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Introduction
As president of Keiser University Latin American Campus, Mr. Mathew Anderson’s vision
towards the future of bilingualism in Nicaragua has led to a constant search for concrete solutions
to the existing problems. In an article published in El Nuevo Diario, Mr. Anderson emphasizes
the need to learn English as a means of creating job opportunities. Indeed, investing in Education
is the key to creating better employment options. This opportunity necessitates training others to
speak English as well as enhancing the existing language skills and competencies of instructors.
Consequently, Keiser University has risen to the challenge and since the last conference has begun
implementing an ELT Certificate to train EFL teachers in better practices and new methodological trends to meet the skills and requirements of the 21st Century. Keiser has developed new
teaching capacities and brought into the classroom new technologies as indispensable tools for
state of the art learning.
The aim of the second conference, “Developing a New Strategy for the Integration of Talent,
Technology, and Language: An Action Plan for Stakeholders,” held on September 10th, 2015, was
to bring together ELT and Education sectors, the business process outsourcing industry, and the
private sector into a scenario where decisions begin to emerge. Ideally, from here on, all such
segments should work together and prepare an action plan for concrete steps towards the improvement of the field of ELT and meet the demands of the business process outsourcing industry to
better Nicaragua’s economy. That is why the private sector plays a fundamental role in bridging
the gap between language training and Business Process outsourcing.
This year’s speakers came from the different industries: academic and educational, the private
sector, and non-profit organizations.  Dr. Saundra McGuire, an academic, spoke about Metacognition as the key to success for language learning, while Dr. Bernadette Musetti offered action
steps and possible solutions to enhancing ELT in Nicaragua. From Pearson Education, Mr. Allen
Ascher addressed the issue of conversational competencies in the 21st century, and Mr. Alfieri
Avilan dealt with the role of Technology in the 21st Century.
From the private sector Mr. José Adán Aguerri, President of COSEP offered comments about
the BPO Industry; and Raúl Amador, CEO Invercasa group, addressed the high demand for English Speakers. The conference was also honored by the presence of The World Bank, and ProNicaragua representatives as well as the special presentation from Spi-Global with Ms. Chloe E.
Salazar, from the Philippines, who shared their experience on closing the gap between language
needs and attainable solutions. All the experts validated Keiser University’s commitment towards
the development of Bilingual Education in Nicaragua.
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In addition to the different presentations, the conference had a forum where key speakers,
along with representatives of the Language Academies, exchanged opinions. Language institutions had three representatives: Mr. Ruffo Torres- Keiser University International Language Institute; Ms. Laura Demediuk- UAM Language Institute; and Mr. Chris Dray- CCNN Director. Mr.
Joel Carter- LandTerra; Alejandra Medina and Chloe Salazar- Spi Global, represented the BPO
sector, and Ms. Marcela Valladares- represented ProNicaragua.
The following questions were addressed: Do all institutions agree with creating a national
advisory council for ELT Accreditation? How would this help LTO credibility? What action steps
should be taken to establish this council? What institutions should be present in this council? If
BPO needs 3000 agents in 2 years, how should this goal be met? What role should the government and the private sector play in these initiatives? With regard to these questions, the speakers
pointed out a multiplicity of concerns. The BPO industry demands a considerable number of
English Speakers with better English skills and additional competencies that will allow Nicaragua
to meet the global requirements. Therefore, LTO’s referred to the need to train teachers to deliver
more proficient English speakers and start feeding the workforce with highly skilled employees.
Language Training Organizations need to work together to define standards and concrete tasks
to achieve results in the long term. Additionally, BPO’s need to provide a clear profile of the type
of speaker they require.
Nicaragua’s opportunity to better its economy lies in the business expansion of the BPO industry in offering specialized services. Thus, to meet these standards LTO’s have to come together
to develop National English Standards and seek solutions to the problem of English Language
Education in the country.
As a leader in the education field, with the collaborative support of academic institutions,
directors, and teachers, Keiser University can work to make a difference in English teaching in
Nicaragua. Working together in a symbiotic relationship will allow for new solutions to the problem of English Teaching in Nicaragua to emerge.
So, this second edition of The Nicaraguan English Language Learning Journal is evidence of
the support of all stakeholders who want to take concrete steps towards change and start having
an impact on the country’s education system and its economy.
Cordially,
Ms. Maria Alejandra Mora
Keiser University International Language Institute
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Welcoming Speech to the Second Annual English Language Teaching
Conference on Developing a New Strategy for the Integration of
Talent, Technology, and Language: An Action Plan for Stakeholders
Presented by Mathew Anderson,
President, Keiser University Latin American Campus

I want to welcome all of you to the second Annual English Language Teaching Conference,
Developing a New Strategy for the Integration of Talent, Technology, and Language: An Action
Plan for Shareholders.
Before we get started, I have the temerity to present you with a little joke. No, you don’t have
to laugh, but smiling and chuckling is permitted. So, have you heard about the cat who ate some
cheese, breathed into a mouse hole and waited with baited breath? That’s all, folks! What is
pertinent to today’s meeting about this joke? Baited has two meanings. I too am here with baited breath which means that I am full of excitement and anticipation. Yet baited can also mean
prepared to capture or trap. That is not at all the case. Yet, in many minds there is a fear of one
language being swallowed by another.  Or more specifically, of Nicaragua becoming destabilized
by the English language presence. This is simply not borne out by the history of language and
communication. Both English and Spanish are dynamic languages because of their readiness and
willingness to take on new words and expressions from other languages. It is part of what makes
them the two most spoken languages in the world. That they have become so closely aligned
by geography and culture in recent years is further evidence of their continuing vigor, and the
growing importance of knowing both of them.  Nicaragua can only profit from having more bilingual speakers with their greater knowledge and cultural understanding of the global economy.
On that basis of continued and potential growth, I am very excited to be here today. I anticipate
the future with baited breath.
Now, I want to recognize and thank our special guests, our co-sponsors, and our keynote
speakers for the conference. In particular, I wish to express my gratitude and thanks to José Adán
Aguerri, President of COSEP; to Raúl Amador, President of Invercasa; and to Rufo Torres, Director of the Keiser University International Language Institute. Their enthusiasm and support for
this conference have been exceptional and most laudable. I would also like to thank the various
media outlets, BPO’s and LTO’s, and the government and private sectors, including the Ministry
of Education, and the National Council of Universities. I would especially like to thank all the
universities that have come here today to participate in this important meeting.

