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ABSTRACT

The Call Center Industryv (CCI) in the Philippines has been atiracting emplovees from
different national and linguistic backgrounds The industry requires emplovees to have a
strong command of the English language, more specifically, American English. which serves
as the model for the English language requirements. However, these requirements may have a
negative impact on the linguistic and national identity of Filipino employees.

This study explored the Filipino English ianguage trainers’ and Customer Service
Representatives’ integration with the American culture and language and whether this has
any influence on the way they teach or use the language. It also investigated whether training
in the business process outsourcing (BPO) and training schools has any impact on the
language and national identity of Filipino employees through strategies used to teach, transact
amongst themselves, and with the American customers, and through the ways these
employees perceive themselves as call center employees, as employees in the BPO training
schools, and as Filipinos.

Data were gathered using the following instruments: participants’ profile form, one
interview schedule, two observations, quality assurance forms, call flow forms, and job
postings. Research locales were five call centers and two BPO training schools purposefully
selected within Metro Manila where more BPO companies and training schools are located
than in any other region of the Philippines and where Filipinos from different regions are
employed. The sample consisted of 15 participants, five of whom are trainers in the BPO

sector, three in PBO training schools, and seven Customer Service Representatives (CSRs).



Data from interviews and observations. job postings, quality assurance imetric and cali
flows were analyzed through triangulation. Data were summarized, then, grouped into three
sections according to the research questions. Findings were categorized into four themes
divided into eight sub-themes.

The results of the study showed that Filipino English language traincrs in the BPO
sector and BPO training schools use cognitive, metacognitive, memory-related, affective, and
social strategies to learn and teach the English language and to transact between themselves
or with American customers. Their views vary about the American versus Fiiipino English
accent. They integrate the American English and culture in the call center industry and in the
BPO training centers through emphases on American accent, the use of English only policy,
the promotion of the American culture, emphasis on time management, and the use of
business English. As such, training has influenced the Filipino English language trainers’ and
customer support representatives’ perceptions of themselves as Filipinos through acceptance
of the English language and training as a skill, preference for bilingualism or multilingualism
as a response to the English only policy, increased awareness of being Filipinos, and

commitment 1o take pait in the development of the national community.

Keywords: Acculturation, Call Center Industry (CCI), Customer Service Representatives

(CSRs), English Language Trainers, National Identity of Filipinos, Strategies
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CHAPTER 1
INTRODUCTION

Workers in the Call Center Industry (CC!) in the Philippines face numerous challenges in
their workplace. These challenges are related to the nature of their work and communication
requirements (Friginal, 2009; Salonga, 2010). Customer Support Representatives (CSRs) in CCI
are required to use English as the medium of communication. To this end, the teaching strategies
of Filipino English language trainers in the Business Process Qutsourcing (BPO) industry and the
BPO training schools could reveal the dialogical aspect of English language where this language
could empower CCI employees. This empowerment occurs as employees acquire technical skills,
increase their knowledge of English, improve cross-cultural communication strategies, earn money
to achieve personal goais, help local community attract investors, get to know and leam from the
target culture and other speakers of English as a foreign language (EFL), fight for their rights when
exploited, and contribute to a dynamic development of local and target culture (Friginal, 2007;
2009). As a result, trainers in the BPO sector and English language trainers for BPO firm, and
Customer Service Representatives (CSRs) could be agents of change in the ways they use the

English language.

Background of the study

The offshore call center industry has grown in the past two decades worldwide (Friginal,
2007, Salonga, 2010). In the Philippine context, call centers attract employees with different
professional experiences, academic backgrounds, and personal achievements. However, it should
be noted that communication skills are key elements to get hired in the CCL It is easy to observe
that “oral communication ranks high among the ‘key’ or ‘core’ skills that are held to be

indispensable for success in the present and future labor market” (Cameron, 2000, p. 125).



Likewise, having excellent communication skills is one of the most important skills for one
to be hired or promoted. This usually means ‘excellence’ in writing but mostly in speaking.
‘Excellent’ oral skills in the CCI generally signify ‘sounding like’ a native speaker of the English
language (NSE) or having a ‘neutral’ accent. For instance, Cowie (2007) shows that a neutral
accent or a native-like accent is sought after and rewarded in offshore call centers located in India.
Rahman (2009) also reports that CCl in Pakistan emphasizes that CSRs value speaking English
with a neutral accent. Friginal (2007; 2009), Lockwood (2012), and Salonga (2010) also report
that Filipino CSK applicants who speak the English language with a native-like or with a ncutral

accent have more chances to get hired in the BPO sector located in the Philippines.

Statement of the Problem

American English is the yardstick that is used to determine the quality of English required
for call center related jobs. This means that Filipino Customer Service Representatives are
expected to speak with a native-like or a neutral accent when communicating with NSE. Moreover,
these CSRs have to reflect the cultural background of NSE. The problem is that these requirements
may have a negative impact on the linguistic and cultural identity of Filipino trainers and trainees
or CSRs when offshore realities are invariably applied in different contexts and to different people
(Salonga, 2010). This could explain why Patel (2012) defines the BPO companies as “sites of
Western imperialism [and] dens of moral decay” (p. 38) and why Cameron (2000) and Townsend

(2005) view the CCI as a communication factory.

Few employers hire Filipino English language or product trainers who are fluent in the
English language to prepare qualified new employees for meeting linguistic, cultural, and service

expectations of offshore customers. Plus, BPO training schools have multiplied across the



Philippines, especially in Metro Manila because not all BPO employers hire English language
trainers (Friginal, 2007; 2009). On linguistic expectations, trairiers in both BPO training schools
and BPO companies aim to help trainees improve and ‘neutralize’ their accent and acquire
communication skills.
This study therefore, answered the following questions:
1. What are the teaching strategies of Filipino English language trainers in the CCI and in
BPO training schools?
2. How is knowledge and acceptance of American English and culture integrated in the
English language trainers’ teaching in CCI and in BPO training centers?
3. In what ways has the training influenced the Filipino English language trainers’ and

Customer Support Representatives’ perceptions of themselves as Filipinos?

Significance of the Study

Some studies particularly investigated realities in CCI and the brand of English language
used ai contact centers as a product of globalization (Cameron, 2000; Cowie, 2007, Friginal, 20607,
2009; Forey, 2013; Lockwood, 2012; 2013; Patel 2010; Rahman, 2009; Salonga, 2010; Sieben &
de Grip, 2004). However, few studies, if any, tackled directly the issues of English language
trainers’ experiences when engaged in teaching at BPO sector and BPO training schools in the
Philippines. The current study elaborated on the teaching strategies of Filipino English language
trainers in the CCI and in BPO training schools, showed how the knowledge and acceptance of the
American English and culture were integrated in the English language trainers’ teaching in CCI
and in BPO training schools, and analyzed the ways through which the training had influenced the

Filipino English language trainers’ and customer support representatives’ perceptions of



themselves as Filipinos. Moreover, this research was conducted by a user of English as a second
language (ESL) who was also a CSR with more than nine years of experience working at the CCI.
The researcher’s work experience in CCI then could help see English language teaching (ELT)
and its implications on cultural identity with a new lens, thus providing more insights into teaching
English as a second language (TESL).

The results of this study may be helpful to the Philippine government, particularly the
DepEd and CHED and other departments and agencies concerned with English language planning
and teaching methods from high-school through colleges. Likewise, the Philippines Department
of Labor and Employment (DOLE) can define additional means to solidify relationships between
employees and employers in BPO.

The results could also be useful to schoo! officials and curriculum designers to get insights
on strategies which would be helpful in teaching cross-cultural communication and
communication strategies to their students. Families and educators may also benefit from the
results of this study. They could gain awareness about the lived experiences of CCI employees in
the linguistic and cultural aspects of CCI work. They could then support BPO employees by
understanding that generally the BPO sector — is not what Patel (2012) portrays as “sites of
Western imperialism [or] dens of moral decay [and realize that] call center employment has the
potential to reshape individuals® perceptions of themselves and of the community that surrounds
them” (p. 38).

Language teachers may also benefit from this study. They can identify strategies they can
implement in the classrooms taking into consideration the expectations of students on the use of
the English language in the classroom, at workplace as well as the use of Filipino in the Philippines.

Psychologists and counselors may also benefit from the psychological implications of this study.



By understanding the impact that the English language training in CClIs have on the Filipinos’
language attitudes and cultura! identity, they could look for ways to prepare Filipino studenis who
might work in the BPO firm or in international companies in the future. For instance, psychologists
and counselors can prepare and present practical strategies to help Filipino youth handle stress,
resolve cross-cultural problems, and work in a highly stressful environment. Sociolinguists may
also benefit from this study. They could investigate whether teaching strategies and the use of
English in the BPO industry in the Philippines empower Filipino CSRs.

BPO employers, managers, trainers, and quality assurance (QA) analysts could also benefit
from this study because they would know whether the language trainings given to the trainees
empower or alienate their employees. They could gain insights in coaching and training non-native
English speaking CSRs. Specifically, trainers in the BPO training schools could look for ways io
prepare Filipino students who plan to work in the BPO sector or in internationai companies in the
future. In short, this study might contribute to existing literature on sociolinguistics, world

“Englishes”, call center training, and TESL.

Scope and Delimitations of the Study

This research built on Schumann’s acculturation model of language (1986), Bakhtin’s
dialogic view of language (Bakhtin, 1981; 1984; 1986), and on the transactional concept of
language (Rosenblatt, 2004). Its scope was on sociolinguistics, World Englishes (WE), TESL, and
training in the BPO industry.

The study focused only on three trainers in BPO training schools, five trainers in the BPO
sector, and seven customer support representatives. This paper presented the teaching strategies of

English language trainers at and for the CCI and the meanings trainers and CSRs gave to their



experiences when using the English language. Understandably, the study did not include a survey
that required a bigger number of participants. Moreover, it presented the teaching strategies of a
specific group of people in and for the BPO industry. This means, teaching strategies trainers used
in or for the CCI were not universal. The study aimed to elaborate on strategies that worked for
these employees and those that influenced their lives and work.

The other limitation was putting two contexts together. Due to the difficulty to get
informants and data from call centers alone, this study was reconfigured to include five call centers
and two BPO training schools in Metro Manila. Generalization then should be taken with caution
since Metro Manila houses a great number of the BPO companies and training centers. Alsc,
numerous BPO companies and training schools are located in many other cities of the Philippines.

Another limitation was the research instruments. Some questions in the interview schedule
and the checklist on the observation were not clear. For instance, the word strategy was not
clarified at the beginning, The clarification was done after collection of data by separating the

strategies from tools, and from language policy.



CHAPTER 2
REVIEW OF RELATED LITERATURE, THEQRETICAL FRAMEWORK,
AND DEFINITION OF TERMS
This chapter covers literature on the following topics: English as an international language;
English language teaching approaches, methods, and strategies; sociology of English language
learning in the Philippines; relationship between language and culture: the case of Philippine
English (PE}; English language training in the BPO sector and the BPO training schools; Bakhtin’s

dialogic view of language; Rosenblatt’s transactional view of language; national identity of

Filipinos, and acculturation model and national identity.

English as an International Language

To teach English as an international language means to be able to give credit to different
teaching approaches and methods. It also means linking local with the global or “glocal” strategies
and vice versa. In this way, local teaching strategies are integrated in the global and vice versa.

Teaching is part of ways people communicate, think, learmn, and carry out some activities.
Walker, Walker, and Schmitz (2003) believe that the thought of a people determines the way they
communicate and the way they do business. For them, doing business is an expression of a specific
culture by the fact that it engages persons with individual backgrounds. The BPO companies reveal
one aspect of doing business in the modern time.

In her study on International communication in a technology services call centre in India,
Lockwood (2013) focuses on the exploration of the nature of English communication between
professional support engineers across “Inner, Outer and Expanding Circles” and how they used
accommodation strategies to send and receive messages and get their work done. She used

individual interviews and group discussions and recorded data. Her findings are presented in four



concepts: Intelligibility through difficulty to understand different accents due to differences in
phonological systems, and linguistic and cultural background. Comprehensibility as a problem in
understanding the highly idiomatic language of NSE or users of English with near-native fluency;
Interpretability in getting the deeper meaning of the message; and Accommodation strategies
termed as “adapting up™ and “adapting down” as a way of clarifying the message between the
speaker and the listener.

Lockwood (2013) concludes that the contact center in her study is different from the CCI’s
perspective and requirements on communication because it does not require its employees to
undergo accent neutralization. Moreover, the call center’s objective is not to achieve native
speakers of the English (NSE) norms. This CCI focuses on the efficiency and effectivity of
communication between their highly skilled IT support where English is the lingua franca.

To teach English as an international language in the BPO involves diversifying approach
in training in the BPO as well. Like the World English (WE) paradigm, the approach to English as
an intemnational language is inclusive. This inclusivity is defined as the “tendency to go beyond
what is known, definite, and comfortable; to consider different cultural and theoretical
backgrounds, different points of view, different and even opposing values and arguments” (Davis,
2010, p. 22).

However, Junghare (2013) compares language to human nature to stress the inclusive and
exclusive aspects of any language. For him, every language is inclusive and exclusive at the same
time. That is, the English language like any language includes persons who use it yet excludes
people who do not understand it. Moreover, levels of inclusions can be distinguished within the

communities of users of English (Kachru, 1997) and within a circle (Martin, 2014).



To take a more inclusive approach, Guo and Beckett (2007) suggest changing from
Teaching English to Speakers of Gther Language (TESOL) to Teaching English to Globalized
Communication (TEGCOM). Also, Phan (2008) recommends that the Inner Circle acknowledges,
appreciates, and gives credit to different language teaching methods, and all English language
teachers to respect and promote different cultures, to listen to voices of teachers of English from
different backgrounds and build or and appreciatc what Nonnative-English-Speaking Teachers
(NNESTs) already know.

Furthermore, Seidlhofer (2009) believes that the WE and English as a Lingua Franca (ELF)
models have much in common in that they both promote a pluralistic approach to English. Alsc,
ELF and the WE paradigms hold that English belongs to all who use it. Seidlhofer (2009) adds
that English as an international language should be viewed in terms of how English has changed
to meet international needs and that many NNESTs have emerged around the globe. So, teaching
English as an international language should be enriched with aspects from the inner, the outer, and
the expanding circles.

To teach English as an intemational language builds on the dialogical reality of language
and culture. This reality suggests that people “obtain knowledge about the uniqueness of others
and show appreciation for that uniqueness” (Junghare, 2013, p. 76). This includes knowing about
the time management of others which may be monochronic or polychromic. Thus, teaching
English as an international language takes into respects and builds on the background of learners.

To teach English as an international language in the context of CCI and BPO training
centers may then require English language trainers to know not only some aspects of the American
culture and of Filipino cultures but also cultures that trainees or CSRs will transact with. For

instance, Zhu, Nel, and Bhat (2006) explain how communication strategies in doing business differ



from one community to the other. They studied four cultures, namely Chinese, European South
African, Indian, and European New Zealand cultures. They report that “different cultures tended
to emphasize different values — such as marketing relationships and ‘old mates’ for the New
Zealand culture, guanxi or friendship for the Chinese, jan pehchan or right connections for the
Indians, and a mixture of business relationships and utbuniu [becoming a person by and through
others or being interdependent] for South Africans” (p. 335, italic in the original). The tindings
show that communication strategies differ according to cultures.

Cambié and Ooi (2009) believe that to be successful in moder business, a company “needs
a broader understanding of the world, which includes the ability to recognize the needs of local
communities and the art of establishing sustainable relationships with them” (p. 39). According to
them, international communications imply knowing the world we live in, rethinking public
reiations, knowing and using the global language of corporate responsibility, and participating in
leadership communication. Moreover, success in international communication and in doing
business streams from our capacity, for “including and inspiring people who in the past we thought
did not belong™ (Cambié & Qoi, 2009, p. 88). Trainers in and for BPO should, therefore, use a
multidimensional approach to see the whole image of reality when, they teach English as an
international language.

The other example of teaching English as an intemational language is expressed in a
Vietnamese image of being a ‘daughter-in-law of a Hundred Families’ which highlights the
dynamic nature in teaching approaches (Phan, 2008). In this case, teaching English as an
international language includes being a moral guide, a sharer in knowledge, an inspiration, a
researcher, and a positive-minded teacher (Hermosa, 2002; Kumaravadivelu, 2003; Phan, 2008).

In the CCI, teaching English as an international language calls for an effective dialogue and

10



“connectedness” between the local and the target culture, and between Filipino trainers, CSRs, and

American customers and employers.

Summary

Teaching English as an international language is to build on and include local and global
methods in the teaching activities. Teaching English as an international language model is built on
the WE and ELF paradigms. It is also defined as TEGCOM and not as TESOL. It suggests that
Native-English-Speaking Teachers (NESTs) respect, collaborate, create teaching materials, and
teach with NNESTs as equal partners and vice versa.

In the BPO context, to teach English as an international language involves building on and
presenting different communication strategies to BPO employees. Different communication
strategies in this context means to be aware of and teach different ways of using the English
language in business. This implies presenting different dialects within the English language and

making use of different teaching approaches and methods.

English Language Teaching Approaches, Methods, and Strategies
According to Anthony (1963), an approach is a set of theoretical views or assumptions on
the nature of language, language learning, and teaching. Anthony and Norris (1969) define an
approach as a set of “notions of what it means to acquire, teach, or learn language” (p. 2). Richards
and Rodgers (2001) define approach as philosophical and rational standings about the nature of
language, the nature of language learning, and how these apply to concrete educational contexts.
Approaches in second language (L2) teaching include, communicative language teaching

(CLT), competency-based language teaching (CBLT), content-based language instructions,
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cooperative leaming, lexical approaches, multiple intelligences, the natural approach,
neurolinguistics programming, task-based language teaching, and whole language teaching
(Richards & Rodgers, 2001). This study focuses on CLT and CBLT approaches since training in
BPO puts emphasis on communication and aims to equip trainees with competencies to perform
their tasks.

CBLT shares some feature with CLT. Both focus on the functional and interactional view
of the nature of language and aims to teach language based on social contexts in which the
language is used. Competencies consist of a description of essential skills, knowledge, attitudes,
and behavior that are required to effectively perform a specific task or activity in social or
professional settings. CBLT focuses on a successful functioning of society, life skills,
performance, modularized instructions, explicit outcomes, formative assessment, display of
expected skills, and individualized instruction that focus on being student-centered (Richards &
Rodgers, 2001).

CLT holds that language is “communication” and must be taught and learned through
communication (Richards & Rodgers, 2001). Hymes (1972) defines communicative competence
in four areas, namely: “whether (and to what degree) something is formally possible”; “whether
(and to what degree) something is feasible”; “whether (and to what degree) something is
appropriate”; and “whether (and to what degree) something is done” (pp. 65-67). This implies
learning and knowing what to say and how to say it, at the right place, at the right time, and to the
right person.

Moreover, Canale and Swain (1980) identify three aspects of communicative competence,
namely, “grammatical competence, socio-linguistic competence, and strategic competence” (p.

28). They believe that a communicative approach must be tailored to the learner’s communication

12



needs and that the learner must be given opportunities to interact with native or highly competent
speakers of the target language (TL). They add that the primary objective of CLT is to provide
learners with information, practice, and experiences needed to serve communicative needs.

Communicative competence is different from Chomsky’s (1965) perception of
“competence” and “performance.” On one hand, the former refers to the leamer’s knowledge of
the rules of a given language whereas the latter focuses on a speaker’s or a learner’s actual use of
the language. However, communicative competence targets learners’ advancement in reading,
speaking, listening, and writing (Richards & Rodgers, 2001).

Howatt (1984) divides CLT into two versions: the weak and the strong version. The weak
version focuses on giving opportunities to learners to use English to communicate through
different activities and in different circumstances whereas the strong version states “language is
acquired through communication™ and must focus on “stimulating the development of language
system itself” (Richards & Rodgers, p. 155). Thus, the weak version of CLT emphasizes learning
to use the language whereas the strong version targets using the language to learn it.

Phan (2008) sees CLT as a divisive force in many Asian contexts. She argues that CLT is
developed from alien socio-economic and cultural milieus. CLT requires a lot of time, much
money, and does not correspond to students’ understanding of learning. Moreover, since CLT
Promotes a leamer-centered approach, it goes against Asian values that favor respect for elders
and for teacher where a teacher imparts knowledge to students.

Furthermore, Guo and Beckett (2007) believe that the ideology of the CLT approach to
create more democratic, humanistic and egalitarian relationships between teachers and learners
can be another form of oppression and control in Asian contexts. Xue (2013) agrees that CLT does

not respond to the needs of Asian English learners. He presents the example of China where a

13



teacher-centered approach is mostly used. Being neighboring and Asian countries, the Philippines
and China share many cultural aspects but their political, educational, and social contexts may
differ. For instance, China is a communist country whereas the Philippines is a democratic one.
Yet, both societies are hierarchic.

CLT promotes, democratic and equal relations between a teacher and the student. However,
this may not be practical in the Philippine context. For instance, prior to CLT model, Mercado
(1977) already pointed out the parent and child relationship that exists in the Philippine education.
He specifies that this relation is a cultural value that promotes respect for elders and that the
Filipino educators should build on and integrate Philippine culture and philosophy in teaching,

Richards and Rodgers (2001) define method as the way instructional design is created or
delivered to learners based on a particular theory of language and of language learning. Some
examples are: audiolingualism, counselling-learning, situational language teaching, the silent way,
suggestopedia, and total physical response. Anthony and Norris (1969) point out that a method is
ateacher’s set of procedures, techniques, and structured strategies built on an approach or an axiom
to concretize a lesson plan and meet the pre-established classroom objectives. Note that Richards’
and Rodgers’ (2001) definition of approach is similar to Anthony’s (1963) definition. However,
for Richards and Rodgers, method is interpreted as design and technique as a procedure.

Tupas (2009) classifies methods into three groups. The first group includes the methods
that focus on the teacher. These are called teacher-centered methods. The second is the learner-
centered methods that focus on learners, and the third is learning-centered methods which focus
on learning. After analyzing different methods in L2 teaching, Tupas (2009) and Kumaravadively
(2003) argue that no method should claim superiority over others. They exhort L2 teachers to be

critical about methods they use in different classroom settings.
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According to Anthony (1963), many methods may derive from one approach. However,
the following elements must be considered to plan a method to teach L2 learners, namely L2
learners’ age, cultural background, and proficiency level in L2. Likewise, other factors must be
considered as well like L2 teacher’s experience in the TL and the level at which s/he has mastered
the L2, and the purpose of the lesson whether it is for speaking, reading, writing, or listening,
Anthony and Norris (1969) believe that methods “are shaped by many different theories, and the
popularity of a method may depend on the popularity of any of these theories” (p. 2). Anthony
and Norris (1969) describe three methods that developed in the past and that were widely used on
the basis of the language theories they supported.

First is the grammar-translation method. This method is defined as a “series of rules or
generalizations that is intended to describe the target language [TL]” (Anthony & Norris, 1969, p.
3). The grammar-translation method aims to equip the students with skills to correctly use the
grammar of TL. Oral production is not the primary purpose of teaching. L2 learners are usually
trained to translate texts from the L2 into their L1. They are also assessed on their abilities to
translate texts from their mother tongue (L!) into the TL. High performance is measured on being
grammatically correct and using the right vocabulary.

Second is the direct method. This method clearly aims “at giving students sufficient control
of a language to operate in the society which employs that language” (Anthony & Norris, 1969, p.
4). This method does not establish any relationship between the learners’ L1 and TL. Leamning
instructions are provided only in the L2. The method is built on the belief that L2 could be acquired
the same way L1 was, naturally (Krashen, 1981; 1982). It is not necessary then to translate the TL

into the L1. Rather, it is necessary to expose L2 learners to input or content that is neither too
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difficult nor too easy. The content to teach L2 learners should be a bit higher than their current
level of proficiency.

Third is the audiolingual method. This method emphasizes that language is oral, a “system
of contrasting structural patterns”, and a “communicative activity of human societies” (Anthony
& Norris, 1969, p. 5). It focuses on producing the proper sound, using a correct structured pattern,
and being accurate in speaking the way NSEs do. This method is built on behaviorism and
advocates that language is a set of habit formation (Skinner, 1957). According to this method, the
TL 1s acquired through memorization and practice drills. As such, L2 learners have to learn to use
the TL in ditferent contexts. The TL permits to function well in the target community at the same
speed as the native speakers of the TL.

Kumaravadivelu (2003) also reports that throughout the years, the teacher has been
portrayed with many terms that include “an artist and an architect; a scientist and a psychologist;
a manager and a mentor; a controller and a counselor; a sage on the stage; a guide on the side” (p.
7). He adds that all these roles are complementary. He further explains that teachers have also been
referred 10 in the field of language as passive technician or an executor of knowledge, reflective
practitioners or problem-solvers, and as transformative intellectuals or proponents of an education
that empowers teachers and leamers (Kumaravadivelu, 2003). In the context — of the current study,
the roles of a teacher imply that the — strategies language trainers use during training portray a
certain image of how trainers perceive themselves and their work.

Anthony and Norris (1969) define techniques as a classroom set of activities, strategies,
and exercises to implement a method or to lead leamners to a desired language outcome. Learning
strategies are “specific actions, behaviors and mental processes which leamers deploy to facilitate

efficient language leamning” (Tupas, 2009, p. 180). Anthony (1963) defines a technique as a
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“particular trick, strategem, or contrivance used to accomplish an immediate objective” (p. 65).
Strategies are steps, actions taken, gadgets used 1o complete a specific action or achieve a specific
goal in communicating, teaching or learning a L2.

As seen above, Anthony (1963) uses the term technique to refer to strategy as well. He
explains that the actions, movements, assessments, materials used in the class during a lesson are
techniques. He extends the term techniques to machines used to teach or learn, tape-recorders used
in language laboratory, television, radio, airplane that transmit educational TV programs, teaching
machines, and any other gadget used with the purpose of teaching or learning. Anthony (1963)
claims that techniques depend on a teacher, on a teacher’s teaching experiences, and on the
background of learners. For him, technique must be associated with a method. Thus, Anthony talks
about teaching strategies.

Claxton (2008) gives a list of strategies to help L2 teachers engage their students, build a
good relationship between teachers and L2 leamers, and among students themselves. The list of
strategies includes speeches, individual or group presentations, storytelling, debates, dialogues,
open forum, role-plays, and simulations. According to Claxton (2008), deliberative tcchniques are
aimed at helping L2 learners improve listening, speaking, reading, writing, and culture or social
skills. In deliberative education, teachers are described as educational coaches who purposefully
confront their students with new tasks and new ways of carrying out their tasks. Teachers help
learners take part in the learning process. L2 leamers are also active participants.

Oxford (2003) and Tupas (2009) talk about learning strategies. These strategies are the
tricks or mental processes L2 leamers perform or put in action to learn L2. When used by L2
teachers, these learning strategies become teaching strategies. This thesis used strategies to refer

to both teaching and learning strategies. Moreover, this study used strategy to refer to technique
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as well. Thus, this study conciliates both positions by presenting elements of strategies according
to Anthony (1963), Claxton (2008), Oxford (2003), and Tupas (2009).

Oxford (2003) classifies L2 leamning strategies into six groups, namely “cognitive,
metacognitive, memory-related, compensatory, affective, and social” strategies (p.2). She
associates L2 leaming strategies with learning styles which are defined as a student’s preferred
ways or steps to engage in learning L2. Leamning styles are influenced by L2 leamer’s personality,
desired degree of generality, biological differences, and senses. Senses refer to sight, touch-
oriented, hearing, and movement-oriented learning.

The discussion of Oxford (2603, pp.12-14) and Tupas (2009, pp. 180-182) about learning
strategies are presented below:

e Cognitive strategies help L2 learners control L2 materials through thinking-related
processes, namely, reasoning, analysis, note taking, summarizing, synthesizing,
outlining, reorganizing information, practicing information and sounds formally,
and reorganizing information and knowledge for better understanding,

e Metacognitive strategies are strategies used to manage the learning process. These
strategies include: identifying one’s own leaming style preferences and needs,
planning for an L2 task, gathering and organizing materials, arranging a study space
and a schedule, monitoring mistakes, and evaluating task success, evaluating the
success of any type of learning strategy.

e Memory-related strategies involve memorization. They include acronyms,
rhyming, a mental, picture of the word itself or the meaning of the word, keyword

approach, body movement, use of mechanical means like flashcards, and locations

(on a page).
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e Compensatory strategies involve making up or repairing communication problems
and breakdowns. They are like communication strategies. They include: guessing
from context in listening and reading using synonyms, “talking around” the missing
word to add speaking and writing, using gestures or pause words.

e Affective strategies refer to emotions, level of anxiety, or rewards. They include,
identifying one’s mood and anxisty level, talking about feelings, using deep
breathing, using positive self-talk.

e Social strategies deal with ways L2 learner uses to connect with others in learning
or performing a task. These are asking questions to get verification, asking for help
in doing a language task, talking with a native-speaking conversation partner,

exploring cultural and social norms.

Summary

Approaches are theoretical assumptions and beliefs about the nature of language, what it
means to teach a language, and what it means to learn a language. Approaches are expressed
through methods. Approaches are abstract whereas methods are concrete. Methods are the
structured procedure to concretize classroom set objectives. The means used or steps taken to
concretize the structured procedure are strategies. Strategies are set of exercises, actions, and
practices used or observed when delivering a lesson or participating in a classroom activity and
that can be linked to a method. These strategies change according to the contexts, L2 learners’ age,
cultural background, proficiency level in L2, L2 teacher’s experience, level of proficiency of the

TL, and the desired lesson outcome. Thus, strategies like methods evolve according to time and

context.
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Sociology of English Language Learning in the Philippines

Filipinos interact with members of another community at a national level through Filipino
or Cebuano, the English language, or any other local language (Tinio, 1990). In general, Filipinos
transact with Americans and other nationalities using the English language. This discussion will
focus on the influence of the American culture and American English on its users, particularly on
Filipinos who use ESL or EFL.

The Americans introduced the English language to the Filipino society during the
American occupation of the country from 1898 to 1946 (Gonzalez, 1997). During the American
occupation and as early as 1900, it was decided to use English in education with the justification
that the country had about 75 to 250 languages and that the Spanish language was understood by
only a few Filipinos (Thompson, 2003). This decision was made public in an official letter by then
US President William McKinley on April 7, 1900. He ordered the use of the English language as
the medium of instruction at all levels in the Philippines (Bernardo, 2008).

The first English language teachers were American soldiers. However, the first
professional American English language teachers reached the Philippines in 1901 and their number
continued to grow. It was then believed that English would be the language that would unite and
liberate Filipinos, and to empower and enlighten them (Bernardo, 2008; Gonzalez, 1997,
Thompson, 2003; Tupas, 2009). Moreover, Gonzalez (1997) reports that based on the results of
the census taken in 1901, English was still an unknown language to the Filipino people except for
a few who had travelled abroad.

