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For Learning Competencies

Please note that each elective under TechPro: ICT is studied for one term. This is applicable under Grades 11 and 12.

Term
Elective Contact Center Services
Week Learning Competency
Discuss concepts in contact center industry.
* e Discuss the contact center jargons.
e Perform procedures using the tools and equipment in the contact center industry.
e Discuss common cultural variables.
e Apply the technical aspects of voice for effective communication.
* e Use English colloquialism and idiomatic expressions in communication.
e Perform call listening skills specifically tailored for phone interactions.
e Analyze probing questions specifically tailored for phone transactions.
e Discuss the potential products, services, and markets in the contact center industry.
e Perform inbound call simulations.
* e Perform outbound call simulations.
e Discuss non-voice products and service handling processes.
e Perform non-voice simulations.
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* Teachers may assign learning competencies per week depending on the needs of the learners.
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