15

Special recognition also goes out to our many and important co-sponsors:
• COSEP
• El Nuevo Diario
• INVERCASA
• ProNicaragua
• Pearson
• La Prensa
• World Bank
• National Commision of Trade Zones
• Hispamer
• SPI Global
• Sitel
All of these organizations have provided substantive and important help in making today a
reality.
Finally, let me express my personal and heartfelt thanks to Raúl Amador, a gentleman who
deserves special recognition and thanks for his commitment to the conference. Indeed, Mr. Amador is our keynote speaker. His sage and prudent words of advice should have immense value to
all of us.
………………………….......……………………………….....................................………………………………………..
What is the purpose of this conference? In brief we are here to solve current problems with
English learning, not just here in Nicaragua, but in the region as well. Indirectly, this infers a
further understanding of the impact of English on an international and global scale.
1. Why We Are Discussing English:
We are discussing the importance of English as it is increasingly the language of international
trade and commerce and because it reflects upon the immediate social and economic development of all nations. It is worth noting that
• An estimated two billion people use English on a daily basis.
• English is well established as the language of global business.
• English is the key to diminishing language barriers, and allows executives to interact and   
build deeper business relationships.
• Knowledge of English is a basic requirement for professionals in most occupations and
industries.
• Many English speaking executives don’t bother to learn other foreign languages, putting   
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non-English speakers at a disadvantage.
• However, the critical point for us in Nicaragua, the key, is that all BPOs and investors
will be forced to leave Nicaragua if the necessary English speakers are not found. This is a
simple matter of pragmatics and fiscal solvency.

2. Economics:
Lack of English speakers impacts trhe financial status of the country.  This affects foreign investment, tourism, call centers, and the private sector in general.
•  The Nicaraguan BPO industry produces 80 million dollars per yar.  It also pays 35 million
dollars in salaries. Which could be lost if these issures are not resolved.
• On the bright side, Nicaragua has the opportunity to double current numbers of this industry. ‘This potential would generate 160 million dollars in the economic community and
90 million dollars in salaries.

3. Educational Organizations:
Educational organizations and groups are not able to deliver a sufficient number of quality
outsourcing agents.
• Examining other countries in Central America, there are a atotl of 20 thousand agents in
Honduras, 25 thousand agents in El Salvador, 35 thousand agents in Guatemala, and in
Costa Rica, our immediate southern neighbor, there are 48,000 agents.
• Nicaragua, however, has only 6,700 Englsih speaking agents working for thi industry,.  
This is the smallest number of agents in Central America. The compelling question is whether it is really worth the time and investment to stay in Nicaragua for only 6000 or so
agents?
• How can we produce enough agents to be able to compete with other countries in Central
America?
• And, most importantly, how can we fund this? At this point, let me just say there are several potential solutions.

4. Education:
There is a compelling need for more quality education.
• There are not enough qualified teachers to satisfy industry demand.
• There are no verifiable commonly recognized standards for improvement and accountability that will lead to the production of successful outsourcing agents.
• A cogent question: Does Nicaragua need specific funding for a teacher training program?
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5. Private and Public Sectors:
Boundaries and responsibilities between private and public sectors warrant study.
• How can all industry leaders and decision makers work together to build a common action plan?
• Should the government be involved in the creation of standards, funding, and accountability to ensure quality within all the LTO’s?
• Should there be a national organization that will bring trogether the private sector, the
government, and all related parties in the industry for development which serves the country?
These are the issues. The following speakers will provide suggestions and answers relevant
to these issues:
Mr. Allen Ascher – Conversational Competencies in the 21st Century.
Mr. Ascher will address the sociolinguistic competencies, and cultural and pragmatic features
for a second language learner to perform better in the BPO workplace setting using English as a
life skill.
Dr. Saundra McGuire – Metacognitive Skills: The Key to Success for All ESL Students.
Dr. McGuire will discuss the necessary skills that will help teachers to instill the tools for struggling students to acquire knowledge and succeed in their studies and future employment.
Mr. Alfieri Avilan – The Role of Technology in the 21st Century of Skill Building Education.
Mr. Avilan’s presentation will address the use of technology as an essential means to professional
development of teacher training to enhance the quality of English language learners in Nicaragua.
Dr. Bernadette Musetti – A National Model for Teaching and Learning English as a World Language in Nicaragua.
Dr. Musetti will present strategies to create a model for Nicaragua to enhance English learning
proficiency.
Ms. Ana Marcela – ProNicaragua: Which International Marketing Strategy is used to Promote
Call Centers in Nicaragua?
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Ms. Marcela Valladares will provide insightful information on strategies to promote Nicaragua as
a BPO destination.
Ms. Elena Gasol – World Bank – Business Outsourcing and English: An Attainable Solution for
a Prosperous Nicaragua.
Ms. Gasol will provide a unique economic perspective on how Nicaragua can obtain the necessary
support to achieve projected goals.
Ms. María Cecilia Salazar –Closing the Gap between Language Needs and and Attainable Solutions: The Outsourcing Industry is the Key.
Ms. Salazar will address the Philippine model and its effect on the country’s BPO industry and
how language learning and cultural factors were keys to enhancing overall communication.
Mr. Raúl Amador – Grupo Invercasa – The High Demand for English Speakers.
Mr. Amador will give the background to the issues faced by the BPO industry in the region, with
analysis and suggestions.
Mr. Douglas Arróliga – Keiser University – Lessons Learned from the IDB Project.
Mr. Arróliga’s presentation will deliver the lessons learned from the IDB project.  The project provided key information to reinforce the program and how outcomes can contribute to improving
the service of LTO’s to BPO.
Ms. María Alejandra Mora – Keiser University – What Do Other Countries Do to Promote Call
Centers?
Ms. Mora’s presentation will show statistics and relevant data from the outsourcing industry in
Latin American program countries that are using specialized skill training to attract investments
from outsourcing businesses with associated economic enhancement of all parties.
…………………………………………………………………...........................................…………………………………
Now, before our guest speakers actually take their turns at the podium, I think it is also important to mention that at Keiser we will be initiating an advisory committee and employing instructors with PhD’s for our English Language Training Program. There will also be
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• One full scholarship for our ELT Certification program –Pearson and Keiser.
• Raffles during the conference.
Keiser will also be producing a Newsletter, and we will continue publishing the Nicaraguan
English Language Learning Journal.
Finally, do not forget next year’s conference: Certification, Accreditation, and Standardization: The Key to LTO Success. This will be held on July 28th, 2016.
I now invite our first guest speaker to the podium.

Developing a New Strategy Integration of Talent, Technology, and
Language: An Action Plan for Stakeholders
By Raúl Amador

Nicaragua: Outsourcing Industry’s General Facts
• Currently more than 20 outsourcing companies export their products to North
America, Latin America, Europe, and Asia.
• However, back in 2003 only 12 agents marked the beginning of an industry that
today provides job to approximately 6,000 employees.
• These outsourcing companies in 2014 alone exported above US$ 84 million.
• They have invested US$ 45 million in salaries.
• To create a seat, companies invested an approximate rate per position of US$
11,833 within infrastructure and facilities alone.
• This investment represented above US$ 71 million in the country’s FDI during the
2006-2014 period.
The above stated information is not just an opportunity but a reality. Still, the question remains: Is our country and industry ready to grow? More importantly, will our institutions be
ready to cope with the demand?