In a few years, the English language had been a privileged tongue in the Philippines. For
instance, from 1901 to 1935, English was the sole medium of instruction. In addition, the first

ratification of the Philippine Constitution in 1935 recommended to continuing the use of English
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language in education even after the independence (Gonzales, 1997). Likewise, the current
Philippine Constitution (1987) states that “for purposes of communication and instruction, the
official languages of the Philippines are Filipino and, until otherwise provided by law, English”
(Section 7, article 14).

Wa-Mbaleka (2014) notes that the Philippines continues to attract investors, tourists, and
foreign students from different parts of the world thanks to the mastery of the English language
that Filipinos demonstrate not only in the Association of South East Asian Nations (ASEAN) but
also in the world. He also recommends highly trained teachers of ESOL to avoid fossilized errors
of English that in-service teachers demonstrate.

However, Tupas (2004; 2009) argues that Filipino elites get access to a better education in
the country or travel abroad io study. For Tupas (2004; 2008; 2009), the English language separates
the rich and elite from the poor majority. Fishman (1998) also underscores that even though
English is spread over the globe, only a few elites have access to it. Worse, “Globalization has
done little thing to change the reality that, regardless of location, the spread of English is closely
linked to social class, age, gender, and profession” (p. 28).

Fishman (2000) asserts that apparently English strengthens the social class system. He adds
that a closer look into this situation may reveal that the influence of the English language will
eventually slacken and sooner or later may fade (Fishman, 2000). Approximately 6,000 languages
are spoken in Africa where 13 per cent of the world population lives. Moreover, some African
nations do have a lingua franca other than English for communication. A good example is Swahili
which is spoken in 12 neighboring African countries. Likewise, the spread of other languages in
different areas of the world is also promoted and funded by different countries. Fishman (2000)

adds that France funds the study of the French language in many countries around the world;
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Germany also funds the study of the German language; China, especially Singapore precmotes the
study of Mandarin {see also, Tupas, 2009); Spain funds the study of the Spanish language. In short,
each developed country supports the spread of its own language around the globe.

Although English is promoted as the language of globalization, the language of
international trade and communication, and the language of science and technology, Fishman
(2000) still argues that “local languages often serve a strong symbolic function in most
communities as a clear mark of authenticity” (p. 13). He believes that the language of the future is
not English as many may think but that multilingualism will flourish where each language wili be
assigned a specific function in society. This study supports this idea as well as that multilingualism
is the ideal approach to language in human society. Furthermore, based on Fishman’s (2000) idea
on the future of English, it can be deduced that the decline cf the English language will eventually
negatively affect the BPO firms around the world, and specifically, in the Philippines. In fact, the
BPO is a byproduct of globalization which is part of the spread of more English all over the world
(Salonga, 2010).

In the context of the Philippines, Donoso (2012) sees “diglossia”, instead of
multilingualism. Wardhaugh and Fuller (2015) say that the term “diglossia” is used to describe
contexts where two or more languages coexist with clear functional separation. They explain that
“speakers’ choices of code also reflect how they want others to view them” (p. 88). Furthermore,
a diglossic situation develops when the standard language or more classical and older language is
given high functions (H) like being used in education and administration whereas an everyday
variance is used in low (L) functions like in the home and in informal interaction (Ferguson, 2006).

Bernardo (2004; 2008), Donoso (2012), Salonga (2010), Tinio (1990), and Tupas (2004;

2008; 2009) believe that Filipinos learn English for instrumental ends. Indirectly this means that
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if the Philippines were a developed country, one local language might suffice for all its
communication needs. The English language may eventually lose its influence on Philippine
society if Filipino (Tagalog) or Cebuano or any other local language could help Filipinos earn a
living and get access to higher education.

That said, Donoso (2012) argues that the imposition of the English language on the Filipino
people set the nation backward from a level where the Philippines was an emerging nation in
Southeast Asia. Furthermore, Filipinos had to iearn the English language usage and eventually
forget their past and their culture in order to be incorporated into the American way of life and
thus serve the American interest. English also became a language that eventually separates the elite
and educated Filipinos from the poor majority (Berardo, 2004; Donoso, 2012; Tinio, 1990; Tupas,
2004; 2009). For Tinio (1990), local values and mores could have been integrated in the
consciousness of people if taught and learned in a local language or in local languages. Worse, the
English language has brought the Philippines to be “poorer than all the other Asian countries
educated in their own language” (p. 56).

Fishman (2006) believes that languages, like human beings, do not operate in isolation. He
gives English as an example. English has borrowed from different languages like Celtic, Latin,
Greek, German, French, even from Asian languages and African languages. Today, English has
gained global influence. In this perspective, Fishman(2006) states that “Americans are
linguistically ‘messier’ regarding their language than the British, who, in tumn, are messier than the
French” because American English places “higher value on folksiness and trendiness than on
formality and purity” whereas “Francophonie lacks the ability to laugh at itself in the way that
Anglophonie does” (p. 34). This means that French speakers are linguistically stricter than English

USCrS.
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DeBose (2005) explains that the stigmatization of some brand of English is always at work
in the American society. For instance, the American society has been judging the English brand
spoken by black Americans over the past decades. Moreover, DeBose (2005) notes that when it
comes to a different way of speaking or using a type of English that is looked down upon,
American society tends to “express visceral reactions of horror and disgust, or make fun of the
speaker” (p. 28). The American society terms these brands of English as non-standard or bad
English. This explains why some people are made to believe that NSE are the best English
language teachers which is not necessarily true (Phan, 2008; Tupas, 2009).

This means that some NSE are not tolerant of and open to speakers of ESL. However, as
the lives of people and nations evolve and multilingualism takes place,

“English may well gravitate increasingly toward the higher social class, as those of more

modest status run to regional languages for more modest gains[...] Most non-native English

speakers may come to love the language less in the twenty-first century than most native

English speakers seem to anticipate.[Therefore], there is no reason to assume that English

will always be necessary, as it is today, for technology, higher education, and social

mobility, particularly, after its regional rivals experience their own growth spurts”

(Fishman, 1998, pp. 38-39).

Likewise, even when English does not subjugate local languages in countries where it is
leamed and used as a L2, yet it nevertheless weakens the values of the indigenous languages and
the way they are perceived by the people who speak them. Native languages become mere markers
of identity as “languages of informal, less prestigious fields” whereas English dominates higher
education, scientific communication and transnational business (Ferguson, 2006, p. 129).

History clearly shows that the fall of a powerful language is not necessarily the end of the
world. Yesteryears’ global language weakened like Greek, Latin, and French. However, scientific,

technical, commercial, and military might of developing nations developed and new powerful

languages were born. Moreover, even if English is indeed a global language, it has different

24



dialects and American English is one of them. That is, impartial linguistic and political approaches

should acknowledge, value, respect and study other brands of English around the globe.

Summary

Americans introduced the English language in the Philippines 17 years ago. They also
initiated and supported education in the English language of Filipinos. From thereon, the English
language is used in education, business, communication, and government in the Philippines and
the current Philippine Constitution (1987) classifies it along with Filipino or Pilipino as the two
languages for communication and instructions.

However, some Filipino scholars like Bemardo {2004; 2008), Donoso (2012), Tupas
(2004; 2008; 2009), and Tinio (1990), believe that the English language did not contribute to the
development of the Filipino people. They argue that the English language divides the educated and
rich Filipinos from the poor majority. They add that the educational system is tailored to the needs
of the rich Filipinos and to market Filipinos across English speaking countries at a lower price. In

their eyes, the English language and culture have subjugated Filipino languages and culture.

Relationship between Language and Culture: The Case of Philippine English (PE)

This section has two purposes. First, it shows the place that language occupies in each
culture and how culture informs and shapes its language and its people’s linguistic practices
knowing that language is shaped by its culture too. Second, this section will explain how the BPO
sector forms a subculture where western culture meets and informs eastern culture and vice versa.

According to Tupas (2009), culture is expressed in the language people speak. Language

is an important part of any culture. People cannot help talking about culture without talking about
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themselves, their values and beliefs. To teach also means to express culture. Like Bakhtin (1981;
1984; 1986), Rosenblatt (2004), and Vygotsky (1986), Tupas (2004: 2009) is confirming that the
meaning persons give to things and to events is created based on personal and social background.

Granered (2005) defines culture as communication. In his investigation on ‘Global Call
Centers’ and how to achieve outstanding customer service across cultures and time zones, he
reports that communication is one of the main challenges that BPO employees encounter. He
believes that as a vehicle of people’s culture, language can be a source of misunderstanding,

Culture derotes common beliefs, values, philosophy, tradition, music, writing, education,
the way of speaking, and the accent shared by a specific group of people. This implies that the
language of a community is a symbol and a part of all the above elements. This can be seen in the
example of Peter trying to deny his Galilean origin in the Bible. However, his accent was a clear
mark to reveal who he was. “After a little while the bystanders came up and said to Peter,
“Certainly you are also one of them, for your accent betrays you” (Matt. 26:73, italic added).
Accent here is a cultural mark.

Considering the interconnectedness of language and culture, Llamzon (1969) calls the
brand of English spoken in the Philippines as Philippine English (PE). This English, he specifies,
is neither British nor American English yet it is English (Llamzon, 1969). Furthermore, PE is “the
type of English which educated Filipinos speak, and which is acceptable in educated Filipino
circles” (p.15). This type of English is neither the spoken nor the written English mixed up with
the local language, namely one of the vernacular languages of the Philippines, like Filipino or
Cebuano. Moreover, PE respects the constraints of the English language. Promoting PE is a clear
mark that Llamzon favors the use of the English language as an official language. He points to

aspects this language enjoys internationally in trade, science, and information technology.
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In the same perspective, Bautista (1997) published the lexicon of PE. She describes
different words and expressions used by Filipinos that are intelligible among Filipinos. Some of
the words are already in the Miriam Webster s Dictionary and others were added to the Macquarie
Dictionary. These terms include ‘pentel pen’ to mean “color marker” or ‘colgate” for “toothpaste.”
Other words are ‘sleep’ in the example of ‘sleeping late’ to mean “going to bed late” in the Filipino
context. She also points to the problem of Filipino to differentiate the verb “come” and “go” since
both are expressed by one Filipino verb ‘punta’. Another instance is to use anoun as a verb like in
‘traffic’ and ‘high blood’ in informal PE where some Filipinos say, “Sorry, I am so late, it was so
traffic. [Or] Why are you so high blood again?” She also gives a list of neologism to refer to
Filipino words that have become part of PE (Bautista, 1997, pp. 50, 55, 67).

In contrast, Bernardo (2004, 2008) and Tinio (1990) believe that English should not be
used as an official language in the Philippines. Using it as an official language would be more of
a problem than a solution in education and in society. According to Tinio (1990), the Philippines
will remain politically, culturally, and ideologically colonized as long as it uses the language of
the colonizers. He argues that Filipinos are being held back not because of the experience of having
been colonized but by the influence of education and the way of thinking brought about by the
language of the colonizers. He regrets that Filipinos® joyful statement to be the third largest
English-speaking country in the world is based on the fact that both the educated and uneducated
Filipinos have the tendency to see the world through American eyes. Filipinos tend to view the
American culture as the ideal way of life. Therefore, Tinio (1990) favors the use of a local language
more than a foreign language in education and in cultural development.

Continuing in Bautista’s (1997) and Llamzon’s (1969) perspectives, Gonzalez (1997)

narrates the history of the English language in the Philippines. This starts with the arrival of
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Americans in the country (see Sociology of English Language Learning in the Philippines above).
Moreover, Gonzalez (1997) presents some words and expressions of PE termed “Filipinism” like,
“open the light” to mean ‘tumn on the light’, “captain ball” to signify “team captain” of a basketball
team, “common tao” to mean “the common man” (Gonzalez, 1997, p. 33). However, Llamzon
(1997) adds that Filipino scholars have nct yet agreed on what constitutes PE because English
language teaching in the Philippines still builds on general American Standard English. Yet PE is
a current indisputable reality.

Pefia (1997) investigated the written PE and analyzed eight teacher’s manuals written by
thirteen textbook writers. The results show that many aspects of the academic PE are also presented
in the English used by Philippine mass media. Pefia (1997) reports that the textbooks contained
some syntactic and lexical forms that were erroneous or unusual, and awkward to native speakers
of English (NSE). However, he wonders if what looks erroneous or unusual, and awkward to NSE
might not be part of a Filipino Standard English in the future.

Dayag’s (2008) research on and analysis of English language used in the media in the
Philippines shows that the media significantly contribute to the lexicon of the English language.
Dayag (2008) stresses that media influence viewers, listeners, and readers as the languages used
— even when English is used — refer to familiar realities. According to him, some media use
inference and “non-visual type of direct evidence than the visual type” (Dayag, 2008, p. 62). He
adds that newspapers or TV programs use the English language mixed up with Filipino to attract
the attention of viewers or readers and to make an impact on them.

However, Tupas (2004) notes that all these studies took the path of Llamzon’s (1969)

approach to PE. He argues that Llamzon’s description of PE is an exclusive perception. He then
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suggests that PE should be inclusive so as to reflect the socic-political and multicuitural faces of
the entire nation.

Furthermore, Tupas (2008) pushes for the equality of all the verities of English stating that
“legitimized and institutionalized Englishes are, linguistically and sociolinguistically, all equal
with erstwhile ‘old’ varieties of English, such as American English and British English” (p. 70).
He classifies English into two types: the Western, Judeo-Christian as the colonizers and the
Africans and Asians as the colonized. According to Tupas, the colonizers tend to claim the
ownership of English. The colonizers can also be referred to as NSE.

To concretize the reality of English in Asia, Kachru (1997) distinguishes two types of
nativeness, namely: ‘genetic nativeness’ and ‘functional nativeness.’ Genetic nativeness is
determined by the historical relationship between the language and its speakers whereas functional
nativeness applies to the range and depth of a language in a society. He applies this to English in
the Asian context where it is used in different contexts historically, functionally, formally,
creatively, educationally, socioculturally, and attitudinally.

Moreover, Kachru (1997) situates the three circles and corresponding countries where
English is used in Asia. The inner circle includes Australia and New Zealand. The outer circle
extends to Bangladesh, Malaysia, Philippines, India, Pakistan, Indonesia, Singapore, and Sri
Lanka. And the expanding circle covers Bhutan, Fiji, Japan, Brunei, Hong Kong, Malvives, China,
Indonesia, Myanmar, Thailand, and South Korea. Thus, the English language is not only present
in Asia. It has become an Asian language through its diverse faces of incarnation.

Tupas (2008) critiques the elements Kachru (1997) uses to describe the range and depth of
the English language. He argues that Kachru (1997) presents a horizontal side of English and

ignores the fact that non-native speakers (NNS) of the English language are now the majority of
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English users. Applying this to the Philippine context, Tupas believes that even if some changes
have happened in education by adopting the bilingual education policy, the Philippines still
prioritizes English through different programs, agenda, tests, and job opportunities. He regrets that
Filipinos who are fluent in English, mostly the ones with the American accent, are looked up to.
Thus, Tupas (2008) joins the group of Filipino intellectuals who deplore the situation that English
language is used to market Filipinos across foreign English speaking countries for cheap labor
(Bernardo, 2004; Tinio, 1990; Tupas, 2008). The booming of BPO companies and training centers
across Manila is a proof of the role of the English language in Philippine society in general and in
business 1n particular.

In the perspective of class divisions brought forth by the type of English spoken by
Filipinos, Martin (2014) reviews Kachru’s three-circle model of the English language around the
globe. She applies this view to the Philippine society and agrees that the Philippines is, indeed, an
outer-circle society based on Kachru’s classification. However, Martin (2014) adds that Kachru’s
(1997) three circle model can be situated within the Philippine community. The inner circle
consists of educated Filipinos who support the use of PE in Education. The outer-circle consists
of some educated Filipinos who are aware of PE. Persons in this circle hold that the American
brand of English is better than PE for practical reasons. The expanding circle includes Filipinos
whose English is not useful in their daily lives like farmers, and some indigenous peoples.

Two elements hold Bernardo (2004; 2008) back from supporting the use of English in
education and in the Filipino society. The first element is the colonizing and oppressive power of
the English language. The second element 1s the damaging impact of the English language on
Filipino students’ learning. Bernardo (2008) describes the colonizing power of the English

language through the findings and report of different empirical studies that show that the good
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command of English is reserved to the elite class in Metro Manila and in urban areas. He also adds
that accent plays a big role in labeling, nurturing discrimination against people, and thus fostering
social stratification. His second argument against English to remain a language of education for
Filipino learners is that most studies have proven that learners lean best when they study in their
L1 or at least when learning is founded on L1. For instance, the United Nations Educational,
Scientific and Cultural Organization (UNESCO) (2007) promotes teaching in learners’ first
language (L1) through its principle that supports mother-tongue instruction (principie 1, p. 14).

Bernardo’s (2004; 2008) point of view may suggest queries on reasons why some Filipino
college graduates are still required to take English language training or why some Filipino CSRs
are reproached for sounding Filipino when they transact with American customers. It is true that
the identity of people is also expressed and revealed through the way they talk.

For instance, Hymes (1996) believes that language is not just an attribute of men and
mostly, language is what people who speak it have done with it. He suggests that language needs
to be approached not only as something to praise, but also as a human problem. As a problem,
language is then something to question and study. He presents four dimensions of language that
he calls sources and foundations of inequalities in human society, namely: “diversity of language,
medium of language (spoken, written), structure of language, and functioning of language” (p. 27,

italic in the original).

Summary

Filipino culture is expressed in each Filipino language including English. As such, the
English language is no longer a foreign tongue to the Philippine society but a local language. The

brand of the English spoken in the Philippines is thus the PE (Llamzon 1969).
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Some Filipino scholars like Llamzon (1969; 1997), Bautista (1997), Gonzalez (1997), Pefia
(1997), Dayag (2008), and Martin (2014) support the acceptance of the PE. However, other
Filipino scholars like Bernardo (2004; 2008), Tinio (1990), and Tupas (2004; 2008; 2009) hold
that although the PE exists, it does not contribute to the development of all the Filipinos. Bernardo
(2004; 2008) and Tinio (1990) believe that the Philippine education should be carried out in a

Filipino language to help Filipinos develop national awareness and internalize local values.

English language training in the BPO sector and the BPO training schoois

In the context of learning, Krashen (1982) exhorts L2 teachers to avoid puiting L2 learners
on defensive attitudes in order to help them acquire more input. To help an L2 learner lower
affective filter, L2 teachers need to focus on comprehension, be patience with the L2 learner
speech, and be lenient on error correction in spoken language. This means that an L2 learner must
be given tools that help her/him gain linguistic competence without L2 teachers.

Contrary to the above atmosphere, English training in the BPO sector and in BPO training
schools in the Philippines emphasizes the English Only Policy (EOP) (Friginal, 2009). A critical
approach to this policy uncovers its basis in Fishman’s (1994) remark on the influence of powerful
languages, specifically the English language versus indigenous languages and cultures. Fishman
(1994) laments and wams against the loss of weak languages. He is convinced that more emphasis
on the English language leads to the loss of local languages where people lose the “sense of
sanctity, of kinship, and a sense of moral imperative” (p.74). He argues that the English language
must not subjugate local languages. This view opposes the EOP in and for the BPO industry.

Cameron (2000) portrays the CCI as a communication factory. She explains this through

the routine job performance in call centers, the aim for quantity, the standardization of interaction,
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and the style of communication. She notes that workers at CCI are not only told what to do but
also given scripts to use by way of how to perform a task. This is what she calls “codification.”
Another trait of CCI is “surveillance”, which means that “workers’ performance is constantly
being monitored and measured” (p. 98). She explains that quality in the call center setting does
not usually mean high standard but being correct and straight to the point within a short time.
Quality here also means that each CSR portrays the image or the brand of their company. As such,
each CSR has to speak and behave the way the company wants. She describes training ir call
centers as a way of alienating and controlling employees.

Furthermore, Cameror: (1995) classifies the style of talking in CCI as one of the cases of
verbal hygiene where the speech of CSRs is artificial. She believes that people can reprogram their
brain and mind through the style they use language. She argues that the ways of communicating
nurture people’s desires and fears. This also means that through their voices, some people have
the ability to make themselves understood whereas others fail to do so (Blommaert, 2005). He
believes that people judge or are evaluated by others on the basis of the way they sound. That is
why Blommaert calls for the study of functions of language in the society th rough ethnography to
“investigate phenomena of globalization” (p. 70). Likewise, Cameron (1995) believes that the
study of language use is important to help explore types of verbal hygiene. Verbal hygiene in
language refers to all the rules set and that must be observed when using or speaking a language
like academic writing, presentation during a conference, reporting news on a TV program, and
teaching. Verbal hygiene also refers to all the beliefs that surround the language to emphasize the
power of language like pronouncing some words or reading a text during oath taking, a Mass

celebration, saying a prayer, blessing, cursing, praising, and a giving a speech during a ceremony.
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The current qualitative study is an effort at investigating teaching strategies and national identity
of Filipine English language trainers and CSRs in the BPO sector and in BPO training schools.

Through their transaction with their employers, customers, and amongst themselves,
trainers and CSRs may experience the Lnglish language as empowering or alienating. English
language becomes alienating when NNS are required to lose the trace of their linguistic accent
(Fishman, 1994; Rahman, 2009; Salonga, 2010; Tinio, 1990), or to look at the world and interpret
it only through the eyes of Americans or British or Australians (Kachru, 1997; Phan, 2008;
Phillipson, 2008; Salonga, 2010; Tinio, 1990; Tupas, 2004).

The English language can also empower its users which applies to trainers and CSRs as
well. For instance, Bolton (2013) reports that BPO is viewed as 2 “sunshine industry” in the
Philippines due to the country’s high unemployment rate (p. 498). He justifies this by stating that
ten per cent of Filipinos are overseas’ workers, known as Overseas Filipino Workers (OFWs). The
positive side of the BPO sector is that the industry easily provides job to Filipino applicants and
promotes employees who are fluent in the English language. As such, the BPO sector is then one
of the solutions to boost local employment.

Bolton (2013) observes that Filipino call center employees speak a variety of English that
range from mid-level to high-level “mesolectal” PE and that most call center applicants speak
English with a Filipino accent. He points to other problems related to working in the BPO industry
such as those associated with sleep, health issues, and family life dysfunctionality.

Hannif (2006) highlights that many factors determine job quality in the CCI such as
working time and hours, level of monitoring, training and career development, managerial style
and work strategies, relationship with co-workers, the nature of work, identification with the work,

income and benefits, and work and life-balance. For him, CCI is diversified based on working
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conditions. He then recommends investigating various aspects of CCI to determine the key
elements of job quality and the impact they have on workers. Taking a different viewpoint, this
study investigates the linguistic and socio-cultural aspects of BPOs and the impact they have on
call center employees, especially on trainers in the BPO sector and on CSRs.

Learning the TL through communication underscores the context of Filipino CSRs in the
BPO sector. Lockwood, Forey, and Price (2008/2009) believe that BPO employment contributes
to the development of the Philippine society. They suggest that Filipino CSRs acquire skills and
language competencies that are above the average of the everyday spoken English in the Philippine
context. They recommend that Filipino “new recruits must be provided with training that factors
in the deveiopment of specific competencies for the CSRs in the practice of customer service,
while at the same time acknowledging the linguistic diversity of English in the global workplace”
(p. 238). They invite educators, language teachers, the government, and employers to collaborate
and so help Filipino youth aim for communicative competence and skills that allow them to
compete locally and internationally in the global marketplace. Likewise, Sieben and De Grip
(2004) believe that as part of general training, language training and skills development empower
CSRs in the CCL

Incorporation of some 21* century literacy skills in training and coaching may help trainers
and CSRs aspire for high achievements in their job. According to Binkley, Erstad, Herman, Raizen,
Ripley, Miller-Ricci, and Rumble (2012), 21° century literacy skills are paths to guide leamers
through decision making and help them adjust to today’s challenges. There are ten skills grouped
into four categories. The first group applies to “ways of thinking”, namely (1) creativity and
innovation, (2) critical thinking, problem solving, decision making, (3) leaming to learn, and

metacognition. The second group is the “ways of working” like, (4) communication, and (5
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collahoration (teamwork). The third group involves the “tools for working” which are (6)
information literacy, and (7) ICT literacy. The fourth group applies to “living in the world” which
lists (8) “citizenship — local and global, (9) life and career, and (10) “personal and social
responsibility — including cultural awareness and competence” (Binkley et al., 2012, pp. 18-19).
The 21* century literacy skills point to collaboration between educators, researchers, employers,
and the government for a better world.

Employers in the BPO usually set skills they expect from applicants. They also define
values they prioritize to conduct business. At the same time, applicants and employees have
different factors that motivate them to apply for a job in companies and to stay in a company.
Gager, Bowly, Nayak, and Chhabria (2015) report that professionals want “flexible work/life
balance”, “good relationship with” their colleagues and supervisors, a “culture that fits” their
“personality”, “excellent compensation [and] benefits”. Gager et al, (2015) believe that these
values are sometimes aligned with what employers think young professionals want in a job and at
times not. They then invite recruiters and employers to always strive to match candidate
preferences and job to succeed in business. This can be possible when the academic formation
includes the realities of the labor market in the curricula.

On colleges, universities, and employments to empower persons and help them develop
the nation, Wa-Mbaleka (2015) stresses that “to see the Philippines rise steadily economically will
depend on more collaboration between universities and industries” (p. 126). This statement applies
also to the BPO industry and universities and colleges in the Philippines. Being a current trend in
the Philippine society, the CCI needs researchers’ attention as well. Moreover, it is only with the

collaboration of the BPO management that researchers can explore realities within BPOs and bring

to light its challenges to the country. For instance, Hannif (2006) says that in Australia, call center
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employees reported that people with iittle knowledge about the call center employment look down
on call center workers. These people demoralize call center employees and fail to recognize the
interpersonal and communication skills associated with call center work. This means that working
in the CCl is already a training.

However, Cameron (2000) and Tewnsend (2005) label CSRs as emoticnal laborers.
According to Townsend, recruitment and training in CCI focus on getting or training employees
who will fit this culture. He reports that the key focus of recruitment, in the view of the CCI’s
recruitment officers, is to find the best employees who can easily adapt to a highly stressful
environment. Moreover, Townsend reports that qualities that the company searched for in its
applicants included display of good communication skills, readiness to work in team, a sense of
good customer service, the ability to be trained, and willingness to exceed customer’s expectations.
He then concludes his study by showing that recruitment and training in call centers aim not only
on selecting the right employees but also on dismissing employees who do not meet the company’s
established performance target.

Since CCI generates many jobs in the country, the Department of Labor and Employment
(DOLE) (2011) classifies employment in the BPO industry as one of the plans of the Philippine
government in general and of DOLE in particular to increase local employment. Furthermore,
DOLE (2011) argues that a decent job is any work that provides incomes to individuals and lifts
them and their families out of extreme poverty. In DOLE’s eyes working in the BPO industry is
equivalent to getting a decent and productive employment.

Specifically, 455, 643 jobs were generated by BPO activities in 2012 according to the final
results of the 2012 nationwide census by the Philippine Statistic Authority (PSA, 2015). This

census covered 1,456 establishments for different employments in the BPO sector. The same report
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says that BPO activities generated a total income of 355.5 billion Philippine Pesos (PHP) or 7.9 B
US dollars (USD) in 2012. Moreover, PSA (2C15) states that PHP 161.9 billion or 3.6 B USD was
the total compensation paid by BPO activities in 2012. The said amount was equivalent to an
annual compensation of PHP355, 521 (7, 900.46 USD) per paid employee but each employee in
software publishing industries received the highest annual compensation of PHP651, 080 (14,
468.44 USD) (PSA, 2015).

- Linking employment with culture, Mercado (1977) underscores that Filipinos value
interpersonal relationships. Their way of doing business and of working consists of establishing a
relationship between the member; of the group. Moreover, the social prevails over the self and the
fulfillment of the “sakip” (social or community) is also the fulfillment of the self. For Mercado
(1977), a good Filipino manager or teacher is a kind of a ‘parent’ to his personnel or students who
are also like his children. He is charismatic, treats all team members equally, inspires and facilitates
a smooth relationship. They are bound by a parent and child relationship. To apply this to training
in the BPO firm will infer that trainers need to build a good relationship with trainees. Employers
also need to promote cross-cultural atmosphere in the BPO sector.

Friginal (2007) believes that intercultural communication and comprehension are useful
skills for Filipino CSRs and all BPO employees. Cross-cultural communication requires active
listening, self-awareness, knowledge of one’s identity and culture. Gorjup, Valverde, and Ryan
(2008) explain that self-awareness is the foundation of an effective cross-cultural communication
because it allows people to understand and be aware of how their background shapes the way they
judge and react to the events around them. This aspect of awareness of one’s background applies

to CSRs and trainers as well in a multicultural context.
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However, Salonga (2010) fears that one of the most difficult challenges Filipino CSRs face
revolves around the issue of language. She sees the English requirements put on Filipino CSRs as
& new way to control them. Salonga (2010) adds, “not only do they have to speak of certain things
in a certain way, they also have to speak in a language that masks, denies, and finally erases who
they really are” (p. 7). On the other hand, Salonga (2010) perceives the CCl as “a dynamic, diverse,
and liberating space where one can grow both professionally and personally” (p. 13). This means
that training to achieve communication competence empowers and reshapes CSRs and trainers’
self-perception.

Furthermore, Lockwood (2012) underscores the issue on English language problems
relating to recruitment process in BPOs located in Manila where the focus is on accent and mother
tongue interference (MTI). She was surprised to see American interviewers who came over to the
Philippines for the purpose of interviewing and looking for Filipino applicants with the American
accent. She remarks that training itself aimed for a neutral accent. She also reports that Quality
Assurance (QA) and coaching had no specific processes on how to help CSRs improve their
communication skills. After analysis of data, she recommends CLT in BPO located in Asia.

Lockwood (2012) also stresses the politics of offshoring call center jobs. She believes that
some CCI employers are unaware that some American customers get angry during transactions or
give negative customer satisfaction survey (CSAT) to Filipino CSRs because they are not happy
when local jobs are offshored. For instance, a USA congressman wrote a letter to the Congress of
the US, House of Representatives urging the USA Agency for International Development
(USAID) to stop funding CCI training programs in foreign countries, including the Philippines.

For him, it is a negative practice that American taxes serve to support offshoring local jobs while

Americans are losing their employment.
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In response, USAID promised to stop funding the training project. Friginal (2009) adds
that Americans prefer buying local products and being served by Americans. This study supports
that the cultural sensitivity of American customers can be one of the factors that motivate
American employers to require Filipino CSRs to display near NSE communication skills.

Singh (2005) presents cultural, political, linguistic, and religious factors to show why
Indian CSRs are losing out to Filipinos in the BPO sector. These factors include sick and vacation
leaves where Filipino CSRs have fewer leaves than Indians. The reasons extend to superior English
skills illustrated by the fact that most Filipinos are bilingual or multilingual. In addition to this, the
Philippines has a high literacy rate. Moreover, Filipinos spend fewer days in training than the
Indians. The Filipino culture is already in a way ‘westernized’.

