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BACOLOD CITY NATIONAL HIGH SCHOOL
Bacolod City

SENIOR HIGH SCHOOL
TRAINING PLAN IN EMPOWERMENT TECHNOLOGIES
GRADE 12
	I. Content:
MULTIMEDIAS AND ICT’S -  Rich content in the online 



environment and the user experience


Resources:

a. Curriculum guide (p.5)
b. Expedia.Com Customer Service Representative
Training Manual – Admin Tools

c. Pinoy Pup Linux Call Center Edition Training Guide
d. Expedia.Com US Website
https://www.expedia.com

	Date: December 3-5. 2014

	II. Objectives /
Learning Competencies
	1. Explore the principles of interactivity and rich content in the context of Web 2.0 and the participation of the user in the online experience; (CS_ICT12-ICTPT-IIk-14)
2. Exhibits fluency, rapport and ability to solve the customer’s ticketing concerns using the rich content features of the Expedia website; and
3. Obtain the soft skills needed in handling ticketing accounts such as Extranomical, Orbitz or Expedia.com in Teleperformance or in another call center where they may open such account.


	III. Introduction

Checking of 
Attendance

Presentation of 
Objectives

Preparatory 
Activity/ Motivation
	Emphasis on the severity of company rules against No-Call-No-Show (NCNS) violations.
Scripted mock call on airline ticketing concerns, followed by trial exploration of Expedia.com website. The students will be motivated to stay focused in preparation for a mock call using the website.


	IV. Development
	Practice and drill: Navigation through the rich content to obtain results such as flight reservations / purchase, flight void / cancel, airport weather conditions and exchange rate. Coaching and feedback (AUX3) will be provided by the instructor and assigned Team Leaders (TL’s)


	V. Conclusion

	Round-robin responses: Completing a mock call through actual online experience of the featured website’s rich content. 

	VI. Evaluation / Assessment
	Individual mock calls using the featured website.
Minimum performance levels:


Average Handling Time (AHT):
Beginner (none required)

Customer Satisfaction (CSAT):
Beginner (75 / 100 points)


Call Resolution (FCR):

Standard (100%)



	VII. Assignment/ Self-study/ Kumon / Enrichment


	Take the automated interview in Pinoy Pup Linux Call Center Simulator. Listen to the results and prepare a scripted response with emphasis on fluency and pronunciation. 
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