Industry Growth Comparison
Tholons the leading firm for Global Outsourcing and Research first included Nicaragua in its
Tholons Top 100 Outsourcing Destinations Ranking in 2013. By 2015, Nicaragua had climbed 12
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positions in the ranking. In two years only our industry was able to grow in interest and attention.
Though Nicaragua has joined Central American countries, it does not compete with established
markets such as India, the Philippines, and Mexico. Indeed, Nicaragua captured only 0.22% of
the available share market (World Bank).
One important aspect to note is the BPO’s Industry Growth in Nicaragua versus the New
English Speakers Offer. Though every year more students graduate from the different Language
Centers, they do not fully meet the requirements of the BPO Industry. The observed Advanced
English Grads per Year number is still low according to Pro Nicaragua in their August 2015-2014
report. In fact, there is a gap between the number of graduated students and the number of those
who are hired by the BPO Industry.
The chart below summarizes the existent gap between the New English Speakers Offer and its
Demand.

Source: Pro Nicaragua – Nicaragua, Let’s Grow Together! August 2015-2014 Data Estimated

The Challenge
The current market trend and the BPO industry have set a three-point challenge to all parties
interested in improving our current situation in the following three years. First is the need for
employment to grow from 3,000 to 12,000 employees just within the BPO Industry. Second is the
need to increase salary investment from U$ 45 million to U$90 million. Third is the need to raise
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exports from U$ 84 million to U$190 million. One essential element in achieving these challenges
is being able to enroll 7,000 new learners per year and graduate 2,000 English Proficient users to
properly feed the BPO Industry demand.

Exports Comparison: Why do we need to break tradition and think outside box?
Nicaragua’s industry and per capita relies on the production of agricultural products. Indeed
every year a significant number of farmers at all levels prepare the land to crop their products.  
One vivid example has been the Coffee Industry. In the last 150 years has been able to create
an estimated investment of U$ 360 million in exporting revenues. 300,000 people have been
employed at the different levels of the Coffee Industry which has generated between U$ 80-90
million in salaries in these 150 years of coffee tradition.
On the other hand, the Outsourcing Industry in only 12 years has required 6,000 employees
to produce US$ 84 million export revenues, 22% of the total coffee production in 150 years of
existence. If the 12,000 employee mark were to be met, in the next three years we would add US$
190 million to the country’s GDP.
Table 2

Source: Grupo Invercasa’s Research
To Overcome the Challenge:
As a country, we need to become a sustainable option by
1. Providing a qualified labor force able to provide non-commoditized “value added”
services to the market.
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2. Increasing the number of Advanced/Business English Language graduate at a 25%
minimum of all ESL graduates to meet the anticipated demand while simultaneously
increasing the gross of ESL graduation rates.
3. Joining all entities: World Bank, Inter-American Development Bank (IDB),
Nicaragua’s US Embassy, Language Centers, COSEP, The Public Sector (MINED,
INATEC, Ciencia y Tecno), PRO Nicaragua, Private and Public Universities, BPO’s,
KPO’s, and ITO’s
4. Combining efforts, there are more than 40 bilingual schools in Nicaragua that
could participate in training the required proficient English speakers; however, the
only existing financing program has faced difficulties.
A failure to meet near-term demand will result in loss of momentum and wasted opportunity for
Nicaragua.
In sum, we suggest the next Action Steps:
1. Establish a public/private National Council to develop and implement a strategic
plan for ensuring the availability of well-trained bilingual human resources to
support both Business and Knowledge Process Outsourcing Industry in Nicaragua.
2. Formalize a large scale “Conditional Cash Transfer “plan guaranteeing payment to
certified institutions that provide qualified ready to hire individuals.
3. Expand Scholarship programs to study Advanced/Business English as a Second
Language (ESL) for identified potentials.
4. Develop national English Language programs with a standard structure for the
Outsourcing and Tourism Industry.
5. Establish professional programs at the University level for Business Process
Outsourcing: Certificate, Bachelor, and Master’s Degree.
Since poverty and underdeveloped economies are the primary source of social problems, taking
these actions will foster a healthier society both socially and economically. Private Investment is
the solution; therefore, Nicaragua needs a strategy and an action plan for all stakeholders so that
people can work together… create true opportunity for our country and its people.
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Business Outsourcing and English: An achievable goal for a
prosperous Nicaragua
By Elena Gasol Ramos, World Bank Group

Business Process Outsourcing in Nicaragua has evolved into a principal strategy for
international companies searching for operational cost reduction and risk diversification due to
its excellent investment opportunities. This industry continues to grow in the country, where
there are currently more than 20 companies providing services in English to foreign countries
and jobs to nearly 6ooo talented employees.

What is the current situation in Nicaragua?
Nicaragua’s population reaches 6.1 million and 76 percent of the people are under 39 years
old, which results in the availability of a young and dynamic labor force. In addition to that, 50%
of the university students interviewed1 have expressed interest in working in the BPO industry.
The main reasons why these young people want to be part of this industry are salary, the option
to combine work and studies, and career development. On the other hand, 92 % consider that
they do not have sufficient technical capacities and 90% consider that their English level is not
sufficient to work in BPO’s. 72% of the ones that have tried working in a call center did not get in
because of their low proficiency level. Out of the ones that have not tried, 54% do not know what
this industry is, and 64% did not get a certificate in English in the last two years.
This industry has considered four elements and created a profile for each of these2 The first
component is the student profile in which 21% of the learners fulfill the industry requirements.
64% does not get training because they lack resources; only 53% among those have a maximum
$250 per year that they can invest in preparatory courses. The next element is the English level.
Regarding this, 78% of students reach A1 and getting them to C1 would take 12 months; 25% of
English teachers have C1, and only 33% are certified English trainers. The third element refers
to sales, exports, and rotation. In the case of BPO’s, 51% of them exports, 50% invests more
than $200 for hiring, and firms with more than 1000 agents have a rotation over 50% a year.
As to ITO’s, 57% of them exports, 48% hires bilingual employees, and there is a rotation of 8% a
year. The last element relates to the current services that this industry offers. 62.5% provides call
center services; 50% runs as technical support; 37.5% serves as back office, and 37.5% carries out
IT services.