For Singh (2005), the Philippines is the only country where the BPO sector exports exceeds
IT exports, thanks to the Filipinos’ good command of the English language. He then concludes
based on the findings of the Australian Communications Association (ACA) research and Kelly
services that Filipinos make better BPO agents than Indians. However, Singh adds that these
findings apply only to the call center domain in the Philippines because India leads the way in
teleradiology, engineering design, and software development.

However, Nardin (2006) believes that most CEOs will point to cheap labor as the most
important aspect of the CCI. He believes that contact centers become assets when employers define
the priorities, and if they clarify the hiring and training processes. He recommends using multiple
skill tests and behavioral interviews associated with the actual work during interviews to get the
best applicants. Furthermore, Nardin (2006) clarifies that an effective training program prepares
agents to perform multiple tasks. This means that agents become assets for the company as they

can be put in different accounts or resolve customers’ enquiries without any need to transfer calls
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to other teams or place caliers on hoid. He stresses that establishing and promoting a career path
during training is one of the best ways to motivate career-oriented agents and keep the best.
Bolton (2013) also argues that CCI’s managers and trainers may change recruitment,
coaching, and training practices by emphasizing interpersonal attributes like empathy, friendliness,
and rapport. Like Nardin (2006), he underscores that low cost, maximizing efficiency and profits
are the heart of the existence of offshore CCI in the Philippines and in developing countries.
Friginal (2009) and Lockwood et al. (2008/2009) also cite cheap labor, trainability of Filipinos,
westernized Filipino culture, and government support and promotion of foreign investment in the

country as factors that attract American investors.

Summary

Some studies like Bolton (2013), DOLE (2011), Lockwood at al., (2008/2009), Friginal
(2007; 2009), Lockwood (2012), and Sign (2005) present positive socio-economic, linguistic, and
cultural aspects of the BPO industry in the Philippine society. These studies encourage Filipino
BPO empioyees to aim for communicative competencies that are beyond the ordinary Filipino
speech. Training in the BPO is then an empowering tool for Filipino BPO workers. Other studies
highlight negative aspects of training in the CCI (Cameron, 2000; Townsend, 2005). Some of these
are training makes CSRs emotional laborers. CSRs do not develop metacognitive skills because
they are given scripts to use. CSRs are constantly monitored and lack creativity.

Linguistically, training in the BPO is built on the philosophy of speaking like a NSE. To
reach the level of NSE speech, English only policy (EOP) is required of trainees, CSRs, and other

BPO employees. The EOP requirements may help trainers and CSRs improve their communication
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skills in the targct language (TL). However, the same requirements may lead to alienation

especially the way CSRs are required io use the TL (Salonga, 2010).

Bakhtin’s Dialogic View of Language

Bakhtin’s dialogic view on language emphasizes the discourse aspect of language by
focusing on “language in its concrete living totality” (Bakhtin, 1984, p. 181). In this study, the use
of the English language in CCI is approached as dialogic transactions. Earlier discussions
explained how CSRs and English language trainers work under different constraints that are
nurtured by divergent linguistic, political, and economic ideologies. Yet these employees’
practices can still show that they profit from the English language through the ways they transact
in the English language. This section emphasizes the possibilities of the aforementioned changes
through Bakhtin’s concept of the dialogical view on language.

Bakhtin (1984) states that the study of dialogues is a metalinguistic study. He discussed
this concept in the book entitled Problems of Dostoevsky’s Poetics. Bakhtin presents Dostoevsky
as a creator of a new literary geare or artistic work called “polyphonic™ (p. 3, italic in the original).
According to Bakhtin, what matters in the metalinguistic or discourse study is not just
Dostoevsky’s multi-voiced novels or the mere presence of specific language styles or social
dialects or other styles but the “dialogic angle at which these styles and dialects are juxtaposed or
counterposed in the work” (p. 182).

For Bakhtin (1984), every utterance has its author who voices it out or who ponders upon
it. Specifically, he (1986) sees a reciprocal relation between language and the speaker, between
the speaker and his/her culture, the speaker’s culture and other cultures. This means that utterance

has three meanings: first a worldview of a given reality, second, a particular use, and third, the
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defining quality of language. For instance, in the CCI, when trainers and CSRs communicate with
American customers and with one another, they use the English language as a language that
belongs to all who speak and understand it. At the same time, these employees represent their
companies in such a way that the words they use belong to somebody else, especially when they
use scripts. Lastly, every word these employees utter belong to them since it echoes their culture,
accent, and expression.

In a dialogue, the utterance is the heart of communication the same way the sentence
structure plays a vital role in the grammar of a language (Bakhtin, 1986). Above all, utterances
occur in a specific situation and change according to contexts. Meaning is mutable and language
is ‘heteroglot’ which may mean different connotations an utterance can take depending on the
speaker and the listener, or the contexts.

Even if languages are numerous, complex, and sometimes very different from one another,
still Bakhtin (1981) believes that languages are connected in some ways. Yet, no language can
claim the monopoly of being superior to others because each language expresses or presents a
“specific point of view on the world, forms for conceptualizing the world in words, specific world
views, each characterized by its own objects, meanings, and values” (pp. 291-292). Languages by
their nature or functions complete each other. Languages like all beings are interconnected. For
this study, approaching all languages as equal is an invitation to English language trainers to be
aware of varieties of English and teaching methods in the BPO firm and in training schools.
Trainers need to establish a relationship between trainees’ L1 and the TL.

According to Bakhtin (1986), the essence of language is in the dialogic relation between
the speaker and the listener. Participants partake in the continuous dialogue. As such, every

utterance expects some kind of answers and is open to new questions.
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Bakhtin (1981) believes that language is owned not through “authoritative discourse”
which are ways people are taught and expected to speak and sound but through “internally
persuasive discourse” which are formed by personalizing and mastering the language with
individual voice, style, and expressions (p. 324, italics in original). In the context of this research,
CSRs need some degree of control of the English language. Even those who use scripts when
transacting with customers need to understand the reason behind the use of scripts. Thus, it is the
responsibility of trainers to analyze and clarify the content of the message to trainecs.

The language people speak or the way they are expected to use language can influence not
only how they are looked upon by others but also affect the way they view themselves. In other
words, “a person has no internal sovereign terntory, he is wholly and always on the boundary;
looking inside himself, he looks into the eyes of another or with the eyes of another” (Bakhtin,
1984, p. 287, italics in original).

Bakhtin (1986) describes the importance of discourse in all spheres of human life. By
utterances, Bakhtin means speech genres or ways of using language. He believes that “language
enters life through concrete utterances (which manifest language) and life enters language through
concrete utterances as well” (Bakhtin, 1986, p. 63). Dewey (1938) emphasizes the significance of
experience in human life too.

Language lives through dialogue. Users of language give life to language through their
dialogic interaction. In other words, language is shaped through peoples’ interaction in their daily
activities in business, art, scholarship, and culture. Bakhtin (1984) promotes collaboration and
dialogue within any society and throughout the world. For him, communication between two
people is the minimum for life and existence. Language is a dialogue and dialogue is etemal.

Dialogue goes beyond the sphere of language and extends to human actions and life itself



(Vitanova, 2005). Dialogue from a dialogical point of view then is the interdependence and
interconnectedness of all beings.

Training in and for a BPO firm shows that employer, employees, and customers are
interdependent. Likewise, when trainers teach or when CSRs communicate with co-employees or
with customers, they also assert the act of human persons. To deny them communication is
equivalent to putting their lives to a linguistic death because “to be means to communicate.
Absolute death (nonbeing) is the state of being unheard, unrecognized, unremembered” (Bakhtin,
1984, p. 257, italic in the original). Moreover, the act of being and the act of communicating should
lead people to a dialogical communion in society and in the world.

For Bakhtin (1986) a poor conception of a speech communication focuses on the speaker
and a listener. However, the essence of language, he argues, lies in the dialogic relation between
the speaker and the listener. The speaker actively engages in speech communication and expects
some kind of answers. At some point, the speaker becomes the listener. Likewise, the listener also
actively participates in the communication process and at some points she becomes the speaker.
Participants partake in the continuous dialogue.

Dialogue leads to the highest form of being and living because “I cannot manage without
another, I cannot become myself without another; I must find myself in another by finding another
in myself” (Bakhtin, 1984, p. 287). To put this statement in the BPO context, it can be said that
employers in the BPO firm depend on their employees who interact with their customers.
Likewise, customers depend on employees who assist them in their queries. Employees also
depend on the employers who invest in the country and hire them. Therefore, interconnectedness

between employer, employees, and customers should be underscored during and after training.
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Even when the roles of these communicating persons oppose, their dialogic relaticn is a relation
of person- to-persen.

The ideology of using others for personal interests or destroying foreign nations in order
to promote local interests has no space in Bakhtin’s dialogic view on language and on being. CCI
employees, their employers, and customers are brought together through a dialogic relation that
calls for the end of self-glorification. The emphasis of the relation between them is cooperation,
communion, and openness to the other (Levinas, 1971). Each of them then is cailed to engage in
“cooperative choice” with the other to build the society by taking “humanity as the ground of
existence” (Gripaldo, 2009, p. 247). This aiso means that society or people have power over the
language they use (Bakhtin, 1981; DeBose, 2005; Donoso, 2012; Fishman, 1998; 2006). At the
same time, language has the power over people who use it (Bakhtin, 1984; Phiilipson, 2008;
Salonga, 2010; Tupas, 2004; 2008; 2009). As such, language is communion with others and with
the world and to teach dialogically in the context of this study is to partake in a community where

each voice has the right to be heard.

Summary
According to Bakhtin (1981; 1984; 1986) language is dialogue and this dialogue is the

interconnectedness between people, societies, and the universe. Language is also a point of view
of the world and no language is superior to the others. A person discovers himself through dialogue
and reveals himself to others through dialogue. Dialogue is the foundation, expression, and life of
any language. Dialogue is that which unites the speaker and the listener beyond any form of speech

they utter. Each utterance carries the background of the speaker, his society, and the language used.
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In the BPO context, a dialogical relation is the interdependence between employer,
employees, and customers This relation shows that neither an employer nor a customer, nor an
employee can stand on his own. Each and all of them benefit from training and employment in the
BPO. Furthermore, what matters in the current study is not only the styles or the scripts CCI
employees use to communicate with one another and mostly with customers but the impacts that
result from the reciprocal inieraction between these CCI communicators and the meaning trainers
and CSRs give to their work and their usages of English language, their culture of origin, and the

American culture.

Rosenblatt’s Transactional View of Language

This section detaiis Rosenblatt’s concept of the transactional view of language. It draws
from John Dewey’s philosophy on both education and experienice. The transactional concept in
this study suggests approaching and defining trainers and CSRs as part of the BPO community
where the CCI conditions them and they condition the CCI. The term transaction is used in this
thesis to show that being a trainer or a CSR in the BPO sector becomes part of the life of these
Filipino employees who work in CCI or in the BPO training centers. To put it in other words every
worker shapes his work. At the same time, work influences the worker.

Rosenblatt’s (2004) transactional view states that meaning has a private and a public
dimensions. The public aspect is the definition of a term presented in dictionaries or a general
knowledge about something whereas the private meaning is the sense each reader gives to the text.
Meaning is arrived at through transaction between two or more persons or between a reader and
the text. This view holds that “meaning is located in human practices — in other words, it is a

human construction based on communication, cooperative action, and community relations”
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(Connell, 2008, p. 104). Human beings internalize language in its two aspects, namely the public
and the private meanings. Persons always consciously or unconsciously refer to their linguistic
reservoir or life experiences whenever they write, read, listen, and speak (Rosenblatt, 2004).

Rosenblatt (2004) illustrates linguistic transactions with a face-to-face communication. She
states that in a conversation two people contribute to the process of meaning making. “Both
speaker and addressee contribute throughout to the spoken text (even if the listener remains silent)
and to the interpretations that it calls forth as it progresses” (p. 1367). This echoes Bakhtin’s (1981;
1984; 1986) concept on a dialogical view of language that argues that meaning is constructed
between two or more persons who communicate dialogically. For instance, some BPQO accounts
have what they call probing strategies when a CSR is talking to a customer over the phone. These
strategies are short series of questions and answers to identity a customer’s problem so that the
CSR can address the problem correctly. In the transactionai approach, probing strategies illustrates
that both CSR and customer construct meaning,

A face-to-face communication shares many similarities with a text even if a text lacks a
physical presence, the voice, the nonverbal signs, and the tone. According to Rosenblatt (2004),
readers, speakers, and listeners rely on their linguistic background to make sense of a text, a
conversation, or an event. This also means that people may participate in one event, but each of
them would understand and interpret the event differently. This is explained by the fact that the
attributes readers or speakers bring into a conversation or to a text include selective attention which
is what James (1890) calls a “choosing activity” (cited in Rosenblatt, 2004, p. 1368). De Mello
(1990) also says that people are conditioned by the way they were taught to see things, to feel, to
judge, and to speak. This means that the meaning people make depends on where their selective

attention is focused. It is not a mechanical act but a dynamic focus.



Rosenblatt (2004) believes that one’s selective attention depends on other individual’s
emotional attributes like fatigue, stress, or joy. These attributes can affect the quality of the
meaning one makes out of a conversation or reading. Selective attention emphasizes Cameron’s
(2000) and Salonga’s (2010) fear about the CCI’s expectations of CSRs. Both lamented that CSRs
are expected to vividly respond to each call and that this requirement disregards the individual’s
emotional state.

Each reading leads to an evocation which suggests a response and needs interpretation.
Evocation is the meaning of the text which covers the aesthetic and the efferent transactions while
“response” is the “stream of reactions to, and transactions with, the emerging evocation”
(Rosenblatt, 2004, p. 1376). Making sense of, analyzing, illustrating, and understanding the
response is called “interpretation” which allows the reader to connect experiences in the stream of
meaning or in the whole process.

For Rosenblatt (2005), teaching language should cover all aspects of human life to make
“comprehensible the myriad ways in which human beings meet the infinite possibilities life offers”
{p. 26). This imeans that teaching or training needs to include other aspects of human life sc learners
can connect new acquired knowledge or skills with their past. If effective teaching or training
requires building on learner’s background (Bakthin, 1984; 1986; Dewey, 1938, Vygotsky, 1986)
and especially in seeing leamers as a whole and not as a set of fragmented skills (Mercado, 1977,
Rosenblatt, 2004; 2005), then CCI training should look beyond neutral accent.

Although Rosenblatt’s (2004) transactional view of language shares many points with
Bakhtin’s (1981; 1984; 1986) dialogic view of language, — there are also differences. Bakhtin
(1984) emphasizes a polyphonic approach to language and to reality or multiple ways of seeing

and interpreting the world that streams from each individual’s reciprocal influence with his socio-
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political and cultural environment. On the other hand, Rosenblatt’s (2004) transactional view
emphasizes two main ways of approaching language and the world, namely the scientific and the
aesthetic. The main factor they share is the relationship they see within the language, among
people, in life, between events, the world, and the entire universe. Both the dialogic and the
transactional views of language underscore the continuous and reciprocal conneciedness,
interdependence, and mutual influence of language and other human attributes, among people with

the environment, the world, and life.

Summ

Rosenblatt shows that meaning is not ready-made but must be discovered. Meaning is
arrived at through a iransaction of two or more communicating individuals and through a
transaction between a specific reader and a text at a specific time in a specific context. The
transactional concept of language holds that meaning is constructed between the speaker and the
listener, between the reader and the text. This concept underscores two ways of approaching the
world, namely the aesthetic and the efferent. To teach or to train in a transactional concept requires
building on leamers’ background, helping learners connect new knowledge to their current
situation and drawing critical synthesis of reality and of themselves.

In the BPO context, trainers and CSRs are human persons with personal background
before, during, and after they perform their job. To teach in a transactional approach implies a
continuous authentic dialogue between learners and teachers. In other words, to teach language
‘transactionally’ requires focusing on leamers as human persons with personal background and

not as homogeneous individuals or fragments skills.
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National identity of Filipinos

According to Majul (1969), Mulder (2013), Tinio (1990), and Weekley (1999), the
colonization of the Philippines contributed to the Filipinos’ lack of sense of nationhood because it
prioritized the interests of the Spaniards, then the Americans, and shortly after the Japanese
colonizers. Majui (1969) says that Fiiipinos lived in ‘barangays’ or small communities before the
Spaniards came. At times, small communities quarreled against neighboring communities. At
such, they did not have the notion of belonging to a nation.

Doronila (1992) uses three factors to define contemporary Filipino national identification,
namely, personal identification with the nation which consists of a self-perception in relation to
the nation, boundaries of inclusion, and boundaries of exclusion in relation to the nation. The social
boundaries with reference to the nattonal community consist of the levels of inclusion and
exclusion. The levels of inclusion involve defining oneself in relation to one’s social group. This
implies understanding the context, history, problems, needs, and aspirations of that community.
Boundaries of exclusion include all aspects that distinguish a nation from the others vis-a-vis local
realities and the context of the historical development of that nation.

In the Philippine context, boundaries of exclusion include: “understanding of the Philippine
history from a Filipino perspective, political interests and sovereignty, economic interests and self-
reliance” (Doronila, 1992, p.16). Boundaries of inclusion consist of all the aspects related to good
Filipino citizenship, events that bring or group Filipinos together as one nation across the history
beyond personal interests, political ideologies, religious affiliation, linguistic and regional origins.

Doronila (1992) defines national identity as a set of “meanings and predispositions defining
one’s attachment or sense of belonging to a national community” (p.17). The set of meanings stand

for characteristics that serve to define who belongs and who does not belong to a national

51



community by providing reasons to explain such standings. Knowledge of and about the national
community serves as the key element to develop or hinder a people’s national identity.

According to Majul (1969), national identity is the consciousness of belonging to one
nation, commitment to a specific ideology as a nation, and the belief that the existence of the two
first factors leads to individual happiness and social good. He believes that national identity is
dynamic. It is nurtured when people experience social conditions free from exploitation,
humiliation, and tyranny, and that the members of the national community work for the common
good that goes beyond one’s religious, linguistic, and local communities. He adds that the
communiiy as a nation must be guided by principles that promote unity, freedom, and social
responsibility.

Doronila (1992) provides four parameters to bear in mind when defining Filipino national
identity, namely the colonial history, the lack of any notion of nation prior to colonization, the
diversity of ethnolinguistic groups across the archipelago where each group occupies a specific
geographic territory except metropolitan centers with multi-ethnic groups, and the socializing or
diplomatic conditions referred to as “the pattern of economic, political and increasing dependence
upon other economies” like the US, Japan, China, the Middle East, and European countries ( p.18).

Doronila (1992) distinguishes national identity from national consciousness. The latter is
based on the awareness of having common aspirations and goals as members of a national
community. The former is mostly on identifying oneself as being part of a bigger community called
anation, having and finding meanings in shared characteristics about social life, a common history,
and economic development. Likewise, Majul (1969), Mulder (2013), and Weekley (1999)
underscore that nationalism is different from national identity. Nationalism refers to the love for

one’s country and commitment to defend it from outsiders’ oppression or occupation. National
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identity is a developed awareness of belonging to one nation as a community where people are
united by a set principles for individual development, common good, and freedom of all.
Nationalism can also be referred to as “blind loyalty to the state” whereas national identity is
spontaneously expressed, through “their sense of belonging to each other and their way of life”
(Mulder, 2013, pp. 57 & 58). National identity is also seen as an integration of elements, practices,
and tastes that set a person or a group apart as belonging to a common community which is
different from others’. Weekley (1999) believes that the Philippines needs to redefine a national
identity which is based not only on struggle and development projects but also on including
contemporary Filipinos as active citizens without looking at the gender or social status.

On the issue of language of instruction, Doronila (1992) notes that 68% of adult
participants preferred Filipino and English, 17% chose Filipino and other languages, and 9%
preferred instructions in English, and the 5% were indifferent about the language of instruction. In
descending order, she presents the following values as characteristics of Filipinos: ‘pakikisama’
[getting along with others], ‘utang na loob’ [debt of gratitude], ‘may sariling isip at bait’
[independence of mind and spirit], ‘marunong makiramdam’ [sensitive], and ‘madaling mapahiya’
[easy to be embarrassed]. She notes a decreasing importance of close family ties among young
participants with the justification that a traditional family hinders development. Doronila (1992)
attributes participants’ choice of the last aspeci to the growing number of urbanized communities.

In other words, the identity of a people can also be referred to as their personality or general
characteristics. Gines, Dizon, Fulgencio, Gregorio and Obias (2003) believe that aspects that
define Filipino personality include “empathy with” and “generosity towards others.” Filipinos are
family orientated and happy people. They are flexible, adaptable, creative, hardworking, and

industrious. They have a strong faith in God and perform various religious practices which may
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be factors that enable them to survive in hardships. Weaknesses observed among Filipinos include
“extreme personalism”, “extreme fainily centeredness”, and “lack of discipline.” Some Filipinos
tend to be passive and lack initiative. Their tendency to look up to foreign cultures and realities is
referred to as “coionial mentality.” Other Filipinos tend to be “selfish™ or have a “self-serving-
attitude” expressed through the “crab-mentality.” Others demonstrate a “lack of self-analysis and
self-reflection” (pp. 84-89).

Martinez (2007) also explains that the Filipino national identity finds its root in the local
community called ‘bayanihan’ or belonging to a town or a community. Members of a ‘bayanihan’
are brought together through solidarity. This solidarity is manifested through mutual help and
community work. However, she underscores the idea that because of the colonial history of the
Philippines, Filipinos tend to give more importance to kinship and local community than to
national unity. Mulder (2013) cites some religious feasts, national boxing or beauty events as
circumstances through which Filipinos naturally express their national identity.

The following factors constitute the boundaries of exclusion in the study of Doronila
(1992). First, Filipinos must urderstand the Philippine history from a Filipino perspective. Second,
they must affirm political sovereignty. Third, they must be economically independent. Political
and economic independence include the Filipino way of interpreting the American intervention in
their war against the Spaniard occupation, the revolution against American occupation, the
question on the presence of American bases in the Philippines like Clark base, and the ‘help’
foreign brings to Filipinos which includes a critical understanding of multinational companies.

The results of her study show that Filipino are proud of the following historical events in
their struggle for sovereignty: MacArthur’s return, the Cry of Pugad Lawin, the war they fought

against Japan in WWII, and the Philippine revolution of 1986. Participants believed that the most
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significant events in the Philippines as a nation included June 12, 1898 which is the Philippine
declaration of Independence Day from the Spaniard, Philippine Revolution of July 4, 1946 which
is Philippine Republic Day, also known as Filipino-American Friendship Day, EDSA uprising or
the People’s Power Revolution on February 22-25, 1986, and September 21, 1972 or Martial Law
Proclamation. Doronila (1992) notes that most adult participants chose July 4, 1946 as the most
significant day for Filipino freedom but the supporter of Marcos chose September 1972,

On the question about foreign control of the Philippine economy, Doronila (1992) notes
that a significant number did not know about or were not interested in the topic. Some participants
acknowledged a certain controi of the economy of the Philippines by foreign multinational and
underlined this factor as an element that blocked national economic development. Other
respondents pointed to developing a local model of development and generating local jobs.

On boundaries of inclusions, participants who did not belong to any political 1deology
favored the inclusion of all Filipinos calling for “transcending ideological and political
differences” (TIP), “integrating Philippine ethnic minority groups into the national community”
(IPE), “good citizenship” (GCP), and strong beiief in the slogan “united stand as a people” (USP)
(Doronila, 1992, p. 42). She reports that respondents believed that “equitable distribution is a basis
for unity and peace and that authentic ‘pakikisama’ means sharing of property and wealth” (p. 43).
She then suggests that leaders consider redistribution of wealth and land to unite Filipinos.
Likewise, according to Timbreza (2008), Filipinos as a community are defined by their way of
thinking, interacting with one another, interpreting events, and the world. He believes that to be
fully liberated and mature as an integrated nation, Filipinos need to free themselves from four
incestuous ties or idols, namely regionalism, religionism, colonial mentality, and closed

nationalism or anti-foreignism. As such, he portrays Filipino national identity as a process.
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National identity in this study sets the participants apart as members of a specific
community, the Philippines. Filipino trainers and CSRs share common characteristics that define
them as Filipinos. The shared elements are part of the background of these participants. Their
identity also influences the way they train, learn, and transact with American customers. As they

work in the BPO, they become active participants in the development of the nation.

Summary

Filipino national identity is the awareness of belonging to and owning one nation, the
Philippines. Through this awareness comes the responsibility to work for individuai achievement
and community development built on freedom, mutual aid, and other factors defined by the
community. Filipino national identity draws from the history of the Philippines. It goes beyond
religious affiliation, regional origins, linguistic communities, and political ideologies. It is the
integration of elements and life that set the Filipino people as a nation different from others. The
Filipino national community is still in the process of becoming a self-determining nation. At such,
the formation of 2 national identity to define a Filipino presupposes a definition of the Filipino
aspirations, policies, economic and social problems, and achievements.

nation based on its history,

For this study, national identity is the defining mark of the background of the participants.

Acculturation Model and National Identity

Training and continuous transaction with American customers is also a way Filipino

English language trainers and CSRs acculturate in the TL group through their work in CCL

Acculturation is a “social and psychological integration of the leamer with the target language
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(TL) group” (Schumann, 1986, p. 379). Acculturation can also be L2 leamers’ adaptation and
ownership of the TL like in the case of the PE which is already an element of national identity.
Schumann (1986) believes that L2 learner’s contact with, integration in, and psychological
openness to the target group and the TL are factors that facilitate or delay L2 acquisition. He cites
nine (9) factors that influence L2 acquisition, namely: social factors, affective factors, personality

factors, cognitive factors, biological factors, aptitude factors, personal factors, input factors, and

instructional factors.

Schuman (1986) distinguishes two groups based on the social factors of acculturation. The
first is the L2 learners” group and the second is the speakers’ of the TL group. The social, affective,
and personal factors are relevant to this study. Social factors include “dominance; non-dominance;
subordination: assimilation; acculturation, preservation; enclosure; cohesiveness; size;
congruence; attitude; intended length of residence in TL area” (p. 380). Schumann believes that
econoinic, political, cultural, and technical development of either group may facilitate or hinder
acquisition of the TL. However, if L2 learner group is dominated by the target group, L2 learner
group may lose its linguistic and culturai identity. 1t may then assimilate the lifestyle of the TL
speakers.

In the BPO companies and training centers located in the Philippines for instance, Filipino
CSRs or trainees may approach the American employers and customers as politically, culturally,
technically, and economically superior. Some Filipino CSRs may resist this reality and thus hardly
acquire the American English language. Other CSRs or English language trainers may decide to
adopt or integrate the Americans’ lifestyle. They may hereby learn easily the American English

and assimilate the American culture. Another group of Filipino CSRs and English language

trainers may choose to adapt to the American English and culture. They may use the American
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accent when talking to Americans but use the Filipino accent when communicating in English with
fellow Filipinos. With thus strategy, 2LL group “adapts to the lifestyle and values of the TL group,
but maintains its own life style and values for intragroup use” (Schumann, 1986, p. 381). The
acquisition of the TL can also be faster in this context.

“Affective factors” can also facilitate or delay the acquisition of the TL. These variabies
depend on individual learners whereas social factors depend on a group of learners. Affective
variables include “language shock; cultural shock; motivation; ego permeability”. [To this],
“personal factors” can be added, namely, “tolerance for ambiguity; sensitivity to rejection,;
introversion/extroversion; self-esteem” (Schumann, 1986, p. 380). When it comes to motivation,
L2 learners succeed in L2 when they have integrative and “expressive motivations” rather than
“instrumental motivation” (Schumann, 1978, p. 150).

Likewise, Gardner and Lambert (1972) stress that L2 learners are somehow the center of
their learning. Like Schulman (1986), Gardner and Lambert believe that learners’ attitudes toward
the TL and culture may facilitate or hinder L2 learner’s proficiency. This means that to master an
L2 depends not only on 2 learner’ intellectual capacity and language aptitude but also and
especially on a “learner’s perceptions of the other ethnocentric group involved, his attitudes
towards the representative of that group, and his willingness to identify enough to adopt distinctive
aspects of behavior, linguistic and non-linguistic, that characterize that other group” (Gardner &
Lambert, 1972, p. 132).

Schumann (1986) adds that “instructional factors™ may also hinder or facilitate acquisition
of the TL. These variables are “goals; teachers; method,; text; duration; intensity” (p. 380). In other

words, incentive stimuli such as a class, a language teacher, a teaching method, fellow learners,

58



TL speakers, the TL culture, can help L2 learners be more involved in learning a L2 (Schumann,
2001).

To further explore ways of acculturation, Tupas (2009) presents numerous contexts of ELT
and defines different cultures in learning or TESL. These contexts of acculturation are associated
with national identity in this study:

e First, the culture of inferiority that promotes a negative image of L2 leamers’
culture. It makes L2 learners believe that their culture is bad or inferior and
therefore to look up to the target culture.

e Second, the culture of pragmatisin that believes that learning a particular language

ieads to earning much money and so focuses on “skills” in language use.

Third, the culture of dependence that believes in the NSE “experts” in TESOL
methodology that local teachers ask foreign “experts™ for better teaching methods.
Tupas believes that asking foreign Native English as Second Language Teachers
(NESTs) to advise what 1s best to do in TESOL exposes Nonnative English as a
Second Language Teachers’ (NNESTSs) lack of confidence in themselves or in the

methods they use because the foreign “experts” know little or nothing about L2

learners background.

Fourth, the culture of autonomy which aims to give much freedom to and put

learners at the center of their leaning process. It trusts that learners can develop

preferred learning strategies in an L2,

Fifth, the culture of passivity that puts authority in the hands of teachers, believes

that L2 teachers are the sole bearers of knowledge, and that students are just

receivers of knowledge.
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o Sixth, the culture of silence as a culture that does not encourage much talking but
that may encourage reflection and critical thinking.

e Seventh, the culture of social isolationism that ignores any talk about issues their
students confront in daily lives and focuses on forms of language, or grammar of
language believing this approach is free from any political or cultural influence.

o Eighth is the culture of elitism that favors and rewards particular languages and / or
practices of language while stigmatizing others.

With the above elements, Tupas (2009) invites L.2 teachers to go beyond the NESTs versus
the NNESTs fallacy in the English Teaching Profession. Thus, according to Tupas, to teach
English as L2 or as & foreign language 1s also to express a specific culture. Moreover, any L2
teaching or learning approach is a cultural act as well.

The acculturation model was designed for immigrants where the acquisition takes place in
the TL community without formal instruction. But for this study, “instructional factors” invite
English language trainers to take into consideration the contexts of teaching, their Filipino and the
American cultures, and to be to be facilitators. They also need to have a critical approach to

different strategies they learn or choose to use in TESL and to the instructional materials.

