group discussion

ASSESSMENT METHODS:

· Hands-on

· Direct observation

· Practical demonstration

UNIT OF COMPETENCY 
:
communicate effectively using english language
MODULE TITLE
:
COMMUNICATING EFFECTIVELY USING ENGLISH LANGUAGE

MODULE DESCRIPTION

:
This module covers the knowledge, skills, attitudes and values needed to; analyze communication process, communicate and listen actively and use paralanguage communication cues.

NOMINAL DURATION 
:
 120 hrs.
 

CERTIFICATE LEVEL 
:
NC II

LEARNING OUTCOMES: 

Upon completion of the module the trainees/students should be able to:

L.O.1. Analyze communication process

L.O.2. Communicate and listen actively

L.O.3. Identify and Use paralanguage communication cues

LO1.
 ANALYZE COMMUNICATION PROCESS           

ASSESSMENT CRITERIA:

1. Communication is defined clearly.

2. Forms of communication are distinguished.

3. Communication pathway is  identified  in accordance with workplace  


standards.

4. Elements of communication in each pathway are identified.

5. Barriers to communication in a customer contact center are identified.

6. Strategies to reduce barriers to communication are adopted.

CONTENTS:

· Definition of communication

· Forms of communication 

· Elements of communication

· Communication models 

· Barriers to communication

CONDITIONS: 


Students /trainees must be provided with the following:

· Computer and peripherals for examinations, presentations and learning management;

· Appropriate software for phone simulations, oral drills, online assessments etc.;

· Internet connections for online research, references, and assessments

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Role play

· Phone simulation

· Written evaluation

LO2.
COMMUNICATE AND LISTEN ACTIVELY

ASSESSMENT CRITERIA:

1. Information are obtained and conveyed in accordance with accepted conventions.

2. Verbal and other types of communication are distinguished.

3. Standard American accent is applied when speaking English.

4. Written communication   produced   is grammatically correct.

5. Faulty sentences are identified.

6. Correct rules on subject-verb agreement are applied

7. Appropriate verb tenses are used when stating facts, narrating past events.

8. Appropriate prepositions in common idiomatic expressions are applied.

9. Written communication is produced  according to accepted format

10. Active listening techniques to enhance the message reception are used.

11. Encoding is undertaken accurately and proficiently in accordance with established standards.

12. Protocol in handling electronic messages is properly identified.

13. Verbal communication is translated into written or electronics communication accurately and efficiently.

14. Electronic messages correctly stored, deleted and forwarded, virus free.

15.  Inappropriate uses of Filipinisms are identified.

CONTENTS:

· Subject-verb agreement

· Verb tenses and aspect

· The uses of preposition

· Sentence  sense achieving clarity, 

· Modifiers

· Mechanics of voice  

· Element of speech

· Table of relationships

· Projecting confidence

·  Phonemes

· Ineffective Filipinisms used in English conversations.

·  Vowel and consonant guide

· Accents

· Standard American accent

· Types of stress

· Essential of good  pronunciation

· Blending, Phrasing and Intonation

· Good sentence construction

· Effective expression

· English conditionals

CONDITIONS: 


Students /trainees must be provided with the following:

· Computer and peripherals for examinations, presentations and learning management;

· Appropriate software for phone simulations, oral drills, online assessments etc.;

· Internet connections for online research, references, and assessments

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Role play

· Phone simulation

· Written evaluation

LO3.  
  USE PARALanguage COMMUNICATION CUES

ASSESSMENT CRITERIA:

1. Paralinguistic cues used in customer are appropriately identified.

2. Paralinguistic cues appropriate to workplace situation are used and demonstrated.  

3. Messages to suit paralinguistic cues are correctly modified to convey ideas. 

4. Correct vocal techniques to enhance the transmission of message are used.

5. The rate, pitch, volume and tone of voice are adjusted according to context and meaning.

6. Proper vocal dynamic is applied when speaking over the phone.

7. Appropriate conversational cues used in customer interaction over the telephone

CONTENTS:

· VOICE

· Rate

· Volume

· Pitch

· Tone

· ACCENT

· Stress

· Intonation

· Blending

· Phrasing

· Conversational Cues

CONDITIONS: 


Students /trainees must be provided with the following:

· Computer and peripherals for examinations, presentations and learning management;

· Appropriate software for phone simulations, oral drills, online assessments etc.;

· Internet connections for online research, references, and assessments

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Role play

· Phone simulation

· Written evaluation

UNIT OF COMPETENCY 
:
DELIVER QUALITY CUSTOMER SERVICES 
MODULE TITLE
:
DELIVERING QUALITY CUSTOMER SERVICE

MODULE DESCRIPTION 

:
This module covers the knowledge, skills, attitudes in delivering quality customer services by applying best practiced call center operations, responding to and satisfying the customer needs and providing after-sales support services.

NOMINAL DURATION 
:
120 hrs.
 

CERTIFICATE LEVEL 
:
NC II

PREREQUISITE
:

LEARNING OUTCOMES: 

Upon completion of the module the trainees/students should be able to:

L.O.1. Demonstrate understanding of the BPO/Call Center Industry

L.O.2. Transmit, /Receive calls to/from customers

L.O.3. Handle customer’s complaints

L.O.4. Provide after-sales support and document events

LO1.
IDENTIFY AND APPLY BEST PRACTICED CALL CENTER OPERATIONS

ASSESSMENT CRITERIA:

1. Demonstrate understanding of the BPO/ Call Center Industry

2. Understand the basic services as they relate to customer service, sales


 and technical support within BPO/ Call Centers.

3. Understand the basic performance matrix for a call center agent.

CONTENTS:

· Types of industry

· Types of products and services

· Call center agents performance matrix

CONDITIONS:  


Students /trainees must be provided with the following:

· Website of call center companies

· Computer with peripherals

· Link to professional BPO organizations (ex. BPAP, CCAP, NASSCOM)

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation/ Role play

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Simulation/ Role play

· Phone simulation

· Written evaluation

LO2.
TRANSMIT/RECEIVE CALLS TO/FROM CUSTOMERS

ASSESSMENT CRITERIA:

1. Prompt greeting or acknowledgement is provided to customer in    accordance with company policy.

2. Customer identity and details are located and confirmed using appropriate tools (ex. http://yellowpagesonline.com, & other web resources)

3. Types of calls are classified and prioritized in accordance with the customer’s needs.

4. Interactive communication is used in accordance with the customer relationship policies.

5. Customer is provided with courteous, professional treatment throughout the interaction.

6. Customer’s objectives desires and problems related to products or services are identified and utilized follow-up questions.

7. The needs of different characteristics and personalities of   customers are met using an appropriate approach.

8. Inquiries/Concerns required for transfer/hold are identified in accordance with the enterprise policy.

9. Calls are ended by summarizing the information and confirming that the objectives are met.

10. Proper telephone etiquette is observed in closing the communication.

11. Protect customer information 

CONTENTS:

· Data gathering

· Different customers needs 

· E-services technology

· Using personal computer   

· Professionalism in the Workplace

· Interaction with customers

· Basic oral and written communication skills 

· Interpersonal skills

· Hold process policy

· Telephone etiquette

CONDITIONS:  


Students /trainees must be provided with the following:

· Computer with peripherals

· Headset

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation/ Role play

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Simulation/ Role play

· Phone simulation

· Written evaluation

LO3.
HANDLE CUSTOMER’S COMPLAINTS

ASSESSMENT CRITERIA:

1. Complaints are responded promptly and handled with empathy

2. Customer’s complaints are addressed with clear, direct, accurate and timely response.

3. Details of complaints are established and basic remedies are used in accordance with enterprise policy.

4. Appropriate referral or hands-off procedures are implemented as required.

5. Complicated concerns are referred to higher authority

CONTENTS:

· Protocols for handling difficult or irate customers

· Process of handling customer inquiries

· Language for dealing with customer complaints

· Process of handing off customers to supervisors

CONDITIONS:  


Students /trainees must be provided with the following:

· Computer with peripherals

· Headsets

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation/ Role play

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Simulation/ Role play

· Phone simulation

· Written evaluation

LO4.
PROVIDE AFTER SALES SUPPORT SERVICES.