1
2

World Bank Survey. August 2015.
Reference: Table 1. Outsourcing Services Statistics
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What has been done in other countries?
An exemplary model to consider is the program MexicoFirst. This program was the result of
a partnership between the Mexican Ministry of Economy and the World Bank. It pursues the
generation of human capital to strengthen labor supply, so as to facilitate the development and
competitiveness of Mexican companies and attract foreign investments.
MexicoFirst can achieve this by promoting the availability of human capital with the skills and
capabilities needed to provide high added value offshore services, expanding English language
teaching, and facilitating access to training and certifications.

What can be done in Nicaragua?
Nicaragua’s opportunity resides in managing how to match English and other skills with the
needs of the industry.
A current program is Nicaragua CARCIP3. It aims to increase access to regional broadband in
Nicaragua and the Caribbean region and to promote the development of the IT/ITES industry.4
The Information Technology Services and Technology-Enabled Services (IT-ITES) industry
has an opportunity for growth if many parties take actions. In 2013, according to ProNicaragua5,
investments in the outsourcing IT-ITES sector exceeded US$64 million and generated about
6000 jobs. Local software providers are scarce, small and concentrated in Managua. The biggest
component of cost in the IT services and ITES industries is labor, and Nicaragua has a competitive
advantage in labor cost.
The objectives of CARCIP fully align with the World Bank’s Country Partnership Strategy
for Nicaragua, especially in supporting the strategic area II: “Raise incomes by enhancing
competitiveness and diversifying exports.” With the right policy mix and clear government
commitment, the IT-ITES sector can be developed, thus offering the country a distinct opportunity
to improve competitiveness and generate employment in an industry of high added value.
Globally positioning Nicaragua as an IT-ITES provider requires working regionally to shape a
stable platform that gives certainty to investments, and to cope with larger projects.

3 Project Information Document for the Caribbean Regional Communications Program
4 Reference: Table 2. Nicaragua CARCIP Description
5 Outsourcing Services. ProNicaragua, 2014.
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Table 1. Outsourcing Services Statistics

Table 2. Nicaragua CARCIP Description

Nicaragua CARCIP
Development Objective

Type of IT/ITES employment

Subcomponent 1aEnabling environment
Infrastructure

Multinationals
Investment promotion and
incentives

Niche IT/ITES Startups

Online Outsourcing

Enabling environment (gap analysis, including legal and regulatory)

BF BPO space
Subcomponent 1bBroadband
Subcomponent 2a – Skills
development

ICT-led
innovation

To increase access to regional broadband networks in Nicaragua and the Caribbean región and
to promote the Development of the IT/ITES industry

Subcomponent 2bInnovation Ecosystem

Increase Access to regional broadband networks (Caribbean)
Technical+ Language + Soft-skills
Innovation and Entrepreneurship
Freelancing skills and online job
platforms
ICT based open innovation
(university-industry platform)
Coworking and innovation spaces

Implementation
support

UCP, M&E
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PRONicaragua’s Work and Contribution
to Nicaraguan Economy
by Ana Marcela Valladares

Created in 2002 as a project of the United Nations Development Program (UNDP),
PRONicaragua is the Official Investment and Export Promotion Agency of the Government of
Nicaragua. This agency recently participated in the second edition of the English conference
organized by Keiser University to make itself known to the attendees of this significant event and
spread the word about the nature of its work.
Throughout the years, the agency has played a significant role in a government-sponsored
development effort aimed at reducing poverty, fostering the country’s sustainable development,
and promoting Nicaragua as a safe and stable destination for foreign investment. Also,
PRONicaragua has significantly contributed to the improvement of the business climate to
encourage foreign investment, create employment opportunities, transfer technology, and
improve the population’s quality of life.
Additionally, PRONicaragua has spared no effort to incorporate new and innovative
promotional strategies, as well as other activities that guarantee the inflow of more foreign
investment projects that promote gender equality in a socially and environmentally responsible
fashion. Since PRONicaragua has implemented some of the best investment promotion practices
of its kind, it has earned a series of recognitions by prestigious international institutions related
to the topic.
The Nicaragua-based business development agency provides a variety of complimentary
services to investors interested in exploring business opportunities in Nicaragua. Among such
services, the following can be listed:
• Complete and relevant information on business opportunities in Nicaragua through
tailor-made packages.
• The arrangement of country visits to meet with institutions and key companies in the
sector of interest.
• Facilitation services throughout the entire investment process, providing contacts and
guidance.
• Assistance in finding local businesses to establish joint ventures and identifying suppliers
27

and other forms of business alliances.
• Aftercare services to offer solutions to the main problems affecting the development of
companies.
During the conference arranged by Keiser University, PRONicaragua highlighted its
contribution to the economic growth of Nicaragua as well as the country’s high-security levels. In
terms of employment, the outsourcing industry in Nicaragua began operations with 12 agents in
2003. Today this industry employs more than 6,000 people. Moreover, there are more than 20
outsourcing companies in the country exporting a broad range of services to U.S.A, Europe, and
Latin America, varying from customer service to software development.
Also, Keiser University has partaken in an English program, implemented by the National
Commission of Free Trade Zones (CNZF, for its acronym in Spanish) together with the InterAmerican Development Bank (IDB). The overall objective of the program was to improve
Nicaragua’s competitiveness in the outsourcing services industry and to meet the ever-growing
demand for English speakers for the call center industry.
PRONicaragua’s performance has been subject to evaluations carried out by some international
organizations and in the 2015 Tholons Top 100 Outsourcing Destinations ranking, Nicaragua’s
capital city, Managua, climbed four places to occupy the 83rd position. The country has ascended
12 places since the first time it was featured in this index in 2013.
Another achievement in terms of economic growth is the fact that in 2013, Nicaragua reached a
gross domestic product (GDP) of US$11,256 million, which represents an increase of 4.6 percent.
In turn, GDP per capita was US$1,831 experiencing a growth of 4.4%.
Stability and security are additional improving factors. In 2015 Nicaragua ranked as the
third safest country in the Central American and Caribbean region in the Global Peace Index
(GPI), (Vallardes). The report measures factors such as the level of safety in society, the level of
international conflicts and the degree of militarization.
According to an article posted by PRONicaragua in 2013, among the Central American countries
in 2013, Nicaragua held number two after Costa Rica, in the 66 position, while Guatemala was
number 109, El Salvador number 112, followed by Honduras at number 123 (Nicaragua Remains).
Like GPI, other prestigious institutions have recognized Nicaragua not only as one of the safest
destinations in the region but also as a country with an excellent business climate.
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In brief, Nicaragua has experienced a sustained economic growth over the last few years. Due
to the favorable conditions it has been offering to ease initial investment as well as the country`s
high levels of security, this Central American nation has turned into an international attraction
for foreign investors.
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Metacognitive Skills: The Key to Success
for ALL ESL Students
by Saundra Yancy McGuire, Ph.D.
Abstract
Learning English as a second language requires more than good instruction, a positive
attitude, and expenditure of effort. It requires that students use appropriate learning strategies
to master the material. Because most students have not learned how to learn or how to study,
it is important for instructors to teach them how to learn. This interactive session presents
several metacognitive learning strategies, based on cognitive science research, that can be
taught to students enrolled in ESL courses at any level, regardless of academic preparation. The
strategies are easy to implement and can result in rapid improvement in performance when
applied consistently. When students see positive results after implementing the strategies, their
motivation increases, and students who appear to be doomed to failure begin to excel.
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Introduction
Metacognition, a term coined by John H. Flavell (1976), can be simply defined as thinking
about your own thinking. I always say to students, “It’s like you have a big brain outside of your
brain looking at what your brain is doing.” When students employ metacognition, they become
consciously aware of themselves as problem solvers, and this enables them to actively seek
solutions to any problems they may encounter rather than relying on others to tell them what
to do or to answer their questions. As they make the transition from being passive learners to
proactive learners, students gain the ability to monitor, plan, and control their mental processing.
Because most students do not engage in metacognitive thinking without specific instruction,
teachers must help students make the transition from shallow thinking to deeper thinking. In
order to reflect on effective metacognitive learning strategies to teach students, teachers reflect
on the circumstances under which they learned the structure of English. It might have been
talking with a native English speaker, or listening to others speaking English, or learning the rules
from a textbook.  In order to help students learn more efficiently teachers must help students
understand that learning English is a process, not merely an activity. Students must understand
that effectively receiving English (reading and listening) is a different challenge than producing
English (writing and speaking). There are different skills involved in each, and students need to
know how to monitor whether they are mastering the skills.