Summary

Acculturation explains factors that facilitate L2 acquisition (Schumann, 1986). L2 learners
play an important role in the process of acquisition of the TL through the ways they position
themselves in the TL community, their emotional state, personality, intellectual capacity, and
physical dispositions. Instructions L2 leamners receive about and in the TL and community and the

ways L2 learners view or are viewed in the TL community can facilitate or delay L2 acquisition.
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In the BPO companies and training schools located in the Philippines, accuituration may
not be limited to transaction with American customers and to being trained on how to transact with
Americans. Acculturation takes place also through the attitudes of Filipinos trainers and CSRs
towards American customers and employers, and towards the American English. This is expressed

through different cultures in leaming or TESL (Tupas, 2009). Acculturation is also the fashioning

and owning the TL to the point of renaming it and calling it PE.

General summary

This chapter developed 9 topics. English as an international language was highlighted to
show that English belongs to all people who speak and understand it. To teach English as an
international language implies a shift from TESOL to TEGCOM. It also means to align with the
WE paradigm. English language teaching approaches, methods, and strategies were developed to
show that strategies are the implementation of a method, and methods concretize an approach in
the classroom setting or in a communication environment, and an approach theorizes about the
nature of language and the meaning of teachinig or learning a language.

The sociology of language showed that the American English has influenced Filipinos
through education, communication, and politics. A relationship between language and culture was
established with the example of the PE to show that PE is a brand of English that was created by
Filipinos and that continues to develop like other brands of English. English language training in
the BPO sector and the BPO training schools explained ways in which English can liberate or

alienate its users, how the English language becomes an asset not only for trainers but also for

trainees, and especially for CSRs.
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Bakhtin’s dialogic view on language was also presented to show the interconnectedness of
language, a speaker, and the listener. Rosenblatt’s transactiona! view of language explained that
meaning is constructed between a reader and the text or between a speaker and a listener. The topic
on the national identity of Filipinos showed that national identity is a process built on personal

identification with the naticn, boundaries of inclusion, and boundaries of exclusion in relation to

the nation. The study centered on Schumann’s acculturation model to show that L2 learners play

an important role in L2 acquisition. Other factors that contribute to a faster or a slower L2

acquisition were highiighted in the acculturation model. Acculturation was also presented as

factors of different cultures in learning or teaching a TL, especially as ownership of the TL to make

it a local language.
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Figure 1. Theoretical F ramework of the Study

In a CCI, culture plays an important part because the American culture and language
permeate the atmosphere. Within this setting, there are several factors that need to be considered.
First, English language trainers have their own L1 and culture. As they learn and teach the TL,
they also go through a “dialogical” process (Bakhtin, 1981; 1984).

Another factor is the trainers’ level of acceptance of the target culture and language. The

TL and culture transact with the trainers’ L1 and culture and impact their personal, social, and
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professional lives. In this transactional process, “each element conditions and is conditioned by
the other in a mutually constituted situation” (Rosenblatt, 2004, p. 1364). They receive knowledge
and values from both cultures and both languages. All of these factors play a role in the way they
teach the trainees. Thus, the acculturation model explains how language and culture are
interconnected.

Trainers’ teaching strategies reflect their L1 and culture. At the same time, the teaching
strategies are nurtured by trainers’ attitudes towards and knowledge of the TL and culture. Hence,
strategies are important in the acculturation model.

Trainers who have the desire to socially integrate with the American English language and
culture are more likely to easily adopt the values and lifestyle of the target group (Schumann,
1986). This favorable inclination makes it easier for them to learn American English. On the other
hand, negative attitudes and the lack of desire to integrate with the TL and culture make them resist
the influence of adopting and learning the language. These attitudes may subconsciously influence
strategies they use when teaching the TL to trainees. In tumn, the experiences in teaching and
learning the TL have an impact on the knowledge and the meaning that trainers and the learners

demonstrate about American English, PE, how they view themselves as call center employees, or

as trainers in BPO training centers, and as Filipinos.
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Definition of Terms

‘Acculturation’ is the process ihrough which Filipino trainers and customer service representatives
face, negotiate with, reject, own, or adapt to the linguistic and cultural requirements of the

American English. This definition is adapted from the term ‘acculturation’ as defined by

Schumman (1986).

‘Call Center Industry’ or ‘CCI’ is an agency called the business process outsourcing that employs
Filipino trainers and CSRs where the telephone is used to conduct business by placing or receiving

2 high volume of calls. This definition can be associated with the term ‘call center industry’

according to Dawson and Bodin (2002).

‘Customer Service Representatives” or ‘CSRs’ are Filipino employees who receive, make
telephone calls, or use emails or chat messages in a call center industry to conduct business with
offshore clients. This definition is adapted from the terms operators, attendants, analysts, customer

service representative (CSR), sales representative, technical support representative (TSR), and -

telemarketer as defined by Dawson and Bodin (2002).

‘English language trainers’ are Filipino employees who work in the BPO to prepare or give English
language training or entry level product and service training to new employees. They may conduct
an ongoing training in the English language for existing employees or for clients of a specific BPO
company. They can also be English language teachers who conduct training in BPO training

schools for students who want to work in BPO. This definition was created by this researcher to
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refer to a particular group of people. It can be understood in relation to Teaching English as a

Second Language or TESL as defined by Richards and Rodgers {2001).

“‘National Identity of Filipinos’ is a personal identification of Filipino trainers and customer service
representatives as Filipino nationals who have specific ways of speaking, behaving, living, relating
to work and to others, and a common history as opposed to their American clients. This definition
can be associated to the term ‘national identity’ as defined by Doronila (1992} which is a set of

faciors called boundaries of inclusion and boundaries of exclusion in relation to the Philippines.
‘Strategies’ are steps, actions, movements taken or assessments, materials, and devices used to

complete a specific action or achieve a specific goa! in communicating, teaching, or learning an

L2 (Anthony,1963; Anthony & Norris, 1969; Claxton, 2008; Oxford, 2003).
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CHAPTER 3
METHODOLOGY

This chapter covers six sections, namely, research design, research locale where the
fieldwork was carried out, sample or the type of and number of participants in the study,

instruments or means used to gather data, data collection, and data analysis procedure.

Research Design

This study used a qualitative approach with some elements of ethnography. It sought to
understand “the lived experience of other people and the meaning they make of that experience”
(Seidman, 2006, p. 10). The study looked into the strategies of English language trainers and CSRs
at the CC! by looking at different ways that they used the English language. The study aimed to
present, explain, and create awareness of the lived experiences of CCI employees. It also examined
the impact of power relation on the English language teaching perspective between members of a

community to suggest ways on how to develop or change that relation (Blommaert, 2005;

Creswell, 2012).

Research Locale

Five call centers and two BPO training schools were purposefully selected within Metro
Manila, Philippines. Criteria for selection included: must be offshore call center industry; provides
service to American customers via phone calls; conduct products training or English language

training for new employees; with CSR employees who use ESL. Training schools should be BPO

training centers or schools where language and or technical training related to working in BPO

was provided to students.
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Call center offices in Metro Manila are usually located in business centers. Buildings are
usually several stories and give an impression of modernity. Some companies may cmploy as low
as 50 employees and as high as 10,000. Within the buildings, the floor is usually an open space
like in big stores. However, employees sit in cubicles. Workspaces are usually set into ranks so
that two employees face each other or sit next to each other yet remain separated by a small wooden
wall. On the table, each employee usually has a telephone and a computer connected to the internet
to document each transaction and answer calls (inbound) that are automatically distributed to them
or make outgoing calls (outbound). Five to ten employees usually have a teamn ieader who also
reports to a manager. The manager may have another manager to report to and so on. Ewployees
are usually encouraged to talk in English even among themselves as a way to practice the English
language.

Five BPO companies and two training schools were selected from different cities in Metro
Manila to diversify the background and points of view of participants. For ethical reasons,
companies were assigned codes based on the city as BPO-C1, BPO-C2, BPO-C3, BPO-C4, and
BPO-C5. Furthermore, the two BPO training schools codes were BPO-T1 and BPO-T2. Data
included were number of years of operation, estimated number of employees, sites or locations
worldwide, locations in the Philippines, services provided, and operation’ hours.

BPO-C1 is one of the pioneer BPO companies in the Philippines. It has 15, 000 employees.
The company operates in 20 countries worldwide. It has six locations in the Philippines including
Metro Manila and cities in other provinces of the Philippines. Its services extend to
communication, financial services, leisure, healthcare, technology, transportation, and customer
satisfaction surveys, classroom training, on-the-job training, and on-going professional

development. The business is carried out through Inbound and Outbound calls, Customer
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Satisfaction Surveys, Classroom training, On-the-job training, and On-going professional
development. The company provides services in different international languages among which
English is the lead. The company operates 24 hours, seven days a week.

BPO-C2: is a BPO software company that provides services for goods and services. The
company’s Philippines branch was established ten years ago. It has 300 employees. The company
is located in North and Latin Americas, Europe, and the Philippines. The business of the company
is on customer support, invoice processing, purchase order processing, technical support, training
services, proactive monitoring, and on-going professional development provided through inbound,
outbound, quality assurance, and training. The company provides services in different international
languages among which English is the lead. The company operates 24 hours, seven days a week.

BPO-C3: is a BPO company, its Philippines’ branch was established seven years ago, and
it employs 500 employees. The business is on real estate, appointment setting, training, and sales
or customer care support. The company provides services in English. The services are carried out
mostly through outbound calls or back office. The company gives employees the chance to work
from home. Employees come from different places of Metro Manila and in the other provinces.
Employees meet on different occasions for business and for pleasure purposes. The company’s
clients are Americans. This company operates 24 hours, seven days a week as well.

BPO-C4: is a BPO company that was established 27 years ago in the USA and eight years
ago in the Philippines. It has 9,300 employees worldwide. The company provides services in
different international languages among which English is the lead. It operates in North and Latin
Americas, and in the Philippines. The company’s services include order processing, customer

support, product and technical support, financial consultancy, telecommunications, appointment

setting, selling, satisfaction surveys, classroom training, on-the-job training, and on-going
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professional development. These services are provided through inbound, outbound, quality
assurance, and training. The company operates 24 hours, seven days a week.

BPO-C5: was established 81 years ago in the USA and its BPO branch in the Philippines
seven years ago. The company has 6,000 employees. The company provides services in different
international languages of which English is the lead. Its services extend to communications,
insurance, healthcare, satisfaction surveys, classroom training, on-the-job training, on-going
professiona! development through inbound and outbound voice, and back office processing. These
services are provided through inbound and outbound calis, customer support, technical support,
retention, training, and quality assurance. The company operates 24 hours, seven days a week.

BPO-T1 is a private school established in 1980. It is one of the first schools in the
Philippines that focus mostly on computer sciences and computer engineering studies. It offers
other courses like AB Mass Communication and BS Business Administration. One of the school’s
sites is in Quezon City which has offered special English language training for Filipino youth
aiming to work in the BPO sector. The school teaches ‘English Proficiency Program for Call
Center Representatives’ (100 hours in 25 days). It also teaches English Communication Skills 1,
2, and 3 (per semester). Itis open Monday through Friday and, on Saturday and Sunday for special

eévents.

BPO-T2 is a public school or training center that was established in 1994. It has different

sites in Metro Manila. The training center provides training mostly to Filipino youth in different
fields including ‘English Proficiency for Customer Service Workers (100 hours in 25 days). It

operates Monday through Friday and Saturdays for special events.
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Sample

Fifteen (15) participants were selected using purposeful sampling (Cohen, Manion, &
Morrison, 2000; Creswell, 2012; Seidman, 2006). The participants were eight English language
trainers and seven customer service representatives. English language trainers included product
trainers who conduct training in the English language since training is implicitly included in
product or content training in some call centers. Trainers also included teachers for BPO at call
center training schools and who may have had a BPO background. The seven CSRs who were
selected included CSRs and Technical Support Representatives (TSRs) who had experience taking
calls and communicating with American customers.

Participants were code-named. Customer support representatives and technical support
representatives code-named CSR1 to CSR7. Trainers in the BPO companies were code-named
Trainer-C1 to Trainer-C5 and the trainers in the BPO training schools, Trainer-T1 to Trainer-T3.

Table 1: Participants’ profile

Trainers in the BPO Trainers in BPO School CSRs

Number 5 3 7
Years in BPO 72 1 5.07
Male 2 1 2
Female 3 2 5
Age 31.8 41.3 30.57
W/o B.A. or B.S. 5
With B.A. or B.S. 3 2 4
With M.A. 2 1 1

Table 1 shows that the number of trainers (8) was slightly higher than the number of CSRs
(7). As a qualitative study, the crucial point for this researcher was to have informants who could
provide more reliable data about the phenomena being investigated (Creswell, 2012; Seidman,

2006). Trainers (5) in the BPO companies were either English or product trainers with 7.2 years
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average of experience and answer offshore customers’ calls. One trainer in a BPO training school
had experience working in the BPO sector while two others did not which is why their average
years of experience working in BPO became one. The seven CSRs, namely six CSRs and one
technical support representative (TSR) had experiences answering American calls in their
respective BPQ company and their average years of experience in BPO was 5.07.

Concermning ethical issue, samples were informed of the purposes of the study and asked to
sign a consent form. The selection of samples was also facilitated through “friends of friends”
(Salonga, 2010; Seidman, 2006), and samples were contacted via email, Skype messages,

LinkedIn, Facebook, text messages, and word of mouth.

Instruments

The participant’s profile

This tool was a short profile form and filled out by each participant before the interview
(see Table 1 and Appendix G). It was used to gather each participant’s name, age, gender

education background, number of years wotking in BPO, and position.

Interview schedule

This tool contained 16 open-ended questions (see Appendix C). It was used to gather
information from English language trainers and CSRs. The interview schedule was adapted from
the structure of in-depth, phenomenological interviewing of Seidman (2006).

The interview focused on the life history of the participants, and their reflections on the
meaning of their experiences (Seidman, 2006). The interview had the following aims: 1) to find

out the teaching strategies of Filipino English language trainers in the CCI and training schools;
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2) to show how knowledge and acceptance of American English and culture were integrated in the
English language trainers’ teaching in the BPO sector and training schools, and 3) to analyze the
ways by which training in the BPO sector and BPO training school has influenced the Filipino
English language trainers’ and CSRs’ perceptions of themselves as Filipinos. The interview

schedule provided data to partially answer the three research questions, namely 1, 2, and 3.

Observation guide

This tool contained a checklist of elements to observe at the participants’ workplace (see
Appendix D). This tool focused on the paiticipants’ teaching strategies and their language use at
the work place. A checklist of strategies to observe was developed. Through the observation, more
insights were gained to answer the research questions 1 to 3.

Observations were included in the tools because most studies in the BPO sector are based
on recorded calls or interviews only (Friginal, 2009; Salonga, 2010). Studies that include
observations are usually case studies (Lockwood, 2012; 2013; Sieben. & De Grip, 2004;
Townsend, 2005). This is why, this researcher used two observation sessions for each of the eight

(8) observed participants to see if participants could use different teaching or transaction strategies

on day one and day two.

Unobtrusive data or documents

This tool included Quality Assurance (QA) audit forms and sample call flow to analyze
how productivity was measured in the BPO firm; job postings to enumerate qualities and skills
prioritized at the CCI, and a document on training conduct (see Appendices H to L). It was used

to gather factors and skills emphasized in CCL “Their collection does not interfere with the
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ongoing events of everyday life” (Hatch, 2002, p. 116). Through the collection of unobtrusive data,

additional information was gatheread to answer research questions 2 and 3.

Data collection procedure

Permission to conduct research from both the CCI management team and from potential
participants was sought through a letter from an authorized faculty member of the University of
the Philippines Open University (UPOU) was requested to present at the site.

More than 30 contacted BPO companies did not give authorization because of strict privacy
policy observance. Companies were contacted through friends, friends of friends, emails, and
through researcher’s walk-in.

Data collection followed once the authorization was granted in the five selected call centers
and two BPO training schools. Data collection included one interview schedule with both trainers
and CSRs, two observations of eight participants that lasted one to two hours, and collecting
unobtrusive data (Hatch, 2002).

At the beginning of the interview, each participant was reminded of the consent form. Each

participant signed the consent form and the researcher cosigned it. A summary of interviews done

is shown in Table 2.

Table 2: Summary of interviews

Name and Role ~ Company Interview date Duration (Minutes)
CSR1 BPO-C1 Dec 21, 2015 16:05
CSR2 BPO-C1 Sept 1, 2015 58:54
CSR3 BPO-C1 Dec 21, 2015 38:33
CSR4 BPO-C4 Jan 2, 2016 33:31
CSR5 BPO-C3 Feb 01, 2016 14:54
CSR6 BPO-C2 Dec 27, 2015 30:52
CSR7 BPO-C2 Oct 30, 2015 26:28
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Table 2: Summary of interviews (continued)

Name and Role =~ Company Interview date Duration (Minutes)
Trainer-C1 BPO-C5 Dec 31, 2015 39:25

Trainer-C2 BPO-C2 Dec 29, 2015 26:09

Trainer-C3 BPO-C4 Jan 2, 2016 26:48

Trainer-C4 BPO-C2 Nov 19, 2015 11:47

Trainer-C5 BPO-C2 Jan 06, 2016 48:13

Trainer-T1 BPO-T2 Sept 8, 2016 18:44

Trainer-T2 BPO-T1 Oct 07, 2016 19:44

Traincr-T3 BPO-T2 Sept 8, 2016 32:04

Total 470.96

E-mail interview was conducted for two participants who were assured that their privacy
and confidentiality would be kept. Email was deleted from the researcher’s e-mail box once data
were received. However, a 30-minute face-tc-face interview was set once both participants
answered via email to verify each respondent’s answers. Both face-tc face interviews were
recorded and transcribed too. Priority was given to what the participants said in a face-to-face
interview because more detailed answers were given.

The interviews took seven and a half hours and were conducted from October 2015 to
October 2016. The individual interviews spanned between 11 and 59 minutes. Each interview was
scheduled based on each participant’s availability. The venue and time were negotiated between

interviewee and interviewer. The interview was transcribed the same day or the day after. The

interview was coded and the date of the interview was indicated.

Observations were carried out only for those with the permission of their employing
company or school. Observations provided data to partially answer the research questions 1 to 3.
Each observation was coded based on a checklist. Observed participants included three CSRs and

five trainers. Three trainers came from BPO training schools with or without prior BPO work

75



experience. The first observation session was carried out on November 17, 2015. The last
observation session was on October 7, 2016. The total time spent for observations was 20 hours
and 39 minutes and was accomplished in 11 months.

Unobtrusive data were collected by photocopying the documents, taking photographs or

asking willing participants to email them to the researcher. These data included call flow, quality

assurance metric, job postings, and a document on training

- Data analysis procedure

Data were analyzed and categorized into themes or sub-themes. Data were compared using
“triangulation” of all data collected from the instruments used. Triangulation is used to lessen
biases, to reach a more balanced analysis and interpretation of data, and to gain a deeper
understanding of the phenomena being investigated (Harklau, 2005).

Data from the 16 open-ended questions or interview schedule and data from the observation
were first summarized and grouped according to the three research questions, namely 1, 2, and 3.
Data from Quality Assurance (QA) audit forms, sample call flows, job postings, and a document
on training conduct were also summarized and incorporated in the answers to research questions
2and 3. To group data into themes, common patterns were identified, differences were highlighted
in the answers of participants, observation and other collected data. All data were categorized into
four themes divided into eight sub-themes based on different implications of the results on the
English language teaching approach and national identity in the BPO context located in Metro
Manila. Categorizing data into themes and sub-themes came from the factors most referred to in
the interviews, the observed and expressed common strategies, and common skills or elements in

the call flow or quality assurance metric, and documents on training.
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CHAPTER 4

DATA PRESENTATION AND ANALYSIS

This chapter presents and discusses collected data. Organization was based on research

questions.

Research Question 1: Teaching strategies of Filipino English language trainers

Filipino English language trainers use different teaching strategies. The strategies include

cognitive, metacognitive, memory-related, affective, and social strategies.

Table 3: Teaching strategies

Strategy

Activity

Participant

Cognitive

Giving reasons, analysis, practicing or role
play, and summanzing,

Imitation or Simulation
Note-taking

Impromptu speaking
Playing games

CSR1 to CSR7, Trainer-C1 to Trainer-5, and
Trainer-T1 to Trainer-T3.

CSR1, CSR2, CSR3, CSR4, CSR5, CSR6,
CSR7, Trainer-C3, Trainer-T1, Trainer-T2,
and Trainer-T3

CSR1, CSR2, CSR3, CSR4, CSR5, CSRG,
CSR7, Traincr-C4, and Trainer-CS.

CSR6
CSR4

Metacognitive

Evaluating task success or the success of
any type of learning strategy (e.g. Giving
oral or written assessments)

Identifying one’s own learning style
preferences and needs

CSR1 to CSR7, Trainer-C1 to Trainer-5, and
Trainer-T1 to Trainer-T3.

CSRS, CSR6, Trainer-T2

Memory-related

Memorization (e.g. memorizing the call
flow, some vocabulary)

CSR1, CSR2, CSR3, CSR4, CSRS5, CSRS,
CSR7, Trainer-Cl1, Trainer-C2, Trainer-C3,
Trainer-C4, Trainer-C5, and Trainer-T2

Affective Sharing experiences CSR1, CSR4, Trainer-Cl, Trainer-C2,
Trainer-C3, Trainer-C4, Trainer-C5, Trainer-
T1, Trainer-T2, and Trainer-T3.
Use of humor Trainer-C2 and Trainer-C5
Social Exploring cultural and social norms (e.g. | CSR1, CSR2, CSR3, CSR4, CSR5, CSR6,

Teaching or learning how to speak to
Americans)

CSR7, Trainer-Cl, Trainer-C2, Trainer-CS5,
and Tramner-T1
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Cognitive strategies

Analysis allows L2 learners to examine leaming materials being used (Oxford,
2003; Tupas, 2009). For example, L2 learner can study the structure of a sentence
to determine whether a sentence is grammatically correct or wrong. L2 learners can
also find out whether an utterance is contextually appropriate and acceptable. In the
BPO context, analysis can help CSR determine the root cause of a problem.

CSR4 explained that, “We study how Americans behave.” Trainer-T1 said
they were also using “character analysis [and] picture clips.” During observation,
Trainer-T3 wrote down examples or sentences given by the students before inviting
them to analyze the sentences. Likewise, CSR7 asked permission to put the caller
on hold. After this, CSR7 logged into a system or platform to search for the client’s
information and analyze the request. Then, she turned to a colleague to ask for

clarification since she did not know which resolution to give. During training,
Trainer-C5 also associated a good analysis of the client’s problem with a better

solution. This strategy was noted in ail participants during interviews and

observation sessions.

Giving reasons allows L2 to justify a performed action, a statement, or an event.
Giving reasons happens through thinking related processes (Oxford, 2003). This

strategy can help L2 leamers develop critical skills.
Trainer-C1, “[As CSR], we are not just talking to customers... but we are

trying to explain everything to them, for them to know. Like, why is my bill so
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high? Why my TV is not working?” Trainer-T2 said, “I require them to explain,
their quiz is in English and not in vernacular.”

During the observation, the researcher noted that Trainer-C5 underscored
that questioning skills could help a CSR gather more information from the client,
lead the client to dig deeper and give more reasons about a problem being reported.
For instance, on questioning skills, Trainer-CS classified close questions that
needed a yes or no answer, open questions that required explanation, and probing
questions that fuse both open and close questions. He drew charts and diagrams to
show where each question was appropriate within an actual transaction between a
client and a CSR transaction.

Likewise, in providing a resolution, Trainer-C5 emphasized that CSR
should be able to justify why a provided resolution to resolve a case was the best.
One of the assessments Trainer-C5 gave trainee was to match and explain concepts
or solutions to specific tabs related to the platform their company used for business,
filling the blanks. Then the trainee had to justify each answer using his/her own
words. The other assessment was to match and apply the patient-doctor interview
with a Customer and CSR interaction. The trainee had to justify each answer using

his/her own words. This practice is a way that helps Trainer-C5 verify the level of

understanding of the trainee.

Practicing is associated with imitation. It helps L2 learners practice information or
sound (Oxford, 2003). Role-play is included in this strategy because it can be used

to practice the language or the information being learned. Practicing can help L2
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learners master the sound and knowledge associated with their work (.e.g. speaking,
interpersonal communication, and the grammar of the TL).

Trainer-T3 said, “I give them tongue twisters, especially those who have
native language [sic, mother tongue] interference.” CSR2 reported that, “When 1
was a teacher, I always tell my students, if you surround yourseif with English, you
speak 1t, you eat it, you smell it, and when you start dreaming in English, you have
learned the language... You use all the four skills because if you miss one, you will
not develop completely.” CSR4 also said that they spoke English during training
which “allows you to practice English with, amongst your peers.” According to
Trainer-T2, “I am requiring them to use English at all time [sic]...so to practice their
speaking skills.” Trainer-C4 also said they were using “role play...to help them
[trainees] practice what they are leamning.” Trainer-T1 said “We use role play.
[Trainees] were quite shy during our first days of training... That is why we have a
lot of presentation, dramatization, listening, film viewing.” CSR2 said, “English

trainers ... [use] role play. This is on using language properly. I really like it”

Imitation or simulation is an activity that asks L2 leaners to repeat an action or
reproduce an utterance (Anthony, 1963). For example, an L2 teacher may read a
paragraph in a book using the American accent, then the teacher may ask students
to read aloud and imitate the way it was read. The teacher also may let students
watch a video to see how NSE transact amongst themselves and then ask the

students to imitate the way NSE speaks. This strategy can help L2 learners develop

speaking.
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Trainer-T1 said, “I am not a native speaker of English. I show them how
native speakers speak... So, imitation... and apply... I do not encourage them to
speak in Filipino because if they think in Filipino, then translate it in English, they

",

get it wrong, they start doing, uuuh! Hmm!” Furthermore, Trainer-C3 underscored
that, “When you apply in BPO, trainers will teach you ... on how Americans speak
and they ask you to speak that way.” Likewise, Trairer-T3 said, [I use] role play
with simulation.... I listen to them and tell them they have little problems with
[pronunciation of letters] ¢, a, pand f, b and v.”

The researcher noted during observation that at times, CSR6 performed the
work of both the CSR and the client. Trainees had to observe what CSR6 was doing
and possibly imitate the way CSR6 was speaking.

Ten out of 15 participants, namely CSR1, CSR2, CSR3, CSR4, CSRS,
CSR6, CSR7, Trainer-C3, and Trainer-T1, Trainer-T2 referred to imitation or
simulation. Imitation and simulation are cognitive strategies because they help L2
learners control L2 materials through thinking related processes like practicing
sounds formally (Oxford, 2003;Tupas, 2009). Asking L2 learners to utter the sound
like a NSE is a way to practice that sound. Listening to trainees and providing them
feedback shows that Trainer-T3 wants to establish a connection between L2
learners’ linguistic origin and the demands of the TL which might be associated
with the concept of the schema theory (Tiemey & Pearson, 1986). The purpose of
listening to L2 learners here 1s to determine who among them has a MTIL. Trainer-

T3 had no work experiences in the BPO industry yet her teaching strategy implied

that she was preparing her trainees to fit the language requirements of the BPO
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companies. Trainers in the BPO companies aim to eradicate any MTI from the
trainees’ speech (Cowie, 2007; Friginal, 2007; 2009; Lockwood, 2012; Rahman,
2009; Salonga, 2010). As such, trainers aim to develop leamers who are fluent
according to the requirements of the employers and the clients. However, Bakhtin
(1981) also reminds us that language i1s owned through personalizing and mastering
it with individual voice, style, and expressions and not through ways people are
taught or expected to speak and scund. Krashen (1982) also exhorts L2 teachers to

focus on comprehension, be patient with the L2 learners’ speech, and be lenient on

error correction in spoken language.

Summarizing is an activity that asks students to give the main idea of a text, a
conversation, a scene, a story, or a book. Summarizing involves analysis and
comprehension. Thus, summarizing as a cognitive strategy also helps L2 learners
control L2 materials through thinking-related processes. In the BPO context,
paraphrasing can be viewed as summarizing the problem the customer wants to be
resolved.

CSR6 said, “You listen [to American recorded calls]... then they [trainer
and other trainees] will ask you a lot of things.” During observation, the researcher
observed that Trainer-CS was summarizing each topic before moving to the next.
CSR6, Trainer-C4, and Trainer-C5 told trainees they had to paraphrase the
statement of the client to make sure they understood the customer’s request. During

observation also, CSR7 paraphrased the customer’s statements.
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e Note-taking is a strategy that helps L2 leamers control L2 materials through
thinking-related processes (Oxford, 2003). This strategy can help L2 learners
develop correct spelling and organizational skills. CSR1, CSR2, CSR3, CSR4,
CSRS, CSR6, CSR7, Trainer-C4, and Trainer-C5 referred to note-taking that took
place either during training or during transaction with the clients.

During observation, the researcher noted that CSRS and CSR7 were taking
notes during every call and documenting the transaction in a specific system. The
application of note-taking in some companies was observed in CSR7 during an
actual call. In answering an English Call, CSR7 started with greetings and stated
the name of the company. She opened a note pad on her laptop, listened to the client
and wrote down the information the client gave at the same time. She asked the
client to spell his/her name. Then, she repeated the information to validate with the
client. Likewise, CSR6, Trainer-C4, and Trainer-C5 took down notes when they
were training new employees. Trainees also took down notes. For instance, during
one training sessicn, CSR6 explained how to do a specific online business
transaction to a Filipino trainee. CSR6 used a laptop. She talked, read, and wrote
while navigating the website. Trainee was observing CSR6 and the trainee wrote
the process in a notebook. After this, CSR6 asked the trainee to refer to his notes
and create a similar case on his own using his laptop. CSR6 sat next to the trainee,
listened to and observed the trainee.

During the interview, Trainer-C2 said, “I think the main thing I try to always
tell them is writing using bullet points.” During training, some BPO companies

exhort trainees to take personal notes, especially during training about the product
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the training C

or service and refer to those notes during real calls with clients or when sending

emails to their clients.

Games are also cognitive strategies because they help L2 leamers control materials
or the situation through thinking-related processes (Oxford, 2003; Tupas, 2009).
Games can help the learners develop imagination, creativity, spontaneity, logical

thinking, and association skills.
CSR4 said they played the game called *“‘Pinoy Henyo’ [genius Filipino].
This is done in the English language.” According to CSR4, the ‘Pinoy Henyo’ game

has been used in all the five BPO companies she has worked in.

Impromptu speaking asks L2 leamners to give unprepared speeches or arguments
about a topic. CSR6 said, “You listen, then they ask you to go there [in front], then
they will ask youa lot of things.” Giving unprepared speeches can help L2 learners

develop spontaneity 1n speech which is generally the way the target community

transacts in the TL.