ASSESSMENT CRITERIA:

1. Contact is made with customer to ensure satisfaction with support /assistance provided

2. Action necessary to resolve complaint is discussed and confirmed with the customer.

3. Agreements reached with the customer are recorded and implemented within agreed timeframe.

4. Follow-up action is initiated to ensure that agreements with customers are implemented.

5. Full documentation of actions and resolutions agreed with the customer is undertaken in accordance with company procedures.  

CONTENTS:

· Problem solving skills

· Active listening or questioning skills

· Instruction techniques

· Documentation procedures

· Influencing/ Persuasion techniques

CONDITIONS:  


Students /trainees must be provided with the following:

·   Computer with peripherals

·   Headsets

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation/ Role play

ASSESSMENT METHODS:

· Observation and Oral Questioning

· Practical demonstration

· Simulation/ Role play

· Phone simulation

· Written evaluation

UNIT OF COMPETENCY 
:
PERFORM BASIC COMPUTER OPERATION AND INTERNET NAVIGATION 
MODULE TITLE
:
PERFORMING BASIC COMPUTER OPERATION AND INTERNET NAVIGATION

MODULE DESCRIPTION 

:
This module covers the knowledge, skills, attitudes in using computer properly, managing files, installing and configuring application programs, working with the internet and securing files.

NOMINAL DURATION 
:
40 hrs.
 

CERTIFICATE LEVEL 
:
NC II

PREREQUISITE
:

LEARNING OUTCOMES: 

Upon completion of the module the trainees/students should be able to:

L.O.1. Apply computer basic operation procedures

L.O.2. Organize and manipulate files

L.O.3. Install, configure and  work with application program

L.O.4. Work with internet

L.O.5. Log off from a computer

LO1.
APPLY BASIC COMPUTER OPERATION PROCEDURES

ASSESSMENT CRITERIA:

1. Basic peripheral devices are checked based on proper connection.

2. Computer is started or user logged on according to logon procedures
3. Operating system features and functions are accessed and navigated

4. Available online help functions are used

CONTENTS:

· Identification of computer basic parts

· Basic operation and function of PC software and hardware.

· PC hardware and peripheral devices proper connection.

· Safety measures 

· Procedure in starting the computer.

· Keyboard layout and functions

· Operating System features

· Online help functions

CONDITIONS:  


Students /trainees must be provided with the following:

· A personal or networked computer

· Internet access

· Basic system software

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation In a simulated environment

· Oral Questioning

· Practical demonstration

· Written exam/evaluation

LO2.
ORGANIZE AND MANIPULATE FILES

ASSESSMENT CRITERIA:

1 Files in a directory/folder are identified according to types and usage

2 Various files are created and suitably named as required

3 Files are selected, opened, and renamed according to the set procedures

4 Deleted files are restored using the standard utility

5 Files/information are located using the standard features/utility

CONTENTS:

· Hard drive and file concepts 

· Saving and retrieving files to and from various folders or hard drive

· Demonstrate an ability to find and use information relevant to the task from a variety of information sources

· Using software features/utilities

CONDITIONS:  


Students /trainees must be provided with the following:

· A personal or networked computer

· Internet access

· Basic system software

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation In a simulated environment

· Oral Questioning

· Practical demonstration

· Written exam/evaluation

LO3.
INSTALL, CONFIGURE AND WORK WITH APPLICATION PROGRAM

ASSESSMENT CRITERIA:

1 Application programs are added, changed, removed or ran according 


to the established procedures

2 Software is selected appropriately in accordance with the given task 

3 Program is installed, configured and ran according to the given task

4 File is correctly identified and opened

CONTENTS:

· Procedures in installing application programs

· Configuring the installed programs

· Using Searched features of a program

· Using the online help of the program

CONDITIONS:  


Students /trainees must be provided with the following:

· A personal or networked computer

· Internet access

· Basic system software

· Application software

· Software utilities

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation In a simulated environment

· Oral Questioning

· Practical demonstration

· Written exam/evaluation

LO4.
WORK WITH INTERNET

ASSESSMENT CRITERIA:

1 Installed Internet application programs are identified and stated according to their purposes

2 Internet software is demonstrated on how it can be used.

3 Relevant terms are defined and used correctly

4 Potential security risks are identified and avoided

5 Files and documents are searched in related links using search engines

6 E-mails are sent, downloaded, read and responded to based on requirements

7 Files attached to incoming e-mail, are retrieved

8 Protect customer identity and information

CONTENTS:

· Installing the Internet application program

· Using the internet software

· Terms and definitions

· Using the Search Engine

· Sending and retrieving E-mail

· How to initiate and conclude an Internet connection

· Demonstrate an ability to find and use information relevant to the task 


from a variety of information sources

· Appropriate use of different Internet protocols and data types (www, 


e-mails, etc..) 

· Privacy and security measures related to online tasks

CONDITIONS:  


Students /trainees must be provided with the following:

· A personal or networked computer

· Internet access

· Basic system software

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation In a simulated environment

· Oral Questioning

· Practical demonstration

· Written exam/evaluation

LO5.
LOG OFF FROM A COMPUTER

ASSESSMENT CRITERIA:

1 File is saved and closed based on proper procedures

2 All application programs are closed 

3 Computer and peripheral devices are properly shut down

CONTENTS:

· Closing the files and programs

· Procedure in closing the computer.

· Safety measures.

· Preventive measures for computer viruses

CONDITIONS:  


Students /trainees must be provided with the following:

· A personal or networked computer

· Internet access

· Basic system software

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation In a simulated environment

· Oral Questioning

· Practical demonstration

· Written exam/evaluation

UNIT OF COMPETENCY 
:
DEMONSTRATE UNDERSTANDING AND KNOWLEDGE of THE AMERICAN CULTURE AND GEOGRAPHY 
MODULE TITLE
:
understanding THE AMERICAN CULTURE AND GEOGRAPHY

MODULE DESCRIPTION 

:
This module covers the knowledge, skills and attitudes in demonstrating the effect of cultural variables when interacting with North American customers, use of North American geography, regional differences and their impact on customer interaction.

NOMINAL DURATION 
:
12 hrs.
 

CERTIFICATE LEVEL 
:
NC II

PREREQUISITE
:

LEARNING OUTCOMES: 

Upon completion of the module the trainees/students should be able to:

L.O.1. Apply knowledge of common cultural variables

L.O.2. Apply knowledge of American geography

LO1.
APPLY KNOWLEDGE OF COMMON CULTURAL VARIABLES

ASSESSMENT CRITERIA:

1 Identify cultural variables and values of targeted customer 

2 Demonstrate understanding how cultural differences affect customer and business transactions

CONTENTS:

· Cultural variables and how it affects communication. e.g. time zones, holidays and cities. 

· Cultural differences

· Introduction to American culture

· Accent and regional styles

· Accent improvement

CONDITIONS:  


Students /trainees must be provided with the following:

· Computer and peripherals

· Headsets

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation 

· Practical demonstration

· Written evaluation

LO2.
APPLY KNOWLEDGE OF AMERICAN GEOGRAPHY

ASSESSMENT CRITERIA:

1 Geographic variables identified and acted upon

2 Knowledge of US geography is reinforced and applied in day to day business transactions

CONTENTS:

· Geographic variables and how it affects day to day business transactions

· Regions

· States and Capitals

· Time Zones and Daylight Saving Time (DST)

· Basic geography

· Recognize place names and common person names

· Correct pronunciation of names

· Map reading

· State Abbreviations

CONDITIONS:  


Students /trainees must be provided with the following:

· Computer with peripherals

· Headsets

METHODOLOGIES:

· Lecture/discussion

· Practical exercises 

· Simulation

ASSESSMENT METHODS:

· Observation 

· Practical demonstration

· Written evaluation
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