Helping Students Develop Metacognitive Skills
One way to help students develop metacognitive skills is to have them reflect on two questions:
1. What is the difference between studying and learning?
2. What requires more effort – studying to make an A on a test or preparing to teach the
test material?
Most students indicate that studying often involves simply memorizing information that will
be regurgitated, whereas learning involves understanding the material so that it can be applied
in novel situations. They also state that preparing to teach the material requires more effort
than trying to make an A on a test. It is important for teachers to set up situations in which
students can teach each other the material and monitor to some degree that they have mastered
the content. This is metacognition in action.
In order for students to read effectively they must be taught the skills that are essential to
critical reading. These involve:
• Previewing before reading
• Activating relevant prior knowledge
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• Constructing mental images
• Self-questioning
• Comprehension monitoring
• Summarizing
• Connecting new material to prior knowledge
These steps may be recognized as similar to those in SQ3R (or 4R or 5R), listed below.
• Survey (look at intro, summary, bold print, italicized words, etc.)
• Question (devise questions survey that you think the reading will answer)
• Read (one paragraph at a time)
• Recite (summarize in your own words)
• Record or Write (annotate in margins)
• Review (summarize the information in your words)
• Reflect (other views, remaining questions)
When students start using metacognitive strategies their performance can rapidly and
dramatically increase, as was the case for the two students shown below.
• Travis, junior psychology student
47, 52, 82, 86		
B in course
• Maryan, freshman, art history
57, 87			
B in course
The bolded underlined scores are those achieved after the students were taught metacognitive
learning strategies. Travis increased his reading comprehension and retention by using critical
reading strategies, and Maryan learned to use patterns and concepts in identifying artwork
rather than trying to memorize each and every painting she needed to identify. Having effective
strategies is often the difference between failing and excelling in a class.
There are several excellent books that discuss metacognitive learning strategies and that
present information about what research has taught us about learning. Three of the concepts
emerging from the research are shown below.
• Active learning is more lasting than passive learning
-- Passive learning is an oxymoron (Cross, Patricia, “Opening Windows 			
on Learning” League for Innovation in the Community College, 				
June 1998, p. 21)
• Thinking about thinking is important
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Metacognition is important to discuss with students (Flavell, John, “Metacognition and
cognitive monitoring: A new area of cognitive–developmental inquiry.” American
Psychologist, Vol 34(10), Oct 1979, 906-911.)
• The level at which learning occurs is important
- Bloom’s Taxonomy (Bloom Benjamin. S. (1956). Taxonomy of Educational Objectives,
Handbook I: The Cognitive Domain. New York: David McKay Co Inc.)
Bloom’s Taxonomy and the Study Cycle
One particularly effective way to present the different levels of learning to students is through a
discussion of Bloom’s taxonomy (shown in Figure 1), which can represent a hierarchy of learning
levels. When introduced to the taxonomy students readily see that they have been operating at
the lowest levels of remembering and understanding, whereas deep learning requires them to be
at applying, analyzing, or higher. Once aware of Bloom’s Taxonomy, the students are prepared to
practice monitoring their learning levels.

Figure 1. A revised Bloom’s taxonomy of educational objectives, here shown modified (with
permission) from http://ww2.odu.edu/educ/roverbau/Bloom/blooms_taxonomy.htm
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The Study Cycle
After students have learned about Bloom’s Taxonomy, and have become aware of the need to
move higher, they can be taught a specific strategy to promote this movement, namely the Study
Cycle (shown in Figure. 2), adapted from the Preview-Learn-Review-Study system developed
by Frank L. Christ. The Study Cycle gives students a very concrete strategy that they can implement to improve their study skills and to monitor their learning strategies.

Figure 2. The Study Cycle, based on Frank L. Christ’s Preview-Learn-Review-Study System
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Teaching Unprepared Students
Because classes will have students with a range of academic experiences, there will be students
who are not prepared for the rigors of the course. This does not mean, however, that these students cannot be successful.  In Teaching Unprepared Students Kathleen Gabriel provides a number of effective strategies for helping unprepared students succeed.  (Gabriel, Kathleen F.  (2008)
Teaching Unprepared Students.  Sterling, VA:  Stylus Publishing)
Several of the strategies she suggests are listed below.
• Establish High Expectations
• Emphasize Consistent Contact
• Determine Students’ Learning Styles
• Define Student Success
• Clarify Student Responsibility
• Establish a Learning Community of Scholars
• Meet Students Where They Are
• Interweave Assessment and Teaching
We have seen in the cases of Travis and Maryan that students can go from failing to excelling
when they acquire learning strategies. When teachers implement the recommended strategies
when working with unprepared students the results are often nothing less than amazing!