Imitation, simulation, impromptu speaking, and practicing as cognitive strategies show that

SR1, CSR2, CSR3, CSR4, CSRS5, CSR6, CSR7 receive and the training Trainer-C3,

T1, Trainer-T2, and Trainer-T3 give focuses on the NSE speech. In this context, language
proficiency is believed to be acquired through imitation (Skinner, 1957). Claxton (2008) believes
that imitation or simulation can help teachers engage L2 learners in the learning process.

Simulation and tongue twisters could be associated with different language teaching methods
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especially with the audio-lingual method (Anthony & Norris, 1969). It could also be associated
with CLT (Richards & Rodgers, 2001).

Furthermore, all the participants namely CSR1 to CSR7, Trainer-Cl1 to Trainer-5, and
Trainer-T1 to Trainer-T3 cited practicing or role-play, note-taking, giving reasons, and analysis
which show that training in the BPO help L2 learners control L2 materials through thinking-related
processes. These strategies are used to lead leamners to a desired language outcome (Anthony &

Norris, 1969). The language outcome in the BPO context is to effectively communicate with the

American customers.

Metacognitive Strrategies
e Evaluating task success or the success of any type of learning strategy is a
metacognitive strategy that is used to manage the leaming process (Oxford, 2003;
Tupas, 2009). This strategy helps learners develop critical skills.

CSR6 said that strategies used included “Trainee evaluation via mock calls
and written tests. You listen, then they ask you to go there [in front], then they will
ask you a lot of things.” Trainer-C3 said they used “role play. [As a trainer] I can
rate your proficiency and will know your weakness and strength and know where
to focus during training.” Trainer is the one who rates trainees. Through role-play,
trainees also discover their weaknesses. CSR3 also said that trainers evaluated them
through “preliminary exams like quizzes [during] the first week, or the second

week. They want to know who is fit for the job...and there will be a grading system.”
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Tagalog words as a metac

Identifying one’s own learning style preferences and nceds is also a
metacognitive strategy that is used for self-assessment (Oxford, 2003; Tupas,
2009). This strategy can help L2 learners understand and be critical towards his/
her learning style. This strategy can also help an L2 leamner select learning materials
based on his/ her needs.

CSR1 believed that “Filipinos learn better when mixing English with local
language. We learn more when you use examples we will relate to.” CSR7 also
said, “I think the one I would say I strengthened is to discern different ways of
speaking.” Trainer-C5 responded that “I attended several courses that helped me
become a good irainer. I attended a seminar in [a local] university business school
on teaching adult leamners. This seminar equipped me with information and
strategies I did not know before.” Trainer-T1 said, “I attended a lot of seminars,
and training... I always make sure I am updated with strategies... when I was in
college, I got bored. So, I do not want my students to get bored.” Metacognitive
strategies arc refiective. The above statements are metacognitive because each

participant reflects on and shares about his/ her learning experience.

CSR1’s statement uncovers her learning style as well. By expressing her learning style and

generalizing it t0 all Filipinos, CSR1 places the use of the English language mixed with some

ognitive and social strategies, and she acknowledges the success of these

g strategies. The experiences of CSR3, CSR4, Trainer-C1, and CSR6 show that BPO jobs
are for a few persons. A CSR who gets hired must undergo a series of assessments. In the end

BPO employers select and keep the fittest employees (Townsend, 2005).
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Memory-related strategies

e Memorization is a memory-related strategy where a word, its mental picture, or its
meaning is captured by and kept in the memory. It includes a keyword approach
(Oxford, 2003; Tupas, 2009). Memorization can help L2 learners develop memory
through sight, touch, smell, taste, and hearing.

During observation, CSR6, Trainer-C4, and Trainer-C5 gave and defined
new words while conducting the training. This consisted of giving the abbreviation
of a word, its meaning, and using it in a sentence. For example, ‘SLA’ to refer to
‘service level agreement’ between the company and the client, ‘AHT’ to mean
‘average handling time’ of a call. Trainees had to write down each word and
memorize it. The words were keywords to remember once trainees start taking
calls. Other words were associated with different tabs in different platforms. For
example, ‘PO’ was used to refer to a purchase order and ‘RFQ” to refer to a request
for quotation. Trainees also had to memorize the names of different applications
the company used. It was also noted that CSR5 and CSR7 had memorized the call
flow. Specifically, CSR5 calls sounded similar and he knew what to say after each
answer and which question to ask.

The use of specific terminologies shows that any trainee in the BPO context must be
introduced to the language spoken in the BPO. Memorizing those words and the way to use them
may make the transaction between CSRs and the customers appear as a scripted conversation.
However, knowing different terminologies that are used in different places can enrich L2 learners’
lexicons as Trainer-C2 put it. Likewise, using appropriate words when speaking to a NSE can

minimize misunderstanding between the client and the CSR. This can help L2 leamers develop
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grammatical competence (Canale & Swain, 1980) as they learn, understand, and use appropriate

words (Hyines, 1972). Therefore, CSRs use memory-related strategies not only to memorize

scripts but also to learn new words associated with their work.

Affective Strategies

Sharing experiences implies emotions, level of anxiety, or rewards. As such,
sharing experiences is an affective strategy that includes, identifying one’s mood
and anxiety level, talking about feelings, using deep breathing and using positive
self-talk (Oxford 2003; Tupas, 2009). This strategy can help learners develop
empathy, courage, compassion, patience, understanding, humility, self-acceptance
and acceptance of others, tolerance, ability to motivate oneself and others, and
positive thinking about others.

Talking about assessment in the BPO, CSR3 said that during training
“Whoever fails, this is true, will be quicken out of the job [sic] [to mean that any
trainee who fails during assessments is dismissed from work]. Just like that. Sc,
you basically do not have much choice but to leam everything.” For CSR4, “It
really takes a lot of patience, especially if you will be supporting Americans
because they are short tempered. At first, on my first experience I cried. One of the
customers was calling me a stupid, a bitch... It really hurts! What to do, is let your
customer talk and you listen, you compose yourself, your thoughts, then you tell
them what to do” Trainer-C2 believed that “Listening skills is a big cultural thing

to teach.” According to Trainer-C1, “Every trainer uses different strategies but as
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for me, I would prefer using personal experiences and not basing training on what

the book says.”

e Use of humor is classified as an affective strategy because it refers to emotions. In
language learning, using humor can lower affective filter (IKrashen, 1982). Trainer-
C2 said, “I make jokes during training but not necessarily related to showbiz to
keep their [trainees’] attention.” Trainer-C5 explained, “I try to make jokes, just to
establish a connection.”

Schumann (1986) includes affective factors among elements that facilitate
or delay L2 acquisition. In the context of learning, Krashen (1982) exhorts L2
teachers to avoid putting L2 leamers on defensive attitudes in order to help them
acquire more input. The use of humor in this context helped Trainer-C2 and
Trainer-C5 establish rapport with trainees and keep trainees focused during

training.

The level of anxiety lad CSR3, CSR4, CSRS, C5R6, and Trainer-T2 to work hard on their

English skills. CSR4 discovered that she could use affective strategies to connect not only with

her feelings but also to identify the mood of the company’s clients. As such, affective strategies

become not only psychological but also a spiritual force that help L2 learners monitor their

reactions to internal and external forces associated to learning the TL, to communicating in the
TL, and to transacting with the NSE. .

Likewise, agents’ or CSRs’ assessments and monitoring system in the BPO add extreme
pressure on their job performance (Cameron, 2000; Lockwood, 2012; Salonga, 2010). At the entry

level, assessments in the CCI allow trainers to select employees who will fit the highly stressful
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environment (Townsend, 2005). Once in the BPO, the continuous menitoring of CSRs’

performance may lead to employees’ promotion, or stagnation in the same position, or loss of

employment.

Trainer-C2’s point of view that listening skills are a cultural factor to teach can be justified

in the work of De Mello (1990) who believes that people filter realities based on their background

and Rosenblatt’s (2004) who underscores that people or readers use selective attention when they

read and listen. This also suggests that trainees in the BPO sectors and their trainers must undergo

a form of acculturation (Schumann, 1986) to get accustomed to the way the American people

communicate.

Social Strategies

Exploring cultural and social norms is a strategy that helps L2 learners or trainees
get to know their customers, their way of transacting, and their behavior in order to
adopt, adapt to, reject, or compromise with the target community’s work or
linguistic requirements. It deals with ways L2 learners use to connect with others
in learning or performing a task (Oxford, 2003; Tupas, 2009). This strategy is added
because it can help trainees socialize within their L1 community and with people
from the TL. It can help trainees develop interpersonai and cross-cultural skills.
CSR2 said, “English trainers ... [teach] about the background of [our]
customers. You have to know they are not Filipinos, you need to know about
different kinds of persons and how to talk to them.” CSR4 explained that, “We

study how Americans behave. We classify the types of Americans...the laid-back

people [and] the savvy people.” CSR7 added, “As customer care, you have to
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discern where they are from.” Trainer-C2 said, “For this company, I usually give
a difference when speaking to European and to Americans. Americans tend to be
much [sic] casual whereas Europeans are more formal.” Trainer-C5, “most of the
time you are not dealing with Filipinos, you are teaching trainees how to
communicate with someone who is of a different culture. You need to know
people’s culture and the way they talk.”

During the observation sessions, CSR6, Trainer-CS, Trainer-C4, and CSR7
spoke in Fiiipino or in English mixed with some Tagalog words either to talk to
fellow Filipinos or to clarify a peint with trainees. For instance, CSR6 was speaking
English only when she was training a foreign employee. However, CSR6 spoke in
Engiish language mixed with some Filipino words when she was training a fellow
Filipino.

Social strategies focus on ways L2 learners use to connect with others in learning or
performing a task and in transacting with a NSE or exploring cultura.ﬁ and social norms (Oxford,
2003, Tupas, 2009). CSR2, CSR4, Trainer-C2, Trainer-C5, and Trainer-T1 underscored the social
aspect of teaching. On one hand, they knew the cultural and social norms of the Philippine
community. On the other hand, they underscored the importance of introducing trainees to the

" norms of the target culture and the target community. Trainer-C2, CSR7, and CSR4 believed that

the strategies to teach depended on the position of the agent. They highlighted the importance of

knowing the customers’ origin and culture to have a better transaction with them which emphasizes

social strategies.

On formality and informality in discourse, Trainer-C2 reinforced Fishman’s (2006) belief

that Americans are generally informal when using the English language compared to the British.
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Trainer-C5’s and CSR1’s answers reveal interesting aspects about the use of the English and the
Filipino languages. Their answers point to a multilingual nation and a multilingual world as the
state of language for the future as predicted by Fishman (2000). The use of the local language to
establish connection can be justified by Vygotsky (1986) who believes that learning an L2 is built
on the knowledge of the L1. Waiker et al. (2003) suggest that knowing a people helps to
communicate effectively with them. Oxford (2003) encourages teachers to challenge learners to

go beyond his/ her comfort zone because the L2 leamer tends to use only strategies that correspond

to his/her leamning style.

Summary

Trainers mostly use cognitive, metacognitive, memory-related, affective, and social
strategies. Compensatory strategies were not seen which might have been due to the minimal
bservations done: only two observation sessions and eight participants were observed.

number of 0

Metacognitive strategies are generally used for assessments conducted by trainers, trainers’ and

CSRs’ self-assessment, and study of the clients” ways of talking and their culture. Cognitive

strategies are mostly used in activities that allow students to learn or practice the TL or work related

activity. Emphasis is put on each set of strategies depending on the goal trainers want to achieve
Social strategies are meant to help CSRs create connection among themselves, with the trainers

and with the clients. As such, training in the BPO also helps CSRs develop interpersonal and

communication skills (Hannif, 2006).
The answers of the participants reveal that employment in the BPO sector requires a strong
competencies which Lockwood (2012) recommends for BPO located

training in communicative

in Asia. The answers also show that comprehension and intercultural communicative strategies are
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important skills that must be promoted and taught during training in the BPO sector (Friginal,
2007). Contrary to the belief of Patel (2010) that presents a negative image of the BPO, working
in the BPO sector can change the way individuals perceive and define themselves.

Keeping quiet, listening, and composing one’s thoughts while listening to the complaints
and requests of angry or frustrated customers suggest the need for a training type that connects
language teaching, cross-cultural communication skills, and other courses like psychology,
counseling, and spirituality. This emphasizes the theme of psychological and spiritual implications
that is discussed in the general conclusions of this study. This theme will be connected to other

types of implications drawn from the results of this study and will be discussed in the last chapter.

Research Question 2: Ways of Integrating American English and cuiture in
CCI and in BPO training centers

American English and culture are integrated in the English language trainers’ teaching

through emphasis on American accent, the use of English only policy, the promotion of the

American culture, time management, and the use of business English.

Emphasis on American Accent
Emphasis is put on the American accent in most BPO companies. Participants who prefer
American accent or neutral accent than Filipino accent advance practical reasons for their choice.

However, the answers of all the participants reveal that the preference for the American accent is

subjective in the BPO industry.
CSR6 said, “When I started [in the BPO firm] it was very hard. If you do [sic, did] not have

the American slang, they would immediately know and would ask you, ‘Where are you from,

where are you located”, or threaten “I am going to sue you.” CSRS, Trainer-C2, Trainer-T2, and

93




Trainer-C4 agreed that their previous companies preferred the American accent. CSR5 said that
his previous company preferred “American accent because we are working with Americans. They
do not want customers to notice that we are in the Philippines because some Americans, some
people are still racists. So, if they find out that we are in the Philippines, they would ask to speak
to an American.” Trainer-C2 explained, “They preferred an American accent... 1 had a very British
accent. Then I worked in an account which was an American company. So, they kind of forced me
to speak in American accent... 1 think here in the Philippines because of the whole history with the
USA, they tend to go overboard with everything that is American.”

Trainer-C4 also said that “It’s a general rule for American companies to require their
employees to speak American English.” Trainer-T2 believed to “at least acquire an American
accent so our customers can understand what we are talking about... if we have for example, a
‘Filipinism’ accent, of course, they will have hard time to understand what we are talking about.”
Filipinism is not only a matter of accent, itis also a part of the lexicon of the PE (Bautista, 1997).

CSR6 said, “I believe, as long as you do not have a Filipino accent, companies will hire
e the first qualification of being a CSR is, I believe, being fluent in the English

you. Becaus

language... By fluency, it’s given that you should not have a Filipino accent... In my experience,

Americans would trust another American over the phone.” CSR6 confused the American accent

with fluency in the English language. She also associated leadership in the BPO like the managerial

position to sounding and acting like an American. According to CSR6, speaking English with a

Filipino accent displays incompetence.

On the other hand, CSR4, Trainer-C3, CSR1, and CSR3 observed the preference for a
neutral accent in their previous companies. For CSR4, “They do not require you to speak or have

any American accent, but a neutral accent.” For Trainer-C3, “I worked as an outbound call center

94




agent before... [Then] I worked as customer service [representative]. They prefer neutral accent.”
CSR3 also noted that “In most cases what they prefer is that customer service representatives or
technical support representatives neutralize their accent.” CSR1 added, “I have worked with
Americans, Australians, and British. The company itself would [sic, they] prefer that you speak
with a neutral accent.” National and linguistic implications can be drawn from these preferences

as well as psychological and individual implications on L2 learners. Implications drawn can be

extended to the economic and political structures of a linguistic community. National and iinguistic

implications of American accent amongst Filipinos refer to ways Filipinos define themselves as a

community based on the way they sound and the brand of English they speak. Second, the ways

they sound is a symbolic mark to distinguish Filipinos from other nationals. Filipino accent is

appreciated within the Filipino community whereas it is stigmatized by Americans. In the BPO

context, stigmatizing Filipino accent is opposed to rewarding the American accent. Employees

who sound Americans are easily hired and promoted whereas those who sound Filipinos are not.

This affects the ways the two types of employees perceive themselves.

The other participants like Trainer-Cl, and Trainer-CS, Trainer-T1, and Trainer-T3

believed that being understood was the most important factor when interacting with customers.

Trainer-C1 explained, “I have worked for five companies up to now. As long as customers

understand you, you are good to go.” According to Trainer-C5, “as long as you can speak straight

English, that’s fine. I think that [the accent issue] applies only in some BPO where they priontize

American English.” These answers prove that the preference for the American accent is subjective.

Talking of the preferred accent in the respondents’ current companies, most of them said
there was no preferred accent if one could be understood. CSR2 said, “They are not strict about it.

What they want is someone who can speak proper English.” CSR3, CSR4, and Tramner-C3
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;’ mentioned the preference for a neutrai accent. For CSR3, “Yes but this is debatable if you consider

J
' a neutral accent a type of accent.”

CSRS, CSR6, Trainer-Cl, and Trainer-T2 believed that speaking English with an
American accent showed proficiency in English. CSR5 explained, “That’s how words are said.
However, it’s not jusi how you say it. It includes also your grammar, your sentence construction.”
For Trainer-T2, “Since they [Americans] are the local [sic, native] speakers of English... I think
so.” Trainer-Cl also clarified that “If you have a US accent, you have an advantage to understand
US peopie.” Trainer-C1 associated proficiency with accent as her next sentence revealed, “I will

be totaily honest, when some of US people speak fast, I cannot understand.” These four

participants had a misconception about accent as fluency.

However, CSR2, CSR3, CSR4, CSR7, Trainer-C2, Trainer-C3, Trainer-C4, Trainer-C5,

Trainer-T1, and Trainer-T3 believed that speaking English with an American accent did not show

proficiency in English. They considered any accent as part of factors any speaker needs to be

proficient in any language. For CSR7, “It depends on who your client is.”

CSR3 added, “I can speak on behalf of my countrymen. The problem is most of my

countrymen, my fellow Filipinos, especially those who are new in the industry, they focus more

on the accent instead of focusing on their grammar.” Trainer-C5 stated his position in the following

words, “I think for some people, it’s some sort of [amazement]. They believe that sounding

American is being proficient. But it does not show proficiency.”

Trainer-C2 also underscored Trainer-C5’s statement through her experiences. She said,

«[ have met people from all over the world, I spoke to people from all over the world, I
went to international schools my whole !lfe a_md I can tell you that I met people who were
not Americans and who speak English with dxffe;'ent apcents buF speak English much better
than real Americans or peop}e who speak English with American accent. So, no. I think
superficially ... many Americans may think at the first plan... their English is good, but I

don’t think, veah, I'm sorry.”
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Three viewpoints are seen based on the answers of the respondents whether speaking
English with a Filipino accent showed proficiency in English. Some participants believed that
accent was marketable whereas others thought it was a cultural element. Both positions prove that
language is always approached from a specific point of view (Hymes, 1996). Each point of view
has its own characteristics, portrays its own objects, bears mutual meanings according to the
contexts the language is used in and values it is given (Bakhtin, 1981). For CSR1, CSR3, CSR4,
CSRS5, CSR6, Trainer-C1, and Trainer-C4 having a Filipino accent could be a challenge to a

Filipino BPO employee. Some participants stigmatized the Filipino accent.
CSR3 stated that, “Having a stiong Filipino accent could also be a challenge when it comes

to this industry, especially if you are talking to Americans. Believe it or not there are a lot of racist

Americans. If they find out that you have a different accent, they would already ask you, 'where

are you from? I want to talk to an American.”

Trainer-C4 said, “You can avoid speaking English with a Filipino accent, because for

Filipinos, English is a second language... In a professional context, try, go the extra mile, try, [and]

speak [the] American English.” CSR1 argued that “If the person you are speaking to has a hard

time to understand you, sometimes, you should improve.”

CSR2, CSR7, Trainer-C5, Trainer-C2, and Trainer-T2 believed that accent did not reflect
fluency. For them, a person could be fluent in English and still speak English with a Filipino accent.
Trainer-C5 said, “For me in general, I do not believe that accent reflects your fluency.” Trainer-
«T don’t believe speaking English with any accent shows proficiency in English...

C2 also said that
I think accent is purely superficial. T think it’s just on the surface and you have to go beneath that.”

Trainer-C3, Trainer-T1, and Trainer-T3 believed that speaking English with a Filipino
accent displayed proficiency n English. Trainer-C3 said, “Professors do that. They are fluent in
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English but speak Filipino English.” Trainer-T3 also added, “Still, [it] shows proficiency as long

as the grammar is correct, it is with lexical accuracy.” Trainer-T1 underscored that “You can use

a Filipino accent yet be proficient in English.”

At a personal level, most participants preferred the American accent. Others preferred

neutral accent. However, few participants associated accent with a speaker’s identity and preferred

their Filipino accent.

CSR1 said she preferred “neutral, [...] where you would be able to speak, and be

understood by everybody.” Trainer-C2 added “I prefer the American accent.” For CSRS, “I prefer

[the] American accent because it’s widely used and it’s easy to understand.” Trainer-T3 also stated,

“[ prefer [the] American accent because I communicate with Filipinos every day... I need to know

the American accent as a trainer so 1 can adjust.” Trainer-C3 pointed to the practicality of her

choice. She said: “To be realistic, nowadays, I prefer having an American accent.”

CSR1, CSR2, CSR3, CSR6, and CSR7 believed that a neutral accent was better because

they would be able to communicate with every English-speaking person and make themselves
understood. CSR7 said, “Which accent is best, depends on the nationality of your ciient. If your

client is Filipino, the accent bonds you and the listener...and that helps [them] understand you
quicker. If you speak with North Americans, then taking on their accent will do the same.”
However, Trainer-T2 and Trainer-C5 linked accent with the speaker’s origin. Trainer-T2
said, “Since I am a Filipino... I prefer to use the Filipino accent.” Trainer-C5 looked confused,
and he repeated geveral times, asking “why, why, why?” Then with determination and a critical
g about the Janguage requirements in the BPO sector, Trainer-C5 clarified,
e myself. I feel like, for me, it has never occurred that I mask my
want to become American. I am not an American. It would be
I speak English very well without an American accent. That

understandin

«] want to sound ;115 s
Filipino accent... 100
good if someone tells me that
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Dun rvati ssl ty m
ng observation sessions, CSR5 could put on a pretty acceptable American accent wh
Y when
he w [ I I v v v
as talking to an American client. CSRS5 also gave a USA address which covered up hi 1
1S rea
physical address. Talking to American cust
omers, CSRS used the pron ‘We’ c
, ronoun ‘We’ are located
instead of the pronoun ‘I am located, or the possessive proncun or determiner ‘Our’ co 1
h t mpany is
Jocated. .. and chose words to direct the customer’s aitention to the company, not to himself. With
pany, self. Wit

this practice, CSRS placed himself as the representative of BPO-C3

Some CSRs are trained to provide a USA physical address when asked where they are
located. According to Cameron (2000) and Townsend (2005), agents in CCI are trained to portray
the image of their companies in the eyes of their clients. As such, CSR5 represented another
identity. The language CSRS used in this context was both his language and the language of his

company. To put it in Bakhtin’s (1981) words, the language CSRS used to transact with hi
is

American customers contained intentions and accents that partially belonged to him. Th :
. The meaning

of his words changed based on the context.

Twelve (12) out of 15 participants who preferred the American or the neutral accent can

be said to have functional and instrumental approaches to the English language. These views still

take the Americans or NSE as the owners of the English language. The functional and instrumental

approach recommend CLT which Lockwood (2012) promotes for the BPO companies located in

Asia and Friginal (2007) for Filipino CSRs.

On the other hand, the answers of CSR7, Trainer-C5, and Trainer-T1 challenge the

acculturation model of the language (Schumann, 1986). This model holds that L2 learners who are

willing to identify enough with and adopt the target culture can easily leam the TL. CSR7, Trainer-

C5, and Trainer-T1 associated accent with culture because they found a connection between
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language and culture, and the identity of speakers. For instance, Trainer-C5 demonstrared a critical
understanding about the language requirements in the BPO sector. He was aware of his linguistic
abilities. Yet, Trainer-C5 associated accent with his Filipino identity. In this case, the LI
community owns and transforms the acculturation model. These participants can be said to have
an existentialist approach to language. Their approach to language also points to the principles of

WE paradigm which Bautista (1997) and (Gonzalez, 1997) subscribe to as well.

Emphasis on the English only Policy
CSRI said that trainers emphasized, “Speaking English only [because] Filipinos are not

English born [sic].” CSR2 said, “English trainers follow the policy: EOP, English enly policy.

They only ailow us to speak in Tagalog in the bathroom... They were avoiding that clients can hear

in the background people talking in the vernacular.” CSR4 said, “We implement English only on

the company premises. That means to speak English even in the rest rooms. You can see it

everywhere, EOP, English Only Policy.” CSRS5 said, “[We] speak English only during training.”

CSRG6 said, “[We, speak only English during training... They do not want the client to overhear.. 1

can speak English over the phone but when it comes to other people... since we’re in the

pines, I want t0 talk to you in Filipino.” Trainer-C3 said, “[we speak English only during

mmunicate well with customer, you have to know how to relay the

Philip
training...in order to €0
information” (see Appendix J).

Trainer-T1, Trainer-T2, and Trainer-T3 encourage their students to speak only English.
Trainer-T1 said, “I do not encourage them to speak in Filipino because if they think in Filipino,
then translate it in English: they get it wrong, they start doing, uuuh! Hmm!” Trainer-T2 said,
“[We] speak English only during teaching. I am requiring them to use English at all time [sic]...
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S0 to practice their speaking skills.” Trainer-T3 said, “Trainees have to speak Engiish only, even

during their breaks.”

During observations, Trainer-T2, Trainer-T1, and Trainer-T3 used English only when
teaching (see Appendix F). At times, Trainer-T2 would allow his students to ask a question in
Filipino. Then, Trainer-12 would answer in the English language. Trainer-T1 and Trainer-T3 did
not allow students in the BPO training school to speak in the vemacular. During students’
classroom presentation Or exercises, both Trainer-T3 and Trainer-T1 prevented students from

speaking in Filipino. Trainer-T2’s practice was perceived by this researcher as a way to remind

the students that a classroom was a place to observe the policy.

Leamning to think in the TL may reduce language barriers encountered by some Filipino
trainees in the BPO sector, CSRs, and trainers in the BPO firm and in the BPO training centers,

The emphasis on the EOP can be associated with the direct method. This method clearly aims “at

giving students sufficient control of a language to operate in the society which employs that
l ” (Anthony & Norris, 1969, p. 4). Learning instructions are provided only in the L2. The
anguage )

thod is buiit on the belief that 12 could be acquired the same way L1 was, naturally (Krashen,
method is buii

1981; 1982). It is not necessary then to translate the TL into the L1.

The EOP underscores that the English lan

V! ing is given more emphasis in call centers (Friginal
P reveals that speaking 1s given ’
BPO. Furthermore, the EO.

al.. 2008/2009; Lockwood, 2012). Socio-politically, the EOP can be a means

guage is important to work in English speaking

2007; Lockwood et |
r the target culture than their own as Tupas (2009) explains

fe
to control learners and make them pre
of teaching the English language. The EOP can be a gateway for the

about the different cultures

2006; Fishman, 2000; Phillipson, 2008)
. al languages (Ferguson, > > pson, .
subjugate loc

English language to
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Promotion of the American culture

Trainer-Ci distinguished the use of the EOP from the English only culture. She explained

it in the following words, “We are using English only culture not English only policy... They are

using culture itself for us to acquire, to inherit what the US is. Since our client is in USA, we make

sure, and the company makes sure our agents are using the culture of USA.”

American culture is also promoted through dress code during office hours, the use of pop
music, Hollywood films, of American idioms, and study of American states, and history. CSR3
said, “the first part of training is for one to two weeks, is on language proficiency, like an initiation
type of training. What they do is, they give handouts to their employees.... who know nothing
about the United States, the differences between the States, [and] the culture. CSR3 clarified, “it
is very important for anybody who would like ...to have a job in English speaking [company] to

have a knowledge of the American culture.” According to Trainer-C3, “In BPO companies, during

training the first scope of training will be on communication skills, then they will teach you about

the American culture before the account you’ll be handling’
The promotion of American culture shows that any teaching, especially language teaching

smission of that culture. There cannot be a neutral teaching approach or method

is also a tran
associated with the acculturation model which views the

(Tupas, 2009). This can also be
integrati f the target community’s way of life as a positive aspect in acquiring the TL
Integration O

(Schumann, 1986)-
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Emphasis on Time Management

rainer-T2 said, “[When I was a trainer in BPO], I am teaching speaking in terms of
communication because it will be part of the metric. We have what they call the time limit. That’s

why we have to be very particular in terms of communication.”

CSR2 said, “When ] was teaching in school since it [English] is a second language, I was
focusing more on comprehension. Here [in the BFO firm], they focus more on vocabulary. [...].

They want us to be more precise. 1 think they are concerned much with the talk time... Here, they

teach us to pace according to the customer.”

Time management is also underscored in the unobtrusive data (see Appendices H, I, J, and

K). Trainees must be present and on time during the whole training period. They must justify any

absence from the training. Trainees are taught to use short statements and avoid putting clients on

hold in order to save time.

During actual calls, CSRs are given call flows to follow. Their evaluation includes the

speed at which they resolve each client’s concerm or the time it takes them to resolve a case which

i« not resolved on the first call o through the first email sent to the client. This is called average

handling time (AHT) or service level agreement (SLA). For instance, the call flow and quality

tric from BPO-C2 shows that a C

mum to put a client on hold. This time may vary from one

is all ; .
assurance me SR is allowed 30 seconds of silence during a call

a client and 5 minutes maxi

company to the other (see Appendix I).
red to provide 2 straightforward resolution because the emphasis is on time

with

CSRs are requ!
explained above. Friginal (2007; 2009) points out that Americans are solution-

management as
) underscores that Filipinos are relation-oriented people. Filipinos

eople. Mercado (1977
hereas the American concept of time is linear. Sequencing and the value

concept of time 1S cyclic W

oriented p
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of events are underscored under the linear concept of time whereas the cyclic concept of ti
me

stresses fluidity of events where many things may be done one at a time (Junghare, 2013). Thus

BPO companies have a monochromic or linear concept of time.

Emphasis on Business English

According to CSR2, CSR3, CSR6, Trainer-C3, Trainer-C5, and Trainer-T2 the English

learned in schooi focuses on enhancing the students’ grammatical skills whereas the English

learned at the BPO sector focuses on communication skills that include the accent, precision

comprehension, and real situation. CSR3 said,

in school, what they normally teach [sic taught] there, is the formal way of
ore on grammar, how to speak right... But when I was already Wor])(,ip

using English language as medium of communication, 1 found out that customers you s ei
to over the phone, appreciate the fact that if you could speak simple English... the silgple

it is, the more concise it is, the better.”

“When [ was
speaking, they’rc m

According to Trainer-C3, CSR2, CSR3, Trainer-T2, CSR6, and Trainer-C5 the grammar

of the language and the formal way of speaking the English language were more highlighted at

school than in the BPO sector. The teaching methods were more on acquiring the English language

Trainer-C2 added literature as another aspect of the English taught in school. She said

“The English I learned at school, 1 leamed much about literature. The English used when talking
to customer is more conversational. The vocabulary is much [sic straight] to the point.” C1 said,
“When you are speaking with a customer, you empathize.” According to CSR7, “When it comes
to clients, obviously you need to follow the company requirements on how to speak to your clients
which is business like. So their level, their standard should be [observed] in every single

when you speak to a friend.” Trainer-C2 said, “Americans tend

call.. polite, which is not the caseé
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to be much [
more] casual
whereas Europeans are more formal. Yeah, 1
. , 1 doc not use “si
se “sir” and

“ma’am”. In ’
Europe, they don’t use that. In America, some use it.”
l 2
CSR1, CSR2, CSR | C3, 1
, , 3 I I
, CSR5, CSRé, Trainer-C1, Trainer-C2, Trainer-C3 i
) -C3, Trainer-C5, and

Trainer-T2 beli
eliev i i
ed that business language is the English taught in the B
e BPO industry i
. This

languag
e focuses on th 1
e trat ’ i
nees’ needs to commurncate to American cust
cmers. Com icati
. munication

between th
e CSR i i
SRs and the clients has t0 be direct to the point because Ameri
oriented peopl . . mericans are solution-
people (Friginal, 2007, 2009). This means that there are diffe i
rent types of busi
ness

English. H i
_However, the one used in the BPO is tailored to the American way of d
: y of doing busines
S.

During 00S ion 1 it
g observation in an actual call with an American client CSRS5 used specifi
? pecific words t
(o)

kee : i “ i
p the conversation going, great, interesting. amazing and wonderful.” L
’ .7 Likewise, duri
, during
ed examples celated to their job and purposefully or
unconsciousl
Yy

training, at times, CSR6 US
erfor
performed the role of a customer and a CSR to clarify a point. For instance, “Hi
| , “Hi. I created thi
u . . 99 ¢ e thls X
ansaction] but cannot find [Y] data. I am sorry, you have to cancel [that case] and [
and create a new

an business English is found in the scripts some BPO
companies give

one.” Examples of Americ

their agents to use in ihe call flows. They unde
owledge empathize and end a call
’ ’ (see Appendi
x I). Some

rscore the proper ways t
o start a call :
call, put a client on

hold, offer further assistance, ackn
ded to use in different €

I am going to do to fix it” (see Appendix L)

ontexts like, “I apologi
> gize... [ am ve
ry sorry...l

- sample statements are provi
understand your frustration..- This is what
of these participants highlight the following elements: the English |

' sh language

The answers
Janguage- It focuses

more on the grammar of the language. Th
. The

ol is the academic

taught in scho
sh. Plus, the BPO sector focuses more on the busi
usiness

nversational Engli
ading, writing, listening,

h language taught in the BPO industry

BPO industry uses more €0

£ vocabulary T
and the Englis

and speaking are part of both the

English. The use ©

English as an academic Janguage
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Zhu et al >
. (2006) report that each culture has its way of communicati
nicating and of doin
g

bus;iness Th i ‘oh i
e business English in the BPO sector underscores more the Amen
mernican culture. The

emphasis is th ! i
at CSRs should leamn to provide service as expected by the Ameri
2007; 2009; L mernicans (el
- Lockwood, 2012). As such, the essence of teaching English as internati
mational langua
w ' i ”
E paradigm and Phan (2008) is reduced. The emphasis on the b
e business

as promgcted by the

English to be done American way is one-sided. It ft
T the eric y 1S OF e~si ed. It focuses more on Int 1
egrating the TL and

culture but fails to
promote local aspects of communication as d
efined by Cambié an i
d Oci (2009)

1CS

D i . i i
(Doronila, 1992; Martinez, 2007). People develop or are helped to develop awareness of bel
of belonging

d freedom of all Majul, 1969; Muld
not promote 2 pluralistic approach that promotes English
sh as a

comm
on good, an er, 2013; Weekley, 1999).

The business English in BPO does
(Seidlhofer, 2009) or Teachin

the contrary, emphasizing business English the Ameri
erican

Li i
ngua Franca (ELF) g English to Globalized Community

(TEGCOM) (Guo & Beckett, 2007). On
English to Speakers of

the Native English as Second Language Teach
ers

way promotes the Teaching Other Language (TESOL) paradigm

paradigm is built on

Generally, the IESOL
e-EﬂgllSh'Speaklng IeaCherS (IJIJESIS) fallacy in the Engl h
1S

(NESTs) versus the NonnatiVv
2009). Thus, the pr

derstanding of the world and of the English language

omotion of the business English the Americ
an

Teaching Profession (Tupas:

way can limit CSRs t0 gain 2 broader un

Summary
after in the BPO sector located in the Philippines because
most

accent is sought

American
emphasis on time management shows that time h
as

employers and customers ar¢ Americans. The
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a quantitative aspect in the BPO sector. The quality of time is measured through the quantity of
o
work accomplished within a specific time. Rules to foster the strict compliance to the ti
me are
introduced to trainees during the training period and enforced by disciplinary actions or reward
ards.

Transaction between CSRs and clients has to be direct to the point which reflects the Ameri
can

way of doing business (Friginal, 2007; 2009).
The use of English only Policy is underscored mostly in the BPO. Trainees and CSRs are

forbidden to speak in vernacuiar for three reasons namely to leam to think in the target language

to improve their English proficiency, and especially to avoid being heard by clients when they start

taking calls of American customers. Although constant practice of the TL is supported by some

L2 approaches like the CLT, CBLT, and the natural approaches, and by some L2 methods like the
audio-lingual and the direct methods (Richards & Rodgers, 2001), Kumaravadivelu (2003), Phan
(2008), and Tupas (2009) exhort L2 teachers to be critical about methods they use in different

classroom settings.
Iture also show that each language is taught along with

The promotion of the American cu
o speak it (Tupas. 2009). It also shows that each culture has iis own

the culture of the people wh
2006). Emphasis on the business English the American way

way of doing business (Zhu at al.,
n that exists between every language and culture. Thus, teaching

points back to the connectio

the BPO is more on TESOP than on the WE, ELF, and TEGCOM paradigms.

business English in

on 3: Ways training has influenced the Filipino English language
Representatives’ perceptions of themselves as

Research Questi
trainers’ and Customer Support
Filipinos
ced the Filipino English language trainers” and Customer Support

Training has influen
clves in four ways. Firstly, they accept the English language

: s
Representatives’ perceptlons of them
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and trainin 1
gasaskill. S i
- econdly, they prefer bilingualism or multilinguali
nglish only policy. Thi e
- | respons
y irdly, they have an increased awareness of bei o
eing Filipinos and
not

. Ourthl > th i

community.

Accept ;
ptance of the English language and training as a skill
Trainin ili
g nurtured awareness among Filipino trainers and CSRs that Filipi
to be proud of a : : ; Hipinos have |
proud of and that is proficiency In the English language. Trainer-C1 defi "o
o ‘ | - efined training as
ay to good performance. Trainer-C1 said, “If you are not trained and e
are goingto s
. peak to
ing to help them out without traini
ing. Training incl
udes product
S,

a customer, you aré not go
If and so on If you 1
. . geta good trainer, you wi
, you will be able t
0 help

feasibilities, cultures of the US itse

cu i
stomers, to get a good metric, and to get incentives.”

s of CSR3, T rainer-C1, Traine
ctor is not only a gateway to working in the CCI b
ut it is

The 1

response r-C2, Trainer-C3, and Trainer-T2 sh

| -T2 show

English language training in the BPO se e

a skill in itself, This supports Friginal’s (2009) argument that training and acquisiti
sition of English

the benefit of Filipino CS
f American employers in the BPO ind ;
ustry in the Philippi

ppines.

competency are fi |
or
y Rs to aim for and demonstrate a native-like fl
uency

to ensure a long-term investment O

metric and call flowto
duce the average handling tim

e of calls with their cli

eir clients.

This also links the quali ini
quality training and performance asa C
SR (see Ap ;
pendix
also help CSRsre

ticipants, namely
e importance of the English language in the Filipi
ilipino

- Py an

Furthermore, all the par

r-T3 underscored th

Trainer-T1 to Traine
pecially for BPO employment. CSR6 explained that “even if it’s
not a call

community and es
¢ to train peoPl

center, ... it 1s really importan

e in English because, ah, well it’s, it’s, you h
> > ave to
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accept it, it’s like the lan
, guage o the world now No matter w ]
f what your_]ob s, 1t’s b
s etter for you

S p td > t] n l ai ()

be proud of, as Filipinos.”

CSR1’s and CSR6’s answers support the idea that English is the most important lan
guage

today by the fact that English is the language used in information and technology, trade, higl
, trade, higher

education, and international communication (Ferguson, 2006; Fishman, 2000; Llam 19
’ g ; zon, 1969).

Compared to the results of the study of Doronila (1992) on the use of English as a ian
g guage of

structions in English only, the results of this study

instruction with 9% of respondents preferring in

wing consideration of the English language among trainers and CSRs. Th
. These

show a gro
kill important to the Philippine community pointing out that the

participants present English asas
English language is aiso considered as an investment for the Philippine society as cited b
y

Lockwood et al. (2008/2009) and Wa-Mbaleka (2014).

Likewise, language training and skills development empower CSRs in CCI (Sieben & de
views support Tupas’ vie
h language Filipinos use in the BPO is an element of Filipino

Grip, 2004). These w on culture of pragmatism and elitism (2009). Socio-
linguisiically speaking, the Englis

the English used in the
Llamzon, 196%; Peiia, 1997, Martin, 2014) even if English

Philippines is the Philippine English (Bautista

national identity because

8 Gonzalez, 1997,
pines still builds on general American Standard English (Llamzon,

{ement of Filipino national identity based on the study

1997, Dayag, 200

language teaching in the Philip
n language asané

al then can be counted among the factors that comprise the

1997). If we use @ commoO
), PE in genef

of Dorcnila (1992
pino pational identi

boundary of . clusion O ¢ Fili ty because PE 15 attributed to the Filipino nation

and the Filipinos.
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Bilingualism or multilingualism as response to the English only policy

From hiring interviews, throughout the training, and work in the BPO sector, BP
or, BPO

companies illustrate what a successful employee is. The way CSRs sound in the BPO sect Id
ctor cou

be a path to promotion or a reason to be fired and thus fail socially in the BPO world. A ¢
. Aware 0

the above realities, Filipino trainees or CSRs find ways to compromise between the linguisti
guistic

requirements of the American employers and their identity. They use the English language and
an

integrate the American style when transacting with Americans. However, they speak English th
’ e

or speak Filipino, of “Taglish’, or with fellow Filipinos.

ach] company has set a standard, this is the way our agents

Filipino way,

CSR7 pointed out that “[E
should speak, regardless of who the client speaks to [and] that is the proficiency that needs to be
This applies also] to Jevel of quality of service.”

reached. [
CSR6. CSR7, Trainer-C1, Traine

CSR1, CSR2, CSR5, 1-C2, Trainer-C3, Trainer-C4, and

Trainer-C5 said that the style, the accent, an
le and Standard English. According to CSR2, to communicate

d the language used depended on the context. CSR2

said that she used the standard stY
ant to speak English with
ner-C4 said they reverted to Filipino at home and when

out any jargon and slang,

in the Standard English me

CSR2, CSR6, Trainer-C3, Trai

who spoke Filipino. CSR2
ak to a Filipino, 1 automatically revert to the Filipino

said, “When I am speaking to someone, I

speaking to fellow Filipinos
sh]. But when I spe

use the standard [Engli
mentality that when you use

[the] standard, they look bad at

way of talking becaus® there is this

you.”
when you are speaking with a customer, you empathize

CSR1 added, «1 don’t, because
.th a friend, .t’s different. But with my mom, it’s Filipino.” CSRS

Like when you aré speaking W!
e when I talk to 2 friend. You know the culture here in

also explained °
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the Philippines -

pines, you have to talk the Filipino way. So, it depends if I am talki

an American or to a forel » ) ing to a friend or to
reigner.” CSR6 said she spoke English at work only “because tl

use t'ley may say

[ am ‘maarte’ [artifici
[artificial]. 1am very shy to talk in English outside work.” Trai
.” Trainer-C2 added. “I

h ’ ink, 1
should but I don’t. I think, it depends on the person I’'m speaking to.”
The responses of ‘
ponses of CSR1, CSR2, CSRS5, CSR6, and Trainer-C2 reveal some charact
charactenistics

of national identity of Filipi '
pinos as classified by Doronila (199
2) and used by Gi
y Gines et al. (2003

Marti 2 .
artinez (2007), Mercado (1977), and Timbreza (2008) such as ‘pakikisama’ [
ama’ [getting along with

others], * i ’ iti
s], ‘marunong makiramdam’ [sensitive], and ‘madaling mapahiya’ [easy t
: y to be embarrassed]

Filipinos are concerned about how they are perceived by others when acting i
= In a certain wa
y. In

general, the social prevails over the self in makin isi ili
, g decisions for Filipinos. Th
. They are bilingual in a
multi-lingual community (Doronila, 1992; Llamzon, 1969; Tinio, 1990, Tupas, 200
? ? H 9)

CSR1, CSR2 CSR35, CSR6 and Trainer-C2 also reveal the
’ ’ ’ ’ polyphonic nature of
language

981; 1984; 1986). These parti
e language they use and how they decide to use it depend on th
nd on the

(Bakhtin, 1 cipants find the middle ground with the requi
urrements of

the target community where th

e in. They generally speak English at work.

context which they ar
«] am not using English when talking to friends. 1 u
. 1 use our

According to0 Trainer-Cl,
alog mixed with the English language].” Trainer-C3 also underscored
score

language or Taglish’ [T28
speak English.” Trainer-C5 explained that he uses English
glis

t+ Athome, We do not

that “it’s differen
and Taglish when talking to officemates.

nds and customers

e above respondents
diglossia’ is used to describe contexts where twi
0 or

with his friel
may be interpreted as ‘diglossia’ (Donosio, 2012)

The answers of th

haugh and Fuller (2015),

According to Ward
aration. The answers of these participants m
ay

th clear functional sep

more |anguages coexist Wi
love for mu]ﬁlingualism which Fishman (1994; 2000) illustrates as th
e

also be perceived as 2
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others to view
iew them (W
(Wardhaugh & Fuller, 2015). The Filipino characteristics of b
cs of being flexible

adaptable, and soci :
sociable (Doronila, 1992; Gines et al., 2003) can be inferred
erred from the answ:
ers of

these P
e participants. 1 ;
The choice and use of any linguistic code within the BP
BPO companies is a

compromise wi i
the American linguistic requirements. The work in th
: in the BPO
puts them in

contexts where ¢ wi iti
they deal with realities that foster or challenge who they reall
really are on linguisti
guistic,

economic, social it T
i, , an s i
d pohtlcal aspects. herefcre, actions they perform perso. il
sonaily show not o
nly

individual
mar i i i
k but also community orientation because they represent thei
elr companie
! s (see

Appendices I to L).

s of being Filipinos and not Americans

inter view. all the parhcxpants namely CSR1 C
> > i, CSR5

C3, Trainer-C4, Trainer-C5, Trainer-T1, Trai
-11, lramner-

Increased awarencs

< During the

CSR6, CSR7, Trainer-Cl, Trainer-C2, Trainer-

ored their being Filipino
ome characteristics of Filip:
) re empathc

T ; was
2. and Trainer-T3 undersC s. This was inferred from answers th
ers they gave

ob requirements, and s

about the accent, the J
gh some said they preferred Americ
an or neutral ac
cent for

that they were not Americans althou
business purposes.
n mixing English with local languages We learn
: more

«pilipinos leam better whe

CSR1
» CSR2 added, “ I was

ples we will relat lucky with my English coach...Sh
. ..ol

n which made me
e to Stop peing too sweet-.- not to apologize too much. Americans d
: s do not

[ am trying.” CSR
those who are new in the industry, they focus
’ more

when you use exam
aware of my P and F which is common for us

was focusing on pronunciatio

Filipinos...They asked m
no Way. So,
nos, especially

3 added, “The problem is.. most of m
y

like it. It’s a Filipi
countrymen, my fellow Filipi
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1 t

best ac
cent...You know, 1 ilippt
. in the Philippines we have an H...In my e
xperience, Ameri
2 ricans would

trust another Am i r the
erican ove ” Trai
r the phone. rainer Cl acknowledged that “thank
S to my ex 1
periences

in BPO, I can di
, differenti I
ifferentiate Filipino accent from American accent... {H
cent... [However], when 1
) was a bank

teller, it w i
’ as a bi ifr 3 1
g difference because we were using our language Flllpno A
> ino.” Accordin I
‘ to Trai
| g aimer-
n BPO, trainers will teach you ... on how Americans Speak and th
ey ask
) you

C (Y3
3 “When you apply 1
eak ish wi
English with the American accent, you
) must

tfos
peak that way...You must know how to sp
know '
the American culture so you can assist ther well.”
Trainer-C5 was more frank and open. He said

On the issue of accent,
yself. I feel like, for me, it has never occurred

become American. I am not an Am:ri::stll mask my

by el i A e T

thw aﬁ Ai; people that F ilipines .

erican accent.” can

“I want to sound like m
Flllpll:w accent... I do not want 0
good if someone tells me that I speak Englis

would mean Jam a representative of the Fili

speak English very well and you do not have to do it wi
elama Filipino... I prefer to use the Filipi

pino accent.” Trai

- rainer-12

Trainer-T2 said, «“Sinc
h. I show them how native

speakers speak

... [She

ad « ‘ .
ded, “I am not a native speaker of Englis

accent 1s near er to
u talk to Othel' peOPle,
gmg world Where we are l'lgh W, P
t no 1
... BPOs give

clarified that] Filipino the American accent.”
d that “When y0
“Jtis a fast-chan

you have to know that everybody is not
o

CSR2 opine

a Filipino.” According t0 CSR1,

F. .. 1
ilipinos a lot of oppor tunitie
SR5, CSR6, Trainer-C4, Trainer-CS

the researcher noted that C

on,
d common behaviors of Filipinos. For inst
- allce,

During observati
r-T2, and Train®
nodon

T3 emphasiz®

T .
rainer-T1, Traine
ot usually provide a yes or no answe
r because th
ey do not

CSR6 told her train€es that Filipi
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like to offi
end. Ho ; :
wever, that Americans like a straightforward answer. CSR6
maybe purposel ' unconsciously or
rposely demonstrated the way to answer American customers. She said
. She said, “Hi. I creat
s . ed

this [X transacti
[ saction] but cannot find [Y] data.” “l am sorty, you have to cancel [th
at Case] and
a new 0ne'n T . _ . . . create
rainer-C5 used words like, ‘kami mga Filipinos’, [we the Filipinos] to di
o distinguish

the wa S F 7 1 ~ : . & .
ys Filipinos act from Amer:cans Halimbawa’ [for example] to give so
me examples duri
h ng

training. One of the exam as
_ ples he gave W of a docter-patient 1 i
patient interview and applied it to a CSR-

client transaction.’

g observation, CSR5 put up a pretty
during the interview, “You know the culture here in th
13 ln e

Duri
0 acceptable American accent when he talked t
o

his American clients. He revealed
Philippines ' ilipi i
, you haveto talk the Filipino way... [However In the BPO], the
mers
e in the Philippines because S

ey would ask to speak to an American.”

to notice that we ar .
oimne Americans...ai¢ stili i
...are racists, so if the
y y find
out that we are in the Phi]ippines, th
and Irajner-CS used Filipino

1 with trainees in the BPO sector. Trainer-T2 allowed
we

CSRS, Trainer-C4, mixed with the English language which
1C

they believed was a way 10 establish 2 relatio
o. However, he answered them in English. Trainer-T1
= -T1 and

his students ask questions in Filipin
r students t0 speak Filipino. This shows that Filipino is a mark of
ark o

Trainer-T3 did not allow thei
especially in Met
ation t0 consciousness 0

authenticity to Filipinos, ro Manila.
m self—identiﬁc

f being Filipinos as presented by

Elements fro
d among these participants, especially from the

Doronila (1992) and Majul (1967 &% observe
portrayed himself/herself as a representative of the Filipino people t

0
a factor of common n

presents the national community to people who d
o

answers of Trainer-C5- He
ational aspirations that each national

aid that it 1S

the world. It can be
he nation and re

identifies himself/herself with t

not belong to that community:
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Commi a i
mmitment to take part in the development of the national communi
munity

Trainers and CSRs defined
themselves not only based o ilipi
n the Filipino characteristi
eristics but

also on achi
evements of successful employees accordi
ing to the standard of th
e BPO companie;
S.

Training i )
aining in the BPO 1s not only the entry level requirement but also a part of emplo
yment in the

BP( c i ini
). Each BPO company has an on-gomng training program which include training cod
code of

conducis and best practices (see Appendices Jand L).
According to CSRI, “[Training] gives Filipinos the edge. It is a fast-changing world wh
where

we are right now. If you are not able to learn English and adapt, you will be left behind.” CSR
. 3

erience, the training you get1s really incredible. You do not get this in school
ool.

believed that “the exp

Even some who finished high school get promoted.”

Employment in the BPO is] basically my life. I grow up as
a

According to CSRO, “L

of skills. Also.. nly my bread and butter, but something I can be

_it’snot o

person... I develop a lot
parents that I achieved a couple of things, in this job.”

can show t0 my

proud of, and something I
ent] to Americans or to whomever is like

tomer care support [ag

CSR4 believed that “being ¢
e in your environment. ... 1t’s like even here, this conversation, I treat

cemmunicating with peopl
Whether you work in call centers

you as my customer... 1 mean, it’s my life, it’s our everyday life.
you do in life, you ar¢ giving 2 service.”
R5’S, CSR6’S, Trainer-C1’S, and Trainer-C3’s answers may challenge
mage of CSRs like

ts’ answers suggest that the BPO companies can provide an

aining which is a gateway 10 employment in the BPO

or not, whatever

CSRZ,S, CsR4’S, CS
Cameron (2000), Patel (2010), and

researchers who portray a negative !

hese PaﬂiCipan
loyees. The tr
age of Filipin®

Townsend (2005)- T

at liberates emp
sitive self-im

environment th
trainers and CSRs.

industry contributes t0 apo
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According t “«
g to CSR2, “They say, when you are in a BPO, you are not growing. B
i wing. But it’s not

tr ue. u:O actua”y 1 ! eXl)e“ 101
N thel'e 1S gl’owth FOI' me ‘t’S a new 'e
. s 4 Ceanda.Cha.”en e” (‘
g . SRI, CSR3

CSRS tOOk the same Stand I
a-"d as Il‘ajner-TZ’S. CSR] answered “[ or me
’ that’S bl'ead an
> d butter.

“ee ad

to choose I would definitely do ning 7
do sometning else.” CSR3 added, “If
y , “If you ask me, what a CSR
> means

to you, it’s a high paying ] ive] fally 1
, ying job, a lucrative job, especially if you know al
, ot of languages.” Fo
| . r CSRS
being a CSR “means a lot to me because it brings food to the table.”
age with being a moral guide. Being a trainer

Trainer-T3 associated teaching a langu

according to Trainer-13 means
sh. Also, empowering learners, instilli
? . > mStlllln cO

dence. Most of them came from broke,g1 Orn(fiig;nce,
s.... SO that1s why, aside from lack of confidence in s ak'l 1cult
ling with some problems. For me as trainers, I do n;:’znllng the
em to become human.... [To] help them inter v teach
be comfortable with themselves.” act, at the

“Inspiring individuals using Engh
helping them improve their confi
families, hard experience
language, they are strugg
them how to speak, I also want th
same time remain as who they are,
The answers of Trainer-C2, Trainer-C4, and especially Trainer-T3 suggest approachi

ing

d the BPO training school

who are already working in the BPO sector. Training i
: ng is

training in the BPO firm an s as part of life and as a life-giving experien
ce

to persons who aspire t0 work and those
m of active participation in their community’s life. Teaching in this context invit
vites

already a for
guides (Hermosa, 2

002; Kumaravadivelu, 2003; Mercado, 1977, Ph
2 2 an’

trainers as well to be moral

2008).
of economic, political and increasing

Doronila (1992) reminds US that “the pattem
e US, Japan, China, the Middle East, and some

pon other €co » |ike th
st be taken into consideration when setting parameters to define Filipino

ies
dependence u nomie

European countries Mt
¢ independence as a factor that defines the

| | . 1des economi
national identity (P ' e
 Jentity. Training Filipinos to work locally in the BPO

boundaries of exclusion 1
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i
|
|
!

companies seems a :
a factor that emphasize the Philippine government struggl
gle to promote economi
nomic

independence 1 tive. i
in a competitive, interconnected, and interdependent world. A
. American emplo
yers

invest in the Philippi :
hilippines because of low cost, trainability of Filipinos, some d
’ egree of westerniz
ed

Filipino cu
culture, and government support and promotion of foreign investment (F
nt (Friginal, 2009;

Lockwood et al., 2008/2009).

During observation sessions, the researcher noted that training continued
€ ed even after ent
ry—

needed, CSRS, CSRS, and CSR7 exchanged information among themsel
ves to solve

d the spirit of mutual assistance among CSRs as well. F
well. For

level. When

clients’ requests. The researcher observe
instance, CSR7 had a task t0 perform that fell on her scheduled vacation leave. Sh
. She wanted to

uid be handled during her
r asked CSR7 to talk to a teammate and request that th
at the

k
now how the task wo absence. She approached her team lead
er and

situation. The team leade

presented her
ask during her absence. CSR7 we

teammate performs CSR7’st ili
nt to a Filipino teamm
ate, explained

mate agreed t0 help her.
e said to be extended into the BPO companies. This spiri
) spirit of

the case, and the team The solidarity and the spirit of mutual hel
p among
nez, 2007) then can b

Filipinos (Marti
solidarity is most likely felt and seen within a small team.
served and inferred

trainees OF CSRs. Participants were either male, femal
, ale, or

he researcher © from pal ticipants’ responses that in general, trainin
T b > ing
qual treatmerlt to

mic level, particip
ployers; they attributed their success to hard work. It

in the BPO gives ©
ants said everyone had to work hard to achiev
e

ss of socio-econo

quired by the em
ment in the BPO sector helped these participants believe i
in

gay. Regardle
the level of proficiency
can be said that training and emploY

1:ino in the development of the country beyond

and experience
liations (Doronila, 1992; Timbreza, 2008;

ethnolinguistic origins,
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Weekley
v, 1999). In the
. case of trai )
rainers and CSRs, English language profi
roficiency 1s on
e of the

Summary

The wa inki
y of thinking i i i
g, interacting with one another, interpreting event
nts, and the w
orld define

Filipinos
as a com i
munity (Mercado, 2008). As such, training has infl
! uenced trainers’
and CSRs’

perceptions
of nge = .
themselves as Filipinos in four ways. First, trainers and
(4 and CSRs acc
as im i P! Enelih
portant skill. They are aware that the brand of English th glis
3 ish they speak i

is

Cne
of many. They work hard to acquire
ts in the BPO. Second, to som
e extent, fraining i
g 1n the Engli
glish

lan

guage and work requiremen

awareness of trainers and CSRs of belongi
- ing to

lan
guage and employment in the BPO develop
rd, they are aware that language defines its people and
an
people

one nati
nation as a community. Thi

ey use. They find
e and how to use€ it based on different contexts. Lingui
. Lingusstically

reqaui
quirements, choose a language cod
t users of the TL. A
e. Fourth they define themselves n

y get from

s Filipinos, they dem
, onstrate the ch
1€ characteristics

the i
y are strategically competer

endly, and adaptab!

e BPO but on what
they actively take partin the development of th
e

of being flexible, i1
they are able to do with what they get to hel
elp

training and employment in th
Jocal commun
erally, training i
er role because English proficiency is the initial skill

ity. Hence,

0
thers and support their
n the BPO gives equal treatment to traine
rs’

F. ..
ilipino national COmmunitY- Gen

trainees or CSRs each according © his/h

required of any applicant to quali
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CHAPTER 5
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS

Summary
This study explored the Filipino English language trainers’ and Customer Service
Representatives’ integration with the American culture and language and whether this has any

influence on the way they teach or use the language. It also investigated whether training in the

business process outsourcing (BPO) and training schools has any impact on the language and
national identity of Filipino employees through strategies used to teach, transact amongst
themselves, and with the American Customers, and through the ways these employees perceive
center employees, 3 employees in th
n’s acculturation model to show that L2 leamers play an

themselves as call e BPO training schools, and as Filipinos.

The study centered on Schuman
important role in L2 acquisition. Other factors that contribute to a faster or a slower L2 acquisition
L

the acculturation model.
ng a TL, especially as owner ship of the TL tc make it a local

. Acculturation was also presented as f;
were highlighted in actors of

different cultures in leaning Of teachi

language.
Its of the study showed that fraining in the BPO companies aims to help CSRs
The results 0
: professional cross-cultural, and interpersonal skills. Moreover, training
cation, ,
med at helping train

memory-related, affective, and social strategies in

develop communi o
ees develop communication and interpersonal

in BPO training schools i &
41 itive,
skills. Trainers use cognitive: metacogh! | -
he BPO training schools. American English and culture are integrated

d in the
» teaching through em

guage trainers i
American culture, time management, and the use of

the BP anies an . '
O comp phasis on the American accent, the use of

in the English lan

English only policy: | wainers 1 CSRs to accept the English langusge and

ies brin
business English. Thes® realifi® : nal and ‘
gire it and use 1t for perso. community welfare. They
q £

to ac
training as a skill, Work hard 1
19



h"d the l’l" € or g meric I
llddl yroun i
| é d on the mattel' Ofthe h“ Uistlc requirements Ofthe A 1 an emp O)Iers and
VIS a"ViS their l l‘. 1 (o) ty anguage the earn or tla-“"n the e
lp"l community. Ihe l g g y I ini et 1

equipping them wi ills ai
with skills aimed to help perform well their job. As such, the
. , they portray themselve
S

as locally an 41
y and globally competitive. The language they teach or the knowledge th
ge they share hel
P

others lcok fi i "
or a job. The reward they get helps them support their families or b
or be financiall
Yy

inde e . . .
pendent while contributing to the development of their local community. Their self:
. Their self-perception
ugh a national to an international or global view of being Filipi
ilipinos

develops from a regional thro
uish themselves from non-Filipinos, and engage {
td o

as they identify themselves as Filipinos, disting
of English language training and work experiences in BP
n O

compete globally. The results

g schools helped this researche
mic and political, and psychological and spiritual aspect
cts.

com mh - . ?
panies and trainin r draw conclusions based on individual and
an

SOC] - .
ocial, national and linguisttC, econo

ations associated to the same theme.