Mindset Matters
When students learn the reason for their underperformance, and are provided with specific
strategies, they change their mindset from thinking that they are not smart enough to excel, to
one that attributes their lack of success to lack of effort. This is consistent with the work of Carol
Dweck, as reported in Mindset: The New Psychology of Success. (Dweck, 2007). The view that
intelligence can be increased is supported by David Shenk in his book The Genius in All of Us:
Why Everything You’ve Been Told About Genetics, Talent, and IQ Is Wrong (Shenk, 2010).
Dweck found that most people have one of two views about intelligence – either that it is relatively fixed from birth or that it can developed by learning new skills through dedication and
hard work. The mindset a person adopts determines their responses to a number of situations,
as shown in the chart below.
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Figure 3.
Impact of Mindset on
Response to Situations

Although most students appear to have a fixed mindset about intelligence it is often possible
to change it by showing them that the success of other students was due to hard work and not
innate ability. When teachers allow students to share the strategies that they have used to excel
in class the less successful students will often try those strategies themselves. When they do and
are successful, their success helps them understand that the implementing the strategy is what
caused the success, not the amount of intelligence they think they have.
Changes Teachers Have Made that Improved Learning and Performance
When teachers change what we do in the classroom in order to help students engage in metacognitive learning, more students are successful. Some of the changes that will encourage students to be more metacognitive are listed below.
• Present one class session, after test one, on metacognition, Bloom’s Taxonomy, and the
Study Cycle
• Teach students about mindset
• Increase the frequency of tests and quizzes, and require students to analyze why they
missed the items they missed
• Allow students to teach each other in pairs or small groups
• Start with an appropriate level of difficulty and increase gradually
• Allow students to share effective learning strategies
Some of the most frequently used techniques by good language learners are listed below:
• Having contact with native speakers
• Listening to radio, T.V., records, movies, commercials etc.
• Reading anything: magazines, newspapers, professional articles, comics, etc.
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• Repeating aloud after teacher and / or native speaker
• Making up bilingual vocabulary charts and memorizing them
• Following the rules as given in text books
• Having pen-pals

Teachers Can Significantly Increase Student Learning
Teachers can increase the learning of students at all levels by teaching students that learning
is a process, providing students with specific metacognitive learning strategies, encouraging students to persist through failure, not allowing students to judge their potential on past performance, and encouraging the use of metacognitive tools. When teachers focus on providing students
with metacognitive skills and reflect on making their instruction more metacognitively engaging,
all ESL students will have chance to excel!
References
Anderson, L. W., Krathwohl, D. R., Airasian P. W., Cruikshank, K. A., Mayer, R. E.,
		
Pintrich, P. R., Raths, J., & Wittrock M. C. (2001). A taxonomy of learning
		
teaching and assessing: A revision of Bloom’s taxonomy of educational
		
objectives. New York, NY: Longman.
Bloom, B.S. (Ed.). (1956). Taxonomy of educational objectives.  The classification of
		
educational goals. Handbook I: Cognitive domain. New York, NY: David
		McKay.
		
Bransford, J.D., Brown, A.L., & Cocking, R.R. (Eds.). (2000). How people learn:
		
Brain, mind, experience, and school. Washington, DC: National Academy
		Press.
Christ, F. L. (1997). Seven steps to better management of your study time. Clearwater,
FL: H & H Publishing.
Cook, E., Kennedy, E., and McGuire, S. Y. (2013). Effect of teaching meta
		
cognitive learning strategies on performance in general chemistry courses.
		
Journal of Chemical Education, 90, 961-967.
Dweck, Carol (2006) Mindset: The New Psychology of Success. New York: 			
		
Random House Publishing.
Flavell, J. H. (1976). Metacognitive aspects of problem solving. In L. B. Resnick 		
		
(Ed.), The nature of intelligence (pp. 231-236). Hillsdale, NJ: Erlbaum.
Gabriel, K. F. (2008). Teaching unprepared students. Sterling, VA: Stylus Publishing.
McGuire, S.Y. and McGuire, S.N. (in press) Teach students how to learn. Sterling, VA: Stylus
		Publishing.
Robinson, F. (1946). Effective study. New York: Harper and Brothers.
Shenk, D. (2010). The Genius in All of Us: Why Everything You’ve Been Told about
Genetics, Talent, and IQ Is Wrong.  New York:  Doubleday Publishing.
36