Each conclusion has implic

Conclusions

cial Aspects
ant in the profession of Filipino trainers and CSRs for personal
n
glish as 2 profitable skill because persons who ar
e

Personal and So

English language 1S import
and community achievements- They vieW En
et easily hired or P

glish 1anguag®
0 industry- Generally, Filipino trainers and CSRs use the English

ffshore clients. Th
use they could use this community skill at a personal

sulfilled becal

romoted in the BPO sector. They can also

competent in the En

use the skill outside the B
ey also use the English language during

]anguage to conduct pusiness with ©

training. Trainers
: and customers.
evel to help family members:
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- Part of knowing any lan

' Varietjeg of accents and 1

National and Linguistic Aspects

To be successful in the BPO environment, Filipino trainers and CSRs are required to study

and integrate the target culture throughout their training and employment in the BPO sector. Some
CSRs. trainees. and trainers develop a negative image of the brand of English and accent used in

the Philippines and thus fall into a culture of inferiority as described by Tupas (2009). Other

trainers and CSRs develop a critical approach to the TL and culture thus perceive the requirements

of some BPO companies as a way t0 subsume their Filipino identity.
abilingual ina multi-lingual community (Doronila, 1592; Llamzon,

Filipinos are generally

1969: Tinio, 199, Tupas, 2009). Most participants
(2014). They hold that the American brand of English is better

can be said to belong to Filipino outer-circle

based on the classification of Martin

asons. The language CSRs and
;stener. When talking in the English ianguage to fellow

: trainers use and the ways they choose to use
than PE for practical re

it define their relationship with the 1
. wilioi * T
Filipinos, they prefer speaking the “Filipino W2y

alking the Filipino way is defined as using a

Filipino accent
' aining emphasizes speaking and listening

i i Rs’ tr
The results from the collected data infer CS
However this emphasis changes according to the account CSRs
writing. H0 A
d for the American N
most investors and customers — in the BPO industry

skill ing and )
s than reading SE or native speech because Americans

are assigned to. Speaking 15 design®

and
. L. a“y senSlthC
are culturally and linguistic 09; Salonga, 2010). However, CSR7,

lo ’ .
cated in the Philippin ove tha accent is 2 cultural factor. They believe that accent is a

. . ie
Tramer-Tz, and T rainer-C5 be ince the English language is global, there must be

& e others Trainer-T2 and Trainer-CS5 prefer their

aware of the American way of life,

| Filipino accent. They s€€ in it
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culture, and style of i
tyle of speaking. Yet they do not wish to mask or neutralize their F
their Filipino accent

because th i
e : e
y associate the accent with their Filipino identity. For them al
: » a neutral accent do
es not

and cannot exist in any language.

Economic and Political Aspects

In the case of the Philippines factors such as politi i
) h as political, linguistic, religi
, , religious, cheap labor

trainability of Filipinos, westernized Filipino culture, govemment support, and
, and promotion
foreign inv i i i of
estment in the couniry attract American investors (Lo
ckwood et al., 20
.» 2008/2009;

rticipants in this study seems to have understood this and sh
and show

Friginal, 2009; Sign, 2005). Pa
take part in the development of the national community. Based
- €d on th]s

T, 4 ggo ] I )

perspective, this study support the
used to market Filipinos across foreign English

who deplore the situation that English language is
speaking countries for cheap labor. Employment in the BPO is local yet most employers are
acknowledges that trainin
swers of CSR3, CSRS, Trainer-C2, and Trainer-C3 who

fOTEigners, This study g and employment in the BPO have m
any

challenges. This is based on the an
side of working in the
to sound American, the evaluation focus on quantity of i

issues

BPO sector like being humiliated by som
e

underscored the negative
American customers, being requir ed
working the nightsh

n general, measure productivity based on the quantity of calls or cas
es
e. CSR2, CSR3, CSR6, Trainer-C3, Trainer-C5, and Trainer-T2

ifts, and health problems.

or cases handled than quality’
BPO companies

that CSRs resolve each tim

glish or the E
hool and the BPO English. They stressed the concern for the talk

highlighted business En nglish that is straight to the point as one of the differences
between the English taught at 5

time,
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The Philippine government contributes to boost job creation in the BPO sector because i
cause its

agenda is to attract and support foreign investors (DOLE, 2011; PSA, 2015). The presence of
’ . ceof a

bigger number of American investors in the BPO is another sign that the political life of th
e

Philippines still has some degree of dependence on the economy of the USA. This supports th
. e

claims of Bemado (2004), Doronila (1992), Tinio (1990), and Tupas (2008).

Psychological and Spiritual Aspects
easure their career success based on their performance in the BPO

CSRs and trainers m
elect an internal or external applicant vary from

sector. Communication skills and criteria set f0 S
od, 2012; Townsend, 2005; see Appendix H). These elements

One company to the other (Lockwo

femain subjective depending on each company’s needs.

Trainees have to pass all the preliminary tests before actual calls (see Appendix J). CSRs
tion survey at every call
ed as well to measure their performance. Team leaders,

or case handled depending on the customer

expect a customer satisfac

in BPO aré evaluat
tomers regularly give fe
ecause they &1° always on guard during each transaction

Likewise, trainers
edback about a CSR quality service. This

Quality assurance team, and cus

Practice adds pressure On BPO workers °
(Hannif, 2006; Lockwood, 2012)
. C4. Trainer-T2, and Trainer-T3 und
o1 to Trainer c4, underscored
CSRI to CSR7, Trainer
the customers’ background to help them

, d knowing
listening skills used for different purposes an
. ad receiving calls of frustrated or non-tolerant American
better. CSR4, CSRS, CSR6 2l mention®
, ook down on them, Of insult them. CSR4 suggested that CSRs had
o
quiet, Jistening, and composing one’s thoughts

Customers who shout at them,
gtances- Keeping

quests of angy or frustrated customers requires a solid

t remain calm in such circum
. . and re

While [istening to the complaints
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internal disposition. This internal disposition can also be referred 1o as affe

Ctive strategy in the
taxonomy of Oxford (2003).

Imolicati f the results of this study are drawn from the conclusions and are thyg part
mglications o .
Th st be understood in relation to the concl usions. They are Separated for
of the conclusions. ey mu . L .
i ly. They include individual and social, national and linguistic, economic
the purpose of clarity only.

iritual implications.
and political, and psychological and spiritual impli

] ial implications

Individual and Socia : anies and trainers jp the

ilipinos trainers and CSRs in the BPO comp
nal level, Filipt i kills, Syp.
At perso g motivation to develop or teach English language ski S. Sub
tron S .
BPo training schools have a s . : Istening, and writing in the English
4 . mpetencies, reading, speaking, lis

skills Jike communicative co

ommunity or a social skill because the type of English
c

. sidered as a

English can be con

Poken in th . wred through community sice oi
e PE. Personal success 15 meastr

. ilippines is PE. Pe

: 1n the Philippines

ies, CSRs, and trainers

iners in the BPOs companies, ’
77). This implies that trainers

hilip pines (Mercado, 1977).

. .

. tion, trade, and research
the PE in education,
ther Filipinos who use
way O

ir country.
f their counl
Contribute to social development O

: nplications . :
ol and Linguistic implic - octly emphasize the identity of trainers anqg CSRs,
National an not dire . .
O does d transact with American customerg

1111 i the BP . age, an
Even if training 10 Jearn the English languag
teach, 1e
e strategies they use to
gies
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and Wlth f Fi IpIN \Y
€“OW il1 1 y )y
O 4 o
p S, the ways the‘ ta]k about themsel es In relati
lation to their work, an

langua
ge they use rev
veals some aspects of their ‘Filipinoness’. They val
. They value establishin
g and

maintaini

abamtalmng smooth relationships with others. They are generally sensitiv

I\/Iout the social aspect than the individual (Doronila, 1992; Gines eta; 2200; c;ncemed more

| ercado, 1977; Timbreza, 2008)). They work hard to adjust to the pressures of’glo:):l.nez‘, 2007,

improve their social life. They are flexible and adj ustable. Sacrifices they make revealli':/ll:lorl -
at they

ties also reveal much about who they are.

long for. Their priori
A one-langua icy Ii '
ge-policy like the EOP may not succeed in the Philippi
ilippine context
. In other
can be called a kille

cred, and the sense of the moral imperative (Fish
man,

r-of-local-languages policy because people will

wo .
rds, a one-language-poiicy

p, the sens® of the sa

lose the sense of kinshi
mpromise between the demands of th
e

1¢ .o
94). This is why trainers and CSRs find ways to €O
r identity- The compromise is not an act of giving i
giving in to the
se
ing diplomatic. Base

¢ flexible, adaptable, and sociable (Doronil
ila,

n

requi .
quirements but rather 2 symbol of be
an also mean bein
succeed in life, particip

BPO training and attain NSE or native-lik
-like

ch ot !
aracteristics, the compromise ©
ants from the lower-income

1992; Gines et al., 2003) with the desire to

d to pass the entry- [evel of the

classes take English communicatio
n

fa g
milies must work har
e and upper

¢ schools in the country or have studied
tudie

Proficiency. However, those 1
1
anguage skills for granted ?

paS, 2
h language implies deliberate or

4 with the Englis
CSRS de monstrate towards the monopoly of the EOP. The
: use

a
broad (Bemardo, 2004; Tu
agalog mixe

The use of ‘Tag]iSh’ or T

Unconscious resistance trainers &”
of the Filipino way of talking ©F Filipin® accent ShOWS that each group of people has its way of
o his o150 means that Filipino trainers and CSRs can acquire

zon, '
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like Americans. Associati
engunge o 1o ciating the Filipino English accent with lack of fl
American customers q::::: ) a. fear of being rejected by the employers :f:y 'n the English
Patiipaats xprecsed sbort ﬂ‘jga“n PO.mts back to the practical choice of the g::a“Zed by the
than Filipino over th e American or the neutral accent. By favorin (out of 15)
e phone, these participants can be said to belong to th g8 to sound American
e cultures of elitism and

Pragmati
sm ac 1 i
cording to the classification of Tupas (2009). H
. However, the iti
’ position of C
SR7

of the WE
, ELF, and of English as a
n

Traj
iner-C ;
S, and Trainer-T2 underscores the views
1is preference ¢
an also mean an increased awaren
ess of bei
eing

intem i
| ational language paradigms. Tl
Filipinos,

tical implications

Economic and Poli
n is part of the factors that define the Philippi
pine naﬁonal

T’h oge . . . .
| e Philippine economic situat1o
Ident;
ty (Doroni ' i
(Doronila, 1992). Countriés need business strategies to attract foreign i
investors, It i
. . Itisn
to attract investors in the country. The o
ent of

that the English language 621 be used
the number of overseas Filipinos employees, help stab
me

many Filin;
y Filipinos locally can reduce

economy. This St
and Lockwood (2012) on the proposition that the BPO
sector

dy then aligns with Bolton (2013), Friginal
» tniginal (2007,

ilies, and boost local
200

9), Lockwood et al. (2008/2009);

this study underscores that BPO employ

ment is a

isan
important industry 10 Filipino people: Yet,
rest of the investors. Thus, employment in the B
e BPO sec
tor

ased on the inte

gone if the Philip
e salary BPO employers offer and if the Ph
ilipp]ne

pbh
enomenon that is b
pine government would increase the basi
IC salary

ma
y decrease and eventually be

above the averag

ther implications and possi
possible future
challen
ges to

of Filin:
Filipino employees
investment. 0O

8o
vernment would promot® Jocal
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the BPO S ftr
sector come from T
the tools BPO companies use and their way o
ansaction. The qui
. quicker

muniC 1 i i I
a

resolution i
was provided and the number of cases handled and closed
closed (Cameron
, 2000).

. . . .
- ES in el |

Standardizing
an factor in th
e future as BPO employers will resort to aut
omated

mach;j ~

achines might replace the hum

bor to maximize income.

nly be a temporary solution in the Philippine ¢
ontext.

us, boosting local employment through
g

solut
olutions for cheaper l2

cre s obs i
ation of jobs in the BPO sector can o
11 continue to invest in the Philippi
nes

s, American employers

On the political implication
ation with the Philippines. The challenge to th
0 the

as
long as the USA has a good diplomatic rel
jobs and diversify international partners. Likew

. Likewise, the

ate more internal

Philippines is to gener
cal implications (see for example, Bish
, Bishop,

PO sector has politi

e used in the B
ner-Cl Trainer-C2 Trainer-T d
, ’ -T2, and Train
er-C4

RS, CSR, Trai
ricans over the pho

English languag

ne in the BPO because some Ameri
can

2012). CSR3, CSR4, CS

" .
nderscored the need t0 sound like AM®

uest to talk to

the BPO pe tail
inal, 2009)- Thi
and who adopt the American way of life and wh
0
y

an American if they realize that the CSR i
is a not an Ameri
can.

customers would red
ored to the CLT (Lockwood, 2012) and that Filipi
11pInos

This implies that training in
should aim for a NSE like speech (Fng s could justify why BPO employers gi
give

priority to applicants who sound li
.10 2 USA address when asked of thei
r

jes advis®
change of who they really are when they
are

some BPQ compan
o a certail Jevel of
rovide 2 foreign addres

preferences is found in Fishman (1994)

locatio
n. Thus,
und and tO P s instead of a local add
ress
mendations and

re the English language could subjugate local

required to chang® the way they SO

(Salonga, 2010). A critique ©

he 0SS

H :
e wamns against t
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languao
ges. Thus, aimi
, aiming to s '
peak English the American way and
adopt the Amen
merican wa
y of life

fllf .

Psych i
ychological and Spiritual implications

e
to succeed and the fear of losin

ake Jel 1 I
3

The drniv
g employment s
uggest that m
ost CSRs and

mcome-families m

trai

rainers from lower-

less time to iali n

.
S 1alize OUtSlde the BPO enviro.
0C nment, and
> readine

SS

mo i
st of the time spent On work

s. 1o theseem 1
ployees, success is mostly measured by th
e quality and
ty amount

to work the nightshift
give to the community.
plies also being aware 0

frustrated client in this context beco
mes an a
ct of

of support
they
f and accepti
pting of one’
s personal an
d

To be a good listener im

natio - . . .
nal identity. Listemng to and helping 2
¢ CSR to th i
e customer. Frustration and anger b
ecolne si
gns

ing power from th

empathy and a heal
Rs should not be cal
;alled emotio
nal laborer:
S as

Thus, CS

ry for help.
h they are evaluated based on the way th
ey talk to

of exposed weakness andac
them. Althoug

have within the company
problem solving skills
, well trained
CSRs hel
P

C
ameron (2000) presents
premi
ises, CSRs and trainers still

h issue, and be

Cu

stomers, resolve eac
el of control. When it comes 0
problem is s

CSRs and trainer

m thi 1
ome ing to approach with serenity in order t
o achieve

s can i
only be partlally defined through th
€

have a certain lev
ers realize that @
a1, Filipin®
age they sPEA

their custom

positive results. Above

work they perform and the 127"

or the section ‘Commitment to take
part in th
e

Recommendations
Considering the 1€ in RO und
ity’, the Philippine government through the D
epartment of

development of the
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t, the i

the i
youth, includin Filipi
g Filipino BPO employees in increasing their aw;
areness of their nati
national

l m t i t

become good citi i
tizens with stro i
ng belief in th
e power of

identity. This coul
igionism,

other national izatl
s through the realization that Filipinos are F il
e Filipinos

then
transcend regionalism, rel

uni |
tv as a nation, and be open to

becau

se there e I r ilipi

| xXist Othe. people who are not Flllpmos. The govemment should

o | | create compe itive
obs in other sectors and invest more n the preparation of the youth "

um deSi ers Sh i
gn UlCl promote cross-cultural comm i
o unlcation

School officials and curricul
and students at all levels. Schoo! administ
rators

and time management awareness among teachers
se of different teaching strategies to help students
al identity of Filipinos an
y in all BPO companies nationwide. This is based

understand the lesson

should promote the U
d multi-culturalism should be fostered

tudy on the nation
ters, and especiall
n ‘exploring cultural
ed on the benefits BPO employees get from

Likewise, the s

i .
n schools, BPO training cen
cial strategies, o

ould be enlighten

and social norms’

o . )
n the discussion of ‘so

Families and educators sh
and TV channels could

B
PO and the challeng®s they
invite experie ees, researchers, and trai
’ rainers fo sha
re
f employees int
dents the practicali

because multilingualism is a defining mark
ar

nced BPO employ

organize workshops and
he BPO industry and other organizations

ife and WOI'k 0
uld show st

some topics on the |
ty of knowing different English

teachers sho

fferent types of assignments and assessments th
that

accents and th
hould give di

uld also include a
anagement a required skill in the BPO ind
ustry

ty. They S

They sh©
[earn time ™

of Filini . o
f Filipino national identt
ctivities that require students to work

help students use different tools-

traint s0 1Y would

within a time con

the Pafﬁdpants'

as claimed by
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Based on th
e results, psychologists
gists and counselors should prepar
e practical wa:
vays to help

young Filipi
pinos handle
stress, resolve cross-cultural problems, and
, and work in a hi
ighly stressf
ul

e VvV y an ql.lant. i

psychology should i
focus on the impact of working at night shift on the h
e ealth al'ld l]fe
style of the

e :
mployees in the BPO sector.
Based on di iewpol
, different viewpoints of the participants, language teach
chers, student: i
ent should ali i  pusines
realize that that PE Is an acceptable type of E
nglish like th
e

people, and the governm
American English.
trainers, and 1
quality assurance (QA) analysts should work
wor

BPQO employers, managers,
aining materials and conduc

and the products or servi
rvices. They should 1
uld integra
te

t trainings that .
are based not
tonly on

t
ogether to develop diversified tr

American customers,

the target culture, TL, the
dentity of Filipinos in th ini
e training. Trainers i
. ers in the BPO

ally the national 1
g strategies. They should
they train L2 learner:
s. They should
continue to

local realities, espec
pdated on teachin

and adjust the ways
ployees are the first assets of th
€ company and
: good

S an

lan .
guage teachers 10 improve
yees pecause em

age handling time of cal
knowledge is useful when transferred with
within a

vest in training their emP lo
Is with their clients. Knowled
ge 1s

duce the aver.
hines. However,

m oné generation to the next.

training helps CSRS T€

ineffective when left with the mac

g within 2 co

managers:

and fro
s, and quality assur

team, across team mpany
BPO employers trainer ance (QA) analysts, and CSRs
. ’ are
ditation in & form they wish eVery day before or duri
ing work time
to
emotional states to better
transact with
people of

e .
ncouraged to practicé me
[lectual, and

]ntem ’ inte

get in touch with their

d and emotional states-

different backgroun
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T e

n to conduct a research at your BPO Company Training
ereity of the Philippines Open University (UCPOU) ana
ud BPO industry in Metro Manila,

I would like to request for your perraiseio
School. I am an MA student at the LUaiv
o training in call centers 2
‘ Title of the study: Impact of English Language Teaching and Nati
| the Call Center Industry

]i Should I be allowed to conduct the research, I will:
| i ' 1:ino participants who are trainers.
‘ o Needtwo (2)or t:l;e\ecfis) Fxh.x')Y a ;::t:o be interviewed and observed.
30 minutes on hissher available time and preferred location.
once during training fora period of one to two hours.
s frainers use to teach English or soft skills to
interact with each other using the English

conducting a research o
onal Identity on Filipinos in

¢ Observe the same *

jon are on stxztegze’
trainers and tramees
thoughts or the identity of their organization will

language- i experiences O .
¢ None of the pasticipa? upless all identifying information is removed first.

be shared with anyoneé
; gmeﬁxlly appreciated.
Your collaborati
Sincerely,
NOTED AND ENDORSED BY:

Thesis Adviser: MA. Theresa L. De Villa

Email: teretdev@yahoo.com
Telephone: (043) 726-2105

miﬁmzjeanpaul.zagabe\., oued = 15
Mobile: 0942-801-4634 ¢ 0946- 165

140



Appendix B: Research Locales
Namc of the Company:

BPO-Cl
BPO-C2
BPO-C3
BPO-C4
BPO-C5
BPO-TI

BPO-T2

Location in  Metro
Manila

Makati City

Muntinlupa City
Parafiaque City

Pasig City

Quezon City

Quczon City

Taguig City

Nature of Business

BPO and IT services

In-house BPO and IT services
BPO

BPO

BPO

School (private)

They have taught ‘English Proficiency
Program for Call Center
Representatives’ (100 hours in 25 days).

They teach English Communication
Skills Ope, Two, and Three (per
semester)

School (public)

They teach ‘English Proficicncy for
Customer Service Workers (100 hours in

25 days)
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Appendix C: Interview Schedule

A. Trainer.

l.

How did
you come to be a trainer? .
leading ner? Please include th
g up to your current position? e context of your .
’ : professional li
lfe Stol'y

What are similariti issi
ilarities and dissimilariti
English ta i ini ftios amons e Cngls
by focusin;g:r: :il;lnt[lglltralplng, and the English used to s piakhtoy:u learned at school, the
e following aspects: pronunciation, vocabulary :’s{taomirs? Please exl,alain
» €xamples used, em ;
, emphasis

(listening, speaking, writing, and reading), and types of exerci
ses.

What strategies do ilipi
you use as a Filipino trainer to facili
em ) . ¢ o facilitate traini P
ployees or with forelgn employees or with students? p]e:sr:lgle?g’ with Filipino new
. ! e
other strategies you use that are not listed be‘i:)‘t;l:eptlhree () you
. Please explain

always use. You may ad
reasons for using the strategy.

Speak English only during training

Give local examples to connect daily life with work life
Mix English and Filipino languages
Ask trainees about their background and build on it in training

Talk more and let trainees listen '
Role play es and take part as one of them

among traine
Use examples about the job and the background of your cu
Make jokes related 10 showbiz artists to attract trainees’ attentligfnrs
(Please add any other strategy)

(Please add any other strategy)

ding, listening speaking, and writi

3 > wri
ach to help CSRs become more ;;fr;:g‘:)tlsnd Cross-
nt in the BPO sector? Please Cl:r;rl:yﬂ‘lel(;‘
an

0000000000

skills (e.g- T€@
cation skills do you te
dents get ready for employme

where applicable.

What English languag®

cultural communi
work or to help st
give some examples

a trainer?

How did you learn OT ac
Did your previous company preferas
reasons

ol favor a specific English accent? Please explain

ompany of scho
an American accent show proficiency i
in

Does your current €

Do you believe
English? Explain youT answer-
English with 2 Filipino accent show proficiency in English?

that speaking
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B. CSR or TSR.
ora TSR? Please include the

10. Whi
hich of the two accents do you prefer? Please explain

11. When communicating i i
unicating in English, do you use the same style and a
ccent when talkin
gtoa

cu
stomer or a student and to a friend? Please explain

1
2. What does your work as English trainer mean to you?

ance of teaching En lish £ ¢
g English foror at a call center industry? What is it lik
: it like

13. What is the import
udents?

for you o train employees or st
1 .

4. Please select the five (5) most important factors that motivate or moti
and stay in BPO. You may add other factors not listed and please e;np(;ny ated you to work

amn

Ability to communicaie with people of different background
«Challenging work”
«Culture that fits my personality”
“Excellent compensation & benefits”

“Flexible work/life balance”
with your colleagues™

“Good relationship

“Good relationship with your supervisors”
“Internal transfer opportunities”

«Job security”

«Gtrong career path” (Gager, Bowly,

urself five toteny

1d you recommend
center? Please explain

Nayak, & Chhabria, 2015, p.33)

(o]

ears from now?

15. How do you see Y0
arelative of yours or a close friend

job opportunities, wou
i to

16. Given diverse /
work 1n call

to your currentJo ©
context of your professional

be & ‘H
our curt ent posntion.
the English you leamed at school, the

" . cimilarities among
2 . 1ariti€S and jssiml :
. What are similar lring {raining d the Enghs}_i u§ed to speak to customers? Please explai
. ects: pronunmatlon, vocabulary, examples used, em }I: ain
d types of exercises. phasis

English taught du g b ing .
by focusing O™ ¢ follow Jagph
(listening, speaking writing and rea g)
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3' . age o .
xltllatfstra_tegles Filipino trainers use to facilitate training, with Filipi
1 oreign employees? Please select the three (3) they always uls)em%(new employees or
strategies they use that are not listed below. Please explain reasons f(;r o mt?,y add other
using the strategy.

Speak English only during training
Give local examples to connect daily life with work life

Mix English and Filipino language
Ask trainees about their background and build on it in training

Talk more and let trainees listen
d take part as one of them

Role play among frainees an

Use examples about the job and the background of your customers

Make jokes related to showbiz ariists to attract trainees’ attention
her strategy)

(Please add any ot
(Please add any other strategy)

4. What English language Sk'ills (e.g. reading, lisfening, speaking, and writing) and cro
cuitural communication skills do they teach to heip CSRs becorne more effective in thsg_
work? Please clarify and give some examples where applicable. eir

uire these skills as a CSR?

5. How did you learn oracq
prefer a specific English accent? If yes, what was it? Give the

Did your previous company

o

reasons
r a specific English accent? Please explain

rrent company favo

7. Does your cu
8. Do you believe that speaking English with an American accent show proficiency in
English? Explain your answer.
9. Do you believe that speaking English with 2 Filipino accent show proficiency in English?
r? Please explain.

: I.
Expla'ln your answe nts do you pl’efe

10. Which of the two acce
) - the same style and accent when talki
L Enghsh, do you use ing to a
11. Wh commumcatmg in ,
custf)r:ner andtoa friend? Please explain
mean t0 you?

csror TSR
center industry? What is it like for you

to train employees’ -
rai p impo rtant factors that mptlvate you to work and stay in BPO.
most % 1 and please explain

5)
14, Please select the five (
You may & other factors 1O
144



Ability to communicate with people of different background

“Challenging work™

“Culture that fits my personality”
«Excellent compensation & benefits”
“Flexible work/life balance”

“Good relationship with your colleagues™
“Good relationship with your supervisors”
“Internal transfer opportunities”

“Job security”
“Strong career path” (Gager, Bowly, Nayak, & Chhabria, 2015, p.33)

©O000000O0O0O

15. How do you see yourself five to ten years from now?
nities, would you recommend a relative of yours or a close friend

i6. Given diverse job opportt !
i in call center? Please explain

to your current job or to wor
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Appendix D: Observation Guide

Participant’s

Name

Scenario

Place:

Stratcgics

AR NN <

AN

AN

AN

Speak English only during training
Give local examples to connect daily life
with work life

Mix English and Filipino languages to
clarify a point or ask a question during
training and with colleagucs (trainers
with trainers, CSR with CSRs).

Ask trainees about their background and
build on it in training
Assessment

Talk more and let trainees listen

Tools for working

Role play among trainees and take part
as one of them

Draw
background of the company’s customers

Give examples of challenges CSRs face

at CCL

Make jokes related to showbiz artists to
attract trainces’ attention

Read scripts when call is received
Change personal name Of location when

talking to offshore customers

examples from thc job and the

Researcher’s
comments

Date and time:

146



Appendix E: Observation sessions.

Duration

Namc and Role Observation date From... to...

Nov. 17,2015 inut
CSR7 Ng\’ 18, 2015 7:00 p.m. to 8:3C p.m. 90 minutes
CSR6 Doc. 16, 2015 7-10 p.m. to 8:20 p.m. 70 minutes
Dec. 17, 2015 700 p.m. to 8:30 p.m. 90 minutes
SRS J .09 ,2016 5: 00 am. to 7: 00 am. 120 minutes
CSR3 Jan. 22’ 2016 7-:00 a.m. to 8:15 a.m. 75 minules
s 122 26,2016 11:00 p.m. to 12:00 am. 60 minutes
Trainer-C4 Jan. 27, 2016 6:00 p.m. to 7:00 pm. 60 minutes
" 5 Jan. 29’ 2016 9:00 p.m. to 10:15 p.m. 75 minutes
Trainer-C5 a',‘,’ 262016 6:00 p.m. to 7:30 p.m. 90 minutes
N Fe t 7 ;2016 8:00 a.m. to 9:30 am. 90 m!nytcs
Trainer-Tl Sept. 6 7:30 a.m. to 8:35 am. 65 minutes
. Sept. 8, 20}6 9-45 am. 1o 11:30 a.m. _ 105 minutes
Trainer-T3 Sept. 7. 20 6 §:36 a.m. to 9:30 am. 54 minutes
- Sept. 8, 2016 10:00 a.m. to 11:00 a.m. 60 minutes
Trainer-T2 o '27’62(2)(1)16 10:00 a.m. to 11:00 am. 60 minutes
Oct. 26, e
' 1,239 minutes
Total

7:20 p.m. to 8:35 p.m.

75 minutes
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Appendix F: Excerpt of field notes of observatiens

Observations data include extracts from only one of the two sessions of only one trainer i
the BPO, one trainer in BPO training school, and one CSR. This is done to maximizetl:alner )
Other elements from the observation that are mentioned may not be referred to in thi e the page.

s secti

On January 09, 2016 from 5: 00 a.m. to 7: 00 a.m. and on January 22, 2016 from ;Jt;on.

to 8:15 am., I observed CSRS, B.S. Graduate in Marketing, at BPO-C3 in Paranc; u. :,:Om‘

» e
Manila. CSR5 perfermed his job using a computer connected to the Intemet, 2 built-in(i I etro
headphone, and Skype for business to communicate with 101 colleagues. He opene dedjzlone,
) erent

Excel to document transactions.

The following is a sample of CSR5’s call flow
f ow as observed on Janu
ary 22, 2016. This w:
. as

a phone call with an American customer. CSRS start i
. ed the call with a i .
greeting. He introduced

himself and gave the name of his company. CSRS defined the nature of their busi
mness and the
reason for his call. He explained how he got the contact information of the potential ¢
ustomer. He

asked if this potential customer was still planning to sell some i
me goods in one or six
X months from
ade. He stated the service that their company could offer free of ch
Or charge.

the date the call was m
g to customer’s response, CSR5 scheduled a face to face meeting based
€d on the

After listenin
the customer, ended the call, and documented the call

mer’s preferred day. He thanked

CSRS5 spoke Englisho
mer a USA-based physical address of their company with words like «
we

flow. He gave the custo

» Ag soon as he realized that

and started walking around his work station while talking to th
e

the customer was willing to talk to him, CSRS stood

are located at...

e hand in his pocket,

up, put on
omer’s answer allowed CSRS5 to make short comments and ask a
new

customer. Each of the cust
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question. CSRS used specific words to keep the conversation going: great, interesti
and wonderful. CSRS made more than ten outbound calls on January 2,2 Zzlesung’ e
successful outbound phone calls and took a short break to smoke after e;ach T e
On January 29, 2016 from 9:00 p.m. to 10:15 p.m. and February 26 SZl:)c]c: z‘SfUI -
to 7:30 p.m., 1 observed Trainer-CS, M.A. Graduate in European Literacy and C lrom o
C2 in Muntinlupa Metro Manila. On Feb 26, 2016, Trainer-C5 trained a n s
troubleshooting skills. His agenda included, the importance of troubleshootin ev'v ors
CSR’s work. He explained the basic troubleshooting steps, skills and tec}‘ui(::erelano: o
s needed to

identify, analyze, an i ’ i
yze, and resoive a customer's problem. He underscored questioni
stioning skills and th
id the

five whys. T W] i
ys. The 5 whys consisted of paraphrasing and asking the same question b
’ on by starting with

‘why’ t e +01 .
y’ to get more detailed answers from clients. Trainer-CS applied to lif
: . ) o life the basic
troubleshooting steps utilizing troubleshooting techniques. He pointed out the rel
e relevance of the

topic to customer saiisfaction survey (CSAT) and to the quality assurance audits (Q
A).
Trainer-C5 used a computer connected to the Internet, Power Point Presentati
ntation, graphic

rs, charts, and body language like hands, gestures, and smi
) > | ) smiles. He o .
pened different

organize
applications, and used an LCD projector. Trainer-C5 gave local exam
ples to connect daily i
y life with
ed the trainee about his background and built on it duri
uring training, He s
~ poke

work life. He ask
s to clarify a point. At times, Trainer-C5 read scripts b
ut

and used some Filipino word:

English
d analogies and proverbs t0 clarify ap

oint. He talked more and let the

added explanations. He use
so drew examples from
11 was that of a doctor and a patient during the diagnosis st

age.

the job and the background of the company’
s

trainee listen. He al
eof the analogies give
e analogy to0 the work of a C
assessment of the trainee consisted of matching and

customers. On
SR with a customer. Trainer-C5 gave a

Then Trainer-C3 applied th

formative assessment 10 the trainee. The
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applying the patient-doctor interview with a customer-CSR interaction. Then, the trainee had to
justify each answer using his own words. This assessment seemed to help Trainer-C5 to determine
if the trainee had understood the topic.

On September 7, 2016, 8:00to 9:30 am., and September 8, 2016, 7:30 am. to 8:35 am.,
I Observed Trainer-T1, M.A. Graduate in Education, English language at BPO-T2 in Taguig Metro
Manila. BPO-T2 is a public training center. On the first day of observation, Trainer-T1 was
explaining transitive and intransitive verbs to 17 Filipino students: three boys and 14 girls. Trainer-
T1 spoke English only during training. She talked more and let the trainees listen. Trainer-T1 asked
ut the trainees’ background to build on it. She gave also local examples. As a form of

abo
assessment, Trainer-T1 wrote down any sample sentence given by students. Then she invited the

students to analyze the sentence. Through analysis, Trainer-T1 helped the students distinguish the

correct from the incorrect sentences.
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Appendix G: Detailed Profiles of Participants

Name

CSRI

CSR3

CSR4

CSRS

CSR6

CSR7

Description

A 27-year-old female, Bachelor of Nursing Prior to em i

_ , ' . ployment in th
mdus.txy, -she was a Sales Lady in a local shop. She has five years of exp:ri]:lig
working in the BPO sector as a CSR of which one year in her current company

BPO-Cl.

uate in Computer Sciences. She was a Language
en years prior to joining the BPO industry. She
king in the BPO industry and as a CSR in her

A 35-year-old female, Undergrad
Instructor {ESL and Filipino) for t
has six months of experience wor
current company, BPO-C1.

male, Undergraduate in Ipformation and Technology. Prior to joining
r, he worked as a Technician in an electronic company and a Server
e has nine yeais of experience as a CSR in the BPO

BPO-C1.

A 28-year-old
the BPO secto

in a fast food chain restaurant. H
sector of which six months in his current company,

r of Poljtical Sciences. She has no jorevious work
f experience as a CSR in the BPO sector of which

BPO-C4.

A 28-year-old female, Bachelo
experience. She has two years 0
five months in her current company,
A 34-year-old male, Bachelor of Marketing. He was self-employed prior to joining |
the BPO industry. He has six years of experience working in the BPO sector of
which three months as a Sales Associate (sales service representative) in his current
company. He was observed during actual calls at BPO-C3.
A 31-year-old female, Bachelor of _European Languages. She was an English
language Tutor, then a Receptionist prior to working in the BPO sector. She studied
industry. She has 11 years of experience working

college while working in the BPO'1 ‘
in the BPO sector of which six years and half in her current company. She is

currently a Technical Support Representative (TSR) and a Trainer. She was

observed during training at BPO-C2.

A 31 -year—old female, M.A. Mass Commun.icatiop..She worked for an NGO,
University Research, and journal writing prior to joining the BPO industry. She
king in the BPO sector of which eight months in

o years of experience Wor in the
has two ¥ any. Her current position 18 CSR. She was observed during actual
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Appendix G: Detailed Prefiles of Participants (Continued)

Name

Trainer-Cl

Trainer-C2

Trainer-C3

Trainer-C4

Trainer-C5

Description

A 30-year-old female, Bachel

‘ ' , or of Economics. Prior to ing i

;l:(tah vevz]i;spab Teller in a local bank. She has eight years of ex;v;ril;lr::ge w Blfo,

e sector and has bpen through different positions of whichwl?r vae
_She is a Coach Assistant and Trainer in her current compan; EIV’VSS

C5 where she has been working for one year

A 30-year-old femaie M.A. Euro

. » MLA. pean Languages. She worl -
Education Development prior to joining the BPO sectc;:V (;rh(: (11, for NGO in
of experience working in the BPO industry of which ﬂ;/e yearasS ;ﬁg years
months in her current company. Her current positions are Team Leade;3 1agnh<;

Trainer in BPO-C2.

A 30-year-old female, Bachelor of Nursin :

V. HEs g. She worked as .
to joining the BPQ industry. She has six years of experiencz%grrgzry 'pn}‘: :
BPO sector of which one year in her current company. Her current §n the
are Sales Trainer and Quality Assurance Auditor in BPO-C4 position

A 42-year-old male Bachelor of Philosoph was a hiol

) it ’ - y. He was a hi h

prior to joining the BPO sector. He has ten years of expen%}e:::e c::l ;(gachgr
the BPO industry of wh orking in
company. His current position is Technical Trainer. He was observed

during training at BPO-C2.
ropean Literacy and Cultures. He worked as
fits agent priot to joining the BPO sector. He

rking ip.the'BPO industry of which six
position 1s Technical Trainer. He was

A 27-year-old male, M.A. Eu
an HR- Compensation & Bene
has two years of experience WO
months in his current company. His
observed during training at BPO-C2.

ich three years and seven months in his current
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Appendix G: Detailed Profiles of Participants (Continued)

Name

Trainer-T1

Trainer-T2

Trainer-T3

Description

A 57-year-old female, M.Ed. English. She was an Engli

) ’ - . nglish

Director for several years. She is an English languageg -ifraiz:?‘i’l;e}:ea;nd School
yvhere she has been working for four years. Most of her trainees wanf ompany
in the BPO industry. She was observed during training at BPO-T2 to work

. Bachelor of Political Sciences. Pri L
BPO sector, he worked as ‘Sangguniang Kabataan’ [I;r;g;r:)b:rlo(;lf:lt?]g in the
council] at the Barangay [a sector of the municipality or city] level, t he youth
Provincial Federation Secretary. He studied coliege while working in thenBa; )
industry. He has three years of experience as a CSR, then as a Trainere’ thO
BPO sector. He has been working as a College Instructor for four monthl n the
was observed during training at BPO-T1. s. He
d female, College graduate with 36 units of M.A. in ;

Academic & Business Subject Instructor, then as B fonkglll(sgle. Sihe
English language Trainer in the BPO training center WI}J1 ng
for one year. She was observed during training at Bpe(;?

A 25-year-old male

A 42-year-ol
worked as an
Trainer. She is an
she has been working

T2
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Appendix H: Extracts of the job postings of the five BPO companies

Company
Name

BPO-C1

BPO-C2

BPO-C3

BPO-C4

BPO-C5

In the above

Jevel. These aspects portray the types of &
ist to some applicants who aspire to work in the BPO firm.

elements also can serve as a check-1

Position & Month
posted

Customer  Support
Representative

February 2016

Customer  Support
Representative

March 2016

Inside Sales

Representative
March 2016

Customer
Service
Representative

March 2016

Sales/Customer
Service
chrcsentalivc

March 2016

Qualifications

«
DT T N I T T N N N N N N NN

AN

table, 1 selected extracts th
gents and skills call centers look for in applicants. The

Compleied at least one (1) year of college education;

Above average English Communication skills; ’

Exqcllent Customer service orientation; |

Basic knowledgce of PC usage and internet navigation.

Holder of a bachiclor’s degrec;

Must be able to leamn new technologies and concepts
quickly;

Must be able to communicate clearly to team members

and customers;
Fluent in ENGLISH (written and oral) with necutral

accent.

College degree preferred,

Experience with phone sales or telemarketing;
Excellent oral and written commanication Skii]S‘
Willing to work night shift. ’
Excellent English language skills; ;
Arpiculate speech, clear and well-modulated speaking
voice;

Superb listening, probing, negotiation and de- |
escalation skills needed;

Excellent customer service skills.

At least two vears of college completed;

6+ montlis of contact cenler experience in a custorer
service / sales role or equivalent preferred,

Strong communication skills required;

Strong comprehension and learning agility.

at referred to communication skills and education
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Appendix I: Call flow and Quality assurance metric

A. SUGGESTED SCRIPTINGS (from BPO - C1)

BPO-C1 - this is <NAME> - How may I help you?

OPENING
OWNERSHI!P “I'll be glad to assist.”
PRIVACY “To protect the pri y ial i i
you,-._” "(. hc privacy of your financial information, may I please have
I would like to confirm, are you <name of polic
calling on <his/her> behalf? poliey anmer=, or are you
HOLD “May I place you on hold for a moment whilel ...”

Retuming to Caller on Hold

“Than!:: you for patiently holding.” (“I apologize for the delay” or “I
appreciate your patience.”)

Offering Further Assistance

“Is there anything I can help you with?”

Acknowledge

"Thnnk yOun’ uI uﬂderstand", | scc", “AI nghl"

Empathize

“I’m sorry to hear that.”

SOFT Handoff

“Your request is handled by another department. If you have no further
questions and don’t mind holding, I'll be glad to transfer your call.”

System Problem

Our system is currently updating and we arc unable to pull up your
records. We apologize for the inconvenicnce. We will appreciate if you
can call us back within the next 2-4 hours. We are open from 8AM to
8PM, Eastem time, Monday through Friday. Again, sorry for the

inconvenience.

(.

Ghost Script

I

Inquiry about Outsourcing

R

BPO-C1 this is <NAME>. How may I help you? (3X) I'm sorry but I'm
unable to hear you. If you can hear me, please call us back at 1-800 -
soooxxx. We're open from S8AM to 8PM, Eastem time, Monday through
Friday. I'll release the call now. Thank you for calling Prudential. Plcase

call again.

“Mr. /Ms. Smith, although BPO-C1 is based in the United States, it has a
global presence in the financial services business. Although you may not
ciate in the United States, be assured that you’ll

be speaking to an associa ’ .
continue to receive the high-quality service you’ve come to expect for.”
| continue to receive .

g BPO-CL.

Thank you for callin

CLOSING

.
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B. SUGGESTED CALL FLOW SCRIPT

OPENING

Customer Service Agent

Client/Customer

CSP: BPO-Cl this is how may [ help you?

CLT: (Either states the policy no. or
states the request)

CSP: (By this time, write down any information being provided, key

words only)

CSP: (Acknowledge) Thank you Mr. /Ms. . (Ownership) I

will be glad to assist you with...

May be rephrased as: I’ll be happy to
assist you with your request.

CSP: (Probing) May I have the policy or contract no.?

CSP: May I have your full/complete name pleasc? (If applicable: if
name was not mentioned yet.)

rivacy of your financial

CSP: (Privacy) To protect the p
on) may I have your complete

records/information, (authenticati

CLT: (Responds to your question)

mailing address and phone no.?

firm, am I speaking with

CSP: Before we continue, 1 would to con
g on <his/her> behalf?

<name of policy owner>/ or are you callin

CSP: (Acknowledge) Thank you. Please give mc a momnient as I pull

up your records.

CSP: May I have your email address and cellphone number to update

your records?

. —
PROCESSING

Client/Customer

_—_—__—_——'——_—f P
Customer Service Agent

K to verify or state the request in

CSP: (You may echo the request bac

CLT: (Responds to your statement)

a statement form.)

CSP: (Set service ex, ectationé SSING

Client/Customer

Customer Servicc A ent

nce) “Is there anything else that I may

CLT: (Responds)

CSP: (Offer further assista
assist you with?” .
.C1. Please call us again.

g BPO

CSP: Thank you for callin,
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A . "
ppendix I: Call flow and Quality assurance metric (continued)

Analyst Name: <write (0
Date & Time: <indicate the date and time o
Ticket Number: <indicate the ticket number
Call Reference: <cniel | refer
Question: i

ftha tickat wa
f the ticket was closed here>

FROM BPO-C2

Guide Questions |Yes /| Max/
|No/| Min |Score/Comments

Dimension 0
(positive/negative indicators) N
| NA

SOFT SKILLS (Total of 23 Points}
Opening and Closing (+/-} Did the Analyst mention (1) Company name {2) Name (3) and ask how r
(Telephone only) they may help? (Telephane anly) NA 3
(#/-) Did the Analyst say Thank you, and Goodby2?
r

(+/-) Did the Analyst demonstrate active listening? (Telephone onl v}
{+/-) Did the Caller/Analyst have to repeat themselves 3 or more times?
Yes 7

Questioning and Listening

skills [Telephone oniy}
(+/-] Did the Anzlyst ask appropriate probing questions? (effective
guestioning skills; ask questions 10 determine needs)
{+/-) Did the Anzlyst dispiay 3 prafessional volce tone and manner; and L
exhibit friend!iness, politeness, and empathy throughout the

unications? {Telephone oniy}
entionally interrupt of

1

comm |
{+/-) Did the Analystint
[Telephoné only!
{+/-) Did the Analyst adapt to the customer's pace in a way that did not
ne;at'rvelvimpact the cummunimion? [Telephone on Vi
(+/-) Did the Analyst effectively cantrol the call flow and address all
concerns(for irateé customers, did the analyst hear the customer out,
empathize, and apologize)? (Telephone oniy)
Q3 {+/-) Did the Analyst deliver effective reassurance statement?

(+/-) Did the Analyst sdaptto the pace and knowledge of the customer, ie. | %
the analyst communicated 3t 3 Jevel that was approptiate o the customer's

understanding?
(+/-) Did the Ana lyst clarify, paraphrase,
hat the customer has understo

131k over the customer?
professionalism and Empathy No 5

snd/or summarize where necessary
od 2ll necessary Instructions and

to ensure tl
informa:inn?
Clear Communication (+/-) Was the Analys
used i5 acceptabled
misunderstanéing?
(+/-) Did the Analyst refrain from using J2rgoi
zerminologi es tacronyms)?
(/- pidthe Analystuse 100 ;
the communication was negati
avoid 1ong sile
dibe no Jonger than 30s

Analyst foilo¥ complete
inform the cust

anguage correct, ie. level of language No 5

jyst's use of the |l
t and did not cause any

na prafessiuna! environmen
n and ather unfamiliar
ah, em, etc) tothe pointthat
neaniyi |

’
{7 (NOTE to QA:

many fillers (um,
velvimpacted? (Telepho

nces throughout the cal
scondsatd time}

Hold and Transfer procedures?
omer that they need to place

Q4

d WHY [Reasanl? y
2 Analyst give the callerthe approximate hold-time (&

- Maximum hold time <hould be 5 minutes. if
{11 nesds more time, he/she must getbackto

{nform them thatthey need 1o place them
11 back (23K what the caller's

No 3 cormade ean

s Rt after 5 min
within 3 minutes and
inutes more; Of: offeraca

few mi

ori hold for @ N ustomerinthe gecision)
i id be ok for them 10 holdor |

wvolving the customer)

approval, in
hen the hold time is up, did the

{Telephone anlyl

./ Didthe An2 g p
B‘.kx"’nnrd mb mpgm\iss:un,
acttothecanezw
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A oy .
ppendix I: Call flow and Quality assurance metric (continued)

FROM BPO-C2 (continued)

o the issue in 2 timely manner? Yes
5
Yes 2 Pl
I e comments hare>

PROCESS (77 POINTS)

06 |Init

nitial Respanse {+/-) Did the Analyst respond ¢
{=/-) Did the Analyst provide time booking?
{+/-} Did the Analyst correctly fill in the follo

omments here

wing required fields in IMS?

IMS Ticket Standards
» Yes 4
<proade comments here

onde comments here

a7 rigin
11 out the Subject and Description field? Yes 3
F

Subject and Detailed Description (+/- Did the Analyst correctly f
identify, define, and document the issue? Yas 7
provide comments |
I ymments here

t all the relevant and necessany

Qg

Qg |Issue ldentification {+/-) Did the Analyst correctly

(+/-) Did the Analyst gather and documen
information to assistthe customer with their issue?

(+/-) Did the Analystobtain proof of the incident where applicable?
{+/-) Did the Analyst record the information inthe ticket accurately?

For example:
- Technelogy & 2PP
. User-specific information (:us:omer‘s name,

address, USEr 1D, passward if appl‘u:ablc]
a10 - companv‘spe;iﬂ: information (company name, DUNS, Catalog ID.)
- Incident specific information {View name, timeframe, Doc 1D)

(+/-) Did the Analyst effectively use the avallable tools / resources o
address users issue?
(+/-) Did the Analyst identify all possible causal factors?

{+f-) Did the Analyst document the details of the initial investigation inthe
response fields?
nitial investigation: Yes 7 A
provide comments here>

ikl IovesCe ) The following details are evidence of |
proof: Screenshot of error reprodu:!iun
guide on how the issue wWas replicnted

cks done by sL1?

Data Gathering
lication concarned

telephone number, email

« Step-by-st€P

« Whatare che
e « Research: rererenu:.’related tickets
i D - cacuy | dentify, PO
Root Cause Determination descr F o€ ? Yes 7
Qiz {=f-) Did I d cthe n cket a ruratey? F 4 o ot Fiare
+/-) Did the Analyst identify, implement, document, and provide the most
(+/) ¥ <
accurale, complete, and pest-suited solution for the customer (Invalving the
Soll = : custom!:r)? ;
ution Identification and {+/-) Did the Analyst present the solutions) in a clear (screen prints when Yes 7
Implementation posslblﬂ. concise, positive and confident manner? provid N
i«/-) pid the An2 lyst demonstrate knowledge of the topic [ process I i
Q13 product? siat i
{+/-) If the issue could notbe resolved within the call or within the SLA or
Target resolution me of the customer, did the Analyst explain why (i.e.
escalation is necessam’more research is needed) and provide 2
workaround set expectations or provide next steps to be taken towards
issue rcsuiuf.ian? Y
Expectation Setting (+f) 1ThE jssue was non-FCR, did the analyst EITHER advise the caller that es 5 T ap—
2 ricket will pe opened and number sentto him OR provide a ticket le comments here>
mber !
?:r.) If issue cannot be resolved BY Hubwoo, did the Analyst setthe right
Q4 rion with the customer?
.-y pidthe Analyst follow correct cscalatinn!handover procedures? r
f e Escalaticﬂ path: Langu2ge Transiation. escalation template, etc.
Escalati (/) 15 the cicket escalared on time? i Yes 6 I
e peaning: 119 resolution i5 YeT provided 1o the customer, the ticket should proade comments here>
g at 30% of the rarget SLA :
o e esc.ala! yst use the customer is Facing option correctly? Yis r 5
|Custom con P custome g icon <provide C¢
Q15 er Is facing | -éu&mA  the correct update procedures? 4
{+/) DA e et resoived nd closed within the Target Resolution Time Yes 5
Update Frequency 3nd peadline {+/-} ;5“"" 2 proade comments here>
. :i;:]oid the Analyst confirm with the customer if there is 2nY other issue, w
resolved?
and it the issu:a‘:’:‘t confirm that the request / concer IS satisfactorily
-y pid the e atisfaction/ofT! further assistance |
a::d)ressed? (Confirm client's satlsfadlonlﬂ ered fu nce if
i Yes 6
applicab!® : ticket updates, when necessan? e e
{+/-1 O dthe A"‘""—“f"”‘m up fart! PE provide comments here>
Note to 0% 1ol 1 made and documented in the
5 1§ sufficient foliow-uP
e check 12 arid mall bisor (INTERNAL)
cicket's resPo on a ticketwhen 2 new Issueis reponed?
(/) th aﬂal other means of communication before ticket i
i jrmatien has been received fram customer? v
¢3 means of communicatian has te be as 3 —

2 out o

Q18

Feedback
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A _— ,
ppendix I: Call flow and Quality assurance metric (centinued)

BPO - C4 SUPPORT

Call flow 101 Scoresheet
Advisor:
Ao Date Monitored:
CNDA Sup Name:
[ I Side by side § {Remo )
" —
Recorgd e I jCalibration

1. Opening the Call
Did the Advisor brand the call?
Did the Advisor offer assistance?
Did the Advisor use his real name?

2. Display Empathy
mely) - N/A when applicabie

Empathy (sincere and ti

3. Listen and Understand
Paraphrased/Acknowlcdgc (did not parrot)

Assurance Statement
Active Listening

HS/OPPORTUNIT[ES

COACHING STRENGT
4. Displays Confiderice and Acknowledge
Maintain Fricndly Tone with Customet
Use Proper Grammar.’Language/Pronunciation

Explain Actions Effectively

}_3: Obtain Authentication Details
guidelines on

Followed authenlication

CPNI Information Release

4. Alternate Number
all us?

Are your using
Ask for an alternate phone number?
COACHING STRENGTHS/OPPORTUNITIES

5. Probe/T roubleshoot .

to obtain the customer’s 1S8u¢
use of customer’s issue

General probing
i btain the root ca

S

Specific probing to ©

Hold and Dead Air Protocol

6. Follow

ASAP
neceSSary? ) o '
in for dead air by providing necessary information?

Was the hold

Was the Advisor facing
Resolve the Customer’s Issue

7. Utilizes Tools t0
Account Information/I-Iistory

Follow Process Steps .
[ lied Proper System Solution
performed/APPS ¢ Supervisor, Mentor,

Utilized support tools -8
ORTUNITIES

e

Review

COACHING STRNGTHS/OOP
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8. Advise/Educate on Necessary Information
Used clear explanation on what caused the issue
Used clear explanation on what resolved the issue/ steps necded

to resolve issue
Clearly set expectations and provided SSO/
future steps to prevent recurrence

COACHING STRENGTHS/OPPORTUNITIES

9. Power Closing
Did the Advisor probe for resolution?

Did the Advisor provide a satisfaction close?

Did the Advisor close the call using appropriated brand?

10. Implcmenting Resolution
Providc proper account notes
Followed through on actions promised

COACHING STRENGTHS/OPPORTUNTTIES

T

ADDITIONAL TRA CKING

Was the Advisor multitasking throughout the entire call?
Did the Advisor properly de-escalate a sup call?
Did the Advisor respond versus react to customer

Was this a CSAT/Superstar call?

hooks?

COACHING STRENGTHS/OPPORTUNITIES

Y

SCORE/FINAL
Supervisor’s COMMENTS/F EEDBACK

ADVISOR’S ACTION PLANSICOMMITMENT

I agre

e that the ratings given on this form are FINAL

Advisor Signature and Date:

Sup Signature and Date:

e
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Appendix J: Training code of conducts and other rules 1

TRAINING CODE OF CONDUCT (From BPO-C4)

We treat our personncl with igni
great dignity and respect. Once the i
at di pect. y carn the right to
employces are encouraged o exercise personal discretion execute individua% idcasb:r}:sl:sor e Customer family,
> sume responsibilities

that directiy impact our com i m
pany’s growth. The 1 i
o gr result employces who feel vital and valued — and want to remain

Purpose

The purpose of this
employces in trainiu
. stated, common sense, good judgment, co

guide sheet is to outline trainee/new employ i
yee behavior and performan
shest 15 ¢ amnec! mplc ce sl
ig must adhere to. The policics and guidclines below are not all inclusive a ljin’(li’mds' tha'l al
urtesy and safety will apply. . af potioyis not

| Attendance and Punctuality

. If you foresec an absencc, you must immediately wrii

| Hyou . 1ce, ) iately wriic a forinal request and i i

r for 'gb.sence will be weighed by Qle Training Supervisor to dctcrmige if i:l ‘\:vdi‘ll)in:t t(r) yo:r Tra.mer. Your reasons
'Ir'g_'aclung of attendamf: and tardiness will start [rom Foundation Skills Trainin, (Fgrl}“ oved or disapproved.
| Training (PST) and will end on ihe Jast day of [training]. & ) to Program Specific

o |-

rized Absence

|| Yourabsence will be classified as Aut
|| yout Trainer:

@ Illness or injury

An emergency outside the control of the employee
nt leave for a direct family member (Mother, Father, Sister, Brother, Spouse or Child)

. o N lpt, teSt resul S, elc
eCi

horized when it is one of the following situations and you have notified
ie

.
e Bereaveme
e Hospitalization (supported
| Only one (1) authorized absence is a
! to disciplinary action upon management’s discretion.

" Unauthorized Absence

Your absence will be classified as Un
e  You did not notify your trainer
o It was a forcscen absence not approved by

authorized when it is one of the following situations:
by phone one hour before your shift
the Training Supervisor

ill result in disciplinary action (written warning). More

f unauthorized absence during training W
ou may be subject lo disciplinary action up to and

is considered excessive and y
management’s discretion.

One occurrence o
than one unauthorized absence

including disqualification upon

| No Call, No Show
One No Call, No Show will be subject to disciplinary action up to disqualification from continuing training. If

you will be suddenly absent due to sickness or other emerg.encies, you rnust notify your trainer or call theg'
When speaking with the front desk personnel, trainee should leave

receptionist at telephone number 02-6x0x0cx. WhHEn,
, and name of trainer in-charge,

his/her name, class code

Make sure you: . ..
one hour before the designated start of your training

e callatleast
n for your absence

o give the reaso bser
f the receptionist befo

o getthe nameo
o know the exact time you made the cal!
ordingly. Do not send messiges through your friends who are

Otherwise the absence will be escalated acc |
not react the trainer and this will be considered a No

employed at or are training at . The message may
Call, No Show.

re you end the call
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Appendix J: Training code of conducts and other rules 2

From BPO-C4
Tardiness

Tardiness is defined as attending training less than 100% of i

: . i your scheduled shift. i

time at all times. You are considered tardy when any of the following occurss: fl. Be sure (o log in your actual
e arrival one minute before the start of the class
e leaving prior to the end of the class

e latc retun frem any break
You car only be tardy for a maximum of 120 cumulative minutes and/or a maximum of six (6) times. If yo
‘ . uare

tardy for mere than 120 minutes, it will be considered an absence. Three times iardy is considered an
Below is a schedule of discipline for tardiness which wiil be noted in your training file:

unauthorized absence.
Summary of Discussion (a reminder for the whole class)

e One
e Three Verbal Warning (with documentation)
e TFive Written Warning

e Six Disqualification from Training
rmed your Trainer of your tardiness before your shift.

Your tardiness may be authorized if you info

Class Participation
In order to maximize learning opportunities, you as trainees are expected to:

Show respect for peers and trainers.
Concentrate on the learning that is being provided for you.

[ 4

e  Ask questions. If the question seems to go beyond the scope of the class, the i
i 1 5 instructor can try ;
it during a break or may have you research on it. ] n try to address

Let only one person speak at a time.
Contribute your best effort to any projcc

Cooperate, participate and be involved!
Gain the passing score for all evaluations and assessments which is 90% for and 90% for

Failure to do so will result in terrnination of your employmerit.
Meet all standard metrics. Failure to do so will result in termination your employment.

t the class is undertaking.

CERTIFICATICN

PST Gates
Aside from the previously stated requircments, ¥
the 4-weck period. Coaches will rate your Mock
average scorc of 90% will be subject for corrqcli
corrective action up to and including termination.

ou will need to undergo mock call certification activities during

Calls using the CMT for follow through. Failure to gain an
ve action. Continued deviation will be subject to the next level of

Language i i i
gu gkills can only be enhanced through constant practice. In this business, language and communicating
ly in English while you are in the premises of

English s
skills are fundamental to success. You must speak only in Eng i :
. Failure to do so may result in disciplinary action, up to and including disqualification.

-

Computer and Internet Usage o
:ded solely for traming purposes. U

Computers ar¢ provi

e

se of these is strictly subject to the following guidelines.
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Appendix K: Reminders and Integrity

From BPO-C4
Reminders
5 All Calls — no hold unless needed
> All Calls — cascade info on how to deal with customers who don’t want to receive

calis from a certain number --- “call biocking/barring, restrict calls, call
] : - = = « s
forwarding, MDN change (although this should be the last option because customers

usually don’t want to change numbers)

5 All Calls — make sure agents give the correct closing spiel (confirms satisfaction —

«pid I resolve your issue”, etc.)

% All Calls — agents should be reading memos in order to fully understand what’s going

on

s are too wordy. Statemeits should be short and sweet. For example:
rify your account, may I have the last four
mply say “May I have the last four

All Cails — agent
‘nstead of saying, “In order for me to ve
digits of your social security number? ", you can si

digits of your social security number?”

v

attention if you are not abiding by the dress code. You may be

Your trainer may call your
ge your attire. This will be considered an incidence of tardiness

asked to go home and chan

Integrity

The following offenses will disqualify you from continuing training at TRG Customer

Solutions:

% Cheating during exams.

% Cheating during call simulations. . .
% Falsification and fabrication of information during calls.
w  Altering or not logging in your actual time in your Daily Time Record (DTR).

7
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Appendix L: Best Practices

From BPO-C4

Acknowledge

Empathize

Reassure

Acknowledge your customer’s

issue without getting defensive.

e Apology words: 1
apologize, I am sorry, I am
truly sorry, [ am extremely
sorry, I am really sorry.

Inflection: Mean what you
say. Use inflection and
convey sincerely. Say “I am
so sorry” instead of “Sorry
about that; what’s your
number?”

Paraphrase: Connect with
your customer by restating
the reason for their call;
“missing our appointment

yesterday.”

“I am $O SOrty we missed our
”
appointment yesterday.

¢ Be the customer’s
advocate. Let them know
you are on their side/see
from their point of view.

e Empathy words: “I
understand your
frustration” or “I can see
how this can be
‘upseiting’”’, etc.

¢ Inflection: Mean what
you say. Use inflection
and convey sincerely.

e Connect: Put yourself
in the customer’s shoes,
e.g. share your personal
experience.

“I understand your
Sfrustration, I waited on
furniture delivery once for
several hours and they don’t
show up.”

¢ Convey with certainty that
you will resolve the
customer’s issue/concern.

¢ Reassurance words:
“This is what I am going
to do fix it.”, “This will be
a very different experience
than you previously had.”,
etc.

¢ Steps to be taken: Share
with the customer what
you will do step by step.
Be specific and
demonstrate confidence.

“This is what I will do, I will
review your order and make
sure the address and due date
are correct. Then, I will
contact our dispatch center
and I assure you I will get a
technician oul there as soon
as possible. Let’s start with
your phone number.”

.
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