Conversational Competencies for
the 21st Century
by Allen Ascher
If our goal for English learners is the ability to successfully engage in conversation, we need
to consider the competencies they need to develop to achieve that. The Common European
Framework for Reference (CEFR) bases its “Can Do” statements on the following sub-categories
of communicative competence: linguistic competence, sociolinguistic competence, and pragmatic
competence. However, in an EFL setting-- where students have a limited amount of time in
English class each week with limited exposure to English and limited opportunities to practice it
outside class—the achievement of communicative competence can be daunting unless we mitigate
those limitations in our lessons. Furthermore, as English has shifted in this century from being
treated as a foreign language to a basic life skill—one that is just as necessary today for a good
job as the development of basic computer skills-- getting beyond simply learning about English
to actually communicating in English is crucial to learners’ academic and professional success.
To put it simply, English communicative competence is an economic necessity in a competitive
global economy. The role of English as an international language, increasingly used as a lingua
franca between non-native speakers from a multitude of cultural backgrounds, also demands that
learners develop the skill of cultural fluency, whether they use English with visitors in their own
home country or use it abroad.
Linguistic competence. This is usually understood to mean knowledge of and mastery of
grammar and vocabulary. Linguistic competence has traditionally been the standard by which
language proficiency has been measured--usually through standardized tests focusing on grammar
and reading. In fact, achieving linguistic competence, while important, doesn’t guarantee one’s
ability to understand or communicate in spoken English. As an example, universities in the U.S.
and Canada relied for many years on the original version of the TOEFL exam as a test of linguistic
competence, but they often discovered that many students who had achieved high scores could
not speak or understand a word of English. The institutions had no choice but to place these
students in their intensive English language programs before they could be admitted to regular
university classes. The TOEFL exam was eventually revised to broaden its scope. However,
traditional classes continue to produce English-learners with a reasonable degree of linguistic
competence but lacking communicative competence.
Oral dialogues, which are used to introduce spoken English, have failed as well. Too often they
simply bombard learners with grammar or unrelenting questions and answers. Such dialogues
do not provide models of authentic conversation nor do they generate authentic practice. The
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purpose of presenting conversation models in class is to support social interaction, not merely
to illustrate grammar. (A good grammar presentation with examples and exercises is a more
effective medium for that.) When a classroom conversation sounds more like a grammar drill
or an interrogation than a social interchange, learners miss the opportunity to see and hear how
speakers use language socially. To develop learners’ linguistic competence, well-constructed
conversation models need to focus on a communicative goal and integrate target grammar
and vocabulary with social language—language “chunks” that signal social intent and keep
conversation running smoothly.
Sociolinguistic competence. Sociolinguistic competence is the ability to interpret and
communicate social meaning. Because learners in an EFL environment won’t get exposure
to social language or opportunities to practice it outside of class, it’s hard for them to develop
sociolinguistic competence without intensive in-class practice and manipulation of conversation
models that contain chunks of authentic social language. Inclusion of practical social language
teaches strategies for successful interaction. The development of sociolinguistic competence is
so important to communicative competence that its development should be a central goal of any
EFL program. Consider this exchange on the phone:
A: Hi, Hannah! What are you doing right now?
B: Actually, I’m doing the laundry.
A: Oh, I’m sorry. Should I call you back later?
Hannah could have simply replied with, “I’m doing the laundry.” But because she has begun
her answer with “Actually,” she is politely communicating that she is in the middle of doing
something. The caller now understands that she has interrupted Hannah. The expected social
response, which is to apologize, follows. This sort of expected social strategy is most effectively
taught through a conversation model. If, on the other hand, the conversation model had lacked
the use of “Actually,” and Hannah had answered the question simply with “I’m doing the
laundry,” the caller wouldn’t have known that Hannah didn’t want to stop what she was doing.
The conversation would have modeled no more than a grammatical question and answer and
wouldn’t have contributed to the student’s development of sociolinguistic competence. Being able
to use social language in this way distinguishes the merely linguistically-competent learner from
one who is both linguistically and sociolinguistically competent.
How can we help learners develop sociolinguistic competence? One effective means of doing
that in the EFL environment is to shift from “dialogues” to conversation models. A dialogue is
basically a reading written in the format of a conversation script and, even if it reflects authentic
language use, it always remains “someone else’s” conversation. Dialogues are notoriously
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impossible to change and personalize for that reason. A conversation model, on the other hand,
is designed for learners to make the conversation their own-- by adapting it and personalizing
it with their own information and ideas. Such personalized practice becomes a rehearsal for
language use in real life-- an opportunity to remember and use appropriate social language as
well as to reinforce vocabulary and grammar.
Pragmatic competence. This is the ability to negotiate and adapt during interaction. As an
example, a beginning-level learner’s ability to deal with a communication breakdown by asking,
“Could you please repeat that?” or “What does X mean?” demonstrates some level-appropriate
pragmatic competence.
Consider this exchange, designed for intermediate-level learners:
A: I had an accident.
B: Oh no! Are you OK?
A: I’m fine. No one was hurt.
B: Thank goodness.
In B’s first line, he or she expresses concern in response to A’s bad news with “Oh no!” This
is highly practical social language that a learner can transfer to a variety of other contexts as an
appropriate response to bad news. In B’s second line, in response to “No one was hurt,” he or
she expresses relief with “Thank goodness” —another very practical, and transferable, chunk of
social language. In summary, the exchange teaches learners two different social responses—one
to bad news and one to good news. An opportunity to develop pragmatic competence occurs when
we ask learners to change and adapt the model. Low pragmatic competence might result in B’s
inappropriate response to A’s detail below (*):
B: Oh no! Are you OK?
A: Actually, I had to go to the hospital.
B: Thank goodness! (*)
Clearly, an important aspect of developing pragmatic competence is the promotion of active
listening. Learners need to pay attention as they practice conversation, in order to respond in a
socially appropriate manner.
Pragmatic competence can also be further developed through improvisation. Learners need
to be encouraged to continue speaking beyond a conversation model by extending it with other
details. To do so, they can ask more questions, provide more information, expand the topic, etc. In
the process, they will have to pay attention to the other speaker in order to respond appropriately,
which in turn will increase their pragmatic competence.
39

The importance of intonation in developing communicative competence.
Typically, learners practicing conversations in class read their lines in monotone and show little
engagement with what they are saying. However, if a learner says “Oh no!” with no emotional
impact, it doesn’t successfully communicate concern. If a learner signals he or she is busy with
“Actually,” but doesn’t sound friendly, it can come across as rude. So a crucial part of developing
communicative competence for conversation involves practicing socially-appropriate rhythm
and intonation. The importance of listen and repeat, so that learners can mimic and approximate
authentic delivery of each line in a conversation model, cannot be exaggerated. In addition,
socially appropriate intonation should be expected in their own conversations.
Cultural fluency. Finally, in the context of conversational competencies, the topic of cultural
fluency—which can be viewed as a sub-category of pragmatic competence-- cannot be ignored.  
When we consider the fact that the majority of exchanges in English across the world are between
non-native speakers—and that in Asia alone there are more English speakers than in the U.S., the
U.K., and Canada combined—all English learners today need to develop the skill of being able to
successfully communicate across a variety of cultures (not just with speakers from the “mother
country”). Learners need: (1) to be exposed to a variety of native-speaker and non-native-speaker
accents, (2) to be able to engage in small talk and the kind of social exchanges required when
speakers from different backgrounds meet, (3) to know how to avoid the potential embarrassment
cultural differences can present, (4) to be more aware of potential cultural differences, know how
to inquire about them, and be prepared to explain their own culture and traditions to others.
As Nicaragua finds itself in an ideal position to develop its BPO industry, a national commitment
to the development of these conversational competencies among its English learners will further
ensure a more competitive edge. A steady supply of competent and proficient English speakers
will attract jobs and lead to further economic growth.
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National Model for Teaching & Learning English as
a World Language in Nicaragua
by Bernadette McCormack Musetti

Abstract
This presentation addressed the need for a coordinated, yet multi-pronged approach to teaching
and learning English as a world language in Nicaragua. Suggestions for approaches toward
designing various options for a national model involving a confluence and synergy of initiatives
across levels and sectors is relevant. The role of partnerships represent a high consideration —
both within and across sectors and levels; research and development centers and repositories;
state of the art on-line and residency/face-to-face learning opportunities and professional
development; industry and teacher certification options; English for Specific Purposes courses;
as well as possible national level efforts to support the teaching and learning of English as a
world language in Nicaragua, such as scholarships, research and practice clearinghouses, grants,
and exchange programs. Multiple research-based recommendations and promising trends and
practices were shared as well.
This presentation began with a description of the scope addressed within the conference
presentation, as well as several disclaimers and caveats regarding the teaching of English as a
world language, including its often politicized, contested and at times hegemonic role, in what is
currently a flat and fast integrated global economy. One of the many functions served by education
is undeniably workforce development, but the most efficient way to learn a language is through
meaningful content and authentic, situational contexts, with an actual communicative need.
One recommendation is to conduct a needs assessment of existing programs that teach
English as a starting point in order to add layers of certainty that whatever model implemented
is useful, meets the needs and addresses the realities and the lived experiences of all the primary
stakeholders. The suggestion for driving questions might include: What is the state of English
language teaching at various levels? Where are the strengths and weaknesses? What should
be expanded, abandoned or restructured? How well are these different programs developing
communicative competence/speaking skills or academic English where that is the goal? Are there
benchmarks or standards?
A multi-pronged approach spanning short, mid and long-term strategies was suggested and
included strengthening existing pathways, while creating new paths to reaching high levels of
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teaching and learning English in higher education, K-12, vocational education, the private sector
and through community-based organizations as well as through efforts at the state or national
level. Suggestions for partnerships across these sectors might hold high potential and yield
promising outcomes.
Specific strategies suggested included creating or otherwise adopting standard benchmarks
and standards for the teaching and learning of English, offering English for Specific Purposes
courses in areas of high need, creating more bilingual schools with fully bilingual and bi-literate
teachers. Also, the creation of a ‘seal of bi-literacy’ designating that a secondary student has met
a high level of literacy in two or more languages, strengthening teacher preparation, creating
career and partnership academies in high schools, offering on-line and face-to-face professional
learning opportunities for teachers and students, providing more scholarships at all levels,
establishing intensive immersion residential ‘language houses’, and creating an Interagency
Council to convene key stakeholders and coordinate efforts to improve the teaching and learning
of English across sectors and levels.
Suggestions to make efforts at the federal level might include  the creation of an Office of World
Languages, which would serve to promote the teaching of world languages in Nicaragua through
funding language study at all levels (K-20), establishing immersion/bilingual schools, creating
a national clearinghouse for program models and strategies, funding research and development
centers at universities and educational laboratories for state of the art materials and resources for
high quality pedagogy and standards-based teaching. In addition, establish exchange and study
abroad programs for students and teachers to improve their language skills.  Such an office could
establish large-scale grant programs linking higher education to K-12 in partnerships, creating
demonstration sites for exemplary practices.
Regardless of the path Nicaraguan institutions must create steps towards the enhancement of
English language teaching in the country.
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The Role of Technology in the XXI Century of Skill Based Education:
the Nicaraguan Model
by Alfieri Avilán

Abstract
A century of significant changes and technological advances have influenced the way people
understand the entire world. Technology has been at the center of the tornado of changes,
driving people to interact and learn in ways that people did not imagine were at all possible. This
interaction has affected the learning process. It has led to the understanding of how technology
has become a significant challenge for educators, and institutions. New concepts take place within
a new vocabulary for the 21st century where skills, and learning revolve around digital technology.
However, it is challenging to match traditional educational models to such shift. Understanding
what is necessary to adapt from these changes, the role of technology in the education of the
twenty-first century, and how to recreate programs that match Nicaragua´s need to improve its
quality of life through learning, these are the issues which together form the purpose of this paper.

Introduction
The so-called digital revolution arrived fifteen years ago in a very dramatic and anarchic way.
We have witnessed during these years of technological development how the social, economic,
and medical, among other fields, have grown at a speed that not many of us fail to understand,
much less adapt. Education has also been slow to embrace the change. Educators have just started
to see the needs of looking towards the inclusion of technological tools as part of the repertoire
used to deliver content.
Seemingly, this unrelated use of such resources has generated a dilemma since learners
understand, use and apply technology with radically different approaches; therefore, two
questions arise: How can technology improve learning in the 21st century, and how does this
technological framework adapt to a particular context, Nicaragua?
Before providing answers, it is important to determine how there can be such a divorce in
teacher-learner points of view regarding technology in education. The use of technology without
clear and powerful teaching-learning strategies results in substantial waste. On the one hand,
digital tools and resources have the potential to enable, enhance and accelerate the learning
process in ways that people have never imagined. On the other hand, neither educational
institutions nor educators have fully utilized such potential. Consequently, the need to establish
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clear pedagogies aligned to the proper application of new technologies is critical.
When teachers do not modify regular pedagogical models to teach or learners do not change
their learning ways, not only the possible investment made in technology, but technology itself
becomes irrelevant, as a result, the outcome is the reproduction of knowledge or content or a
more entertainment grounded form of accessing and practicing basic skills.

The Study
It is imperative to understand that the most common concept in the use of digital tools and
resources by learners is entertainment; as a result, it becomes essential to break down a newborn
concept and approach: New pedagogies and in-depth learning.
The concept of new pedagogies summarizes as a new model of associations for learning
between educators and learners, which aims, to the achievement of learning outcomes facilitated
by the access to the digital. New pedagogies can be easily confused or taken as other examples of
methods such as Flipped classroom, or massive online opened courses (MOOC) where learners
receive content via the Internet instead of the traditional print used in classrooms.
The explicit objectives of the new pedagogies are:
- To develop an in-depth form of learning that goes beyond existing content, creation and
use of real life knowledge.
- The emphasis is on the development of the capacity of learners to regulate their own
learning processes and understanding what to do with them as well as the learning process
per se, rather than the complete delivery of great deals of content.
- Outcomes of the learning process must be measurable in ways such that, learners can
develop new knowledge, regulate their learning processes efficiently, proactively overcome
situations, and finally, develop responsible citizens and lifelong learners.
These new pedagogies have the potential of including all learners, not only those that are
highly motivated but those that require an extra push. It is critical to point out the role of
the teacher in this new mode that demands a balanced and sophisticated set of pedagogical
capacities. It also requires knowledge and experience with a broad range of teaching strategies
and continuous assessment so that learners can visualize their progress. Within the framework
of the old pedagogies, teachers were valued and assessed based upon their capacities to deliver
content; their pedagogical roles counted for second place of importance. In the new pedagogical
model, educators are evaluated depending on their repertoire of teaching strategies, educational
capacities, and abilities to build associations with learners to enhance and improve learning
processes.
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A first element, new associations for learning, takes a relevant role in the definition of the new
pedagogies. The relationships between educators and learners and their specific roles are the
starting point of all these changes.
Since students can easily obtain vast amounts of information that come from the digital world,
their skepticism towards receiving content from the teacher grows rapidly. Once these students
learn and master basic skills for the traditional learning process, they understand there is much
more out there for them. Boredom, fatigue then take place and reluctance to learn transforms
into misbehaviors, which finally, turns into excessive control or passivity, dysfunctional extremes
in the teaching-learning continuum.
Partnerships among institutions set upon principles of equity, transparency, accountability,
and mutual benefit. The notion of traditional “teacher-centered” classrooms is fading away at a
fast speed. It is being replaced by a proactive learning along with students in contexts where they
can contribute not only with new ideas but with their individual experiences.
Building confidence is another major factor in the success of the useful associations; for
teachers, the effort begins with paying attention to the learners ‘well-being beyond cognitive
achievements. For learners, such efforts represent the opportunity to open doors for a new model
of association where they can discover, create, explore, organize their needs and pursue interests
and goals in a responsible, conscious way.
Finally, to progress in the satisfactory construction of these new associations, two more key
elements need to play a part. Firstly, learners’ ambitions: we as human beings will not find our
passion unless we experience and develop our skills and capacities, meaning, discovering for
ourselves. Secondly, feedback becomes a critical part in the development of favorable associations;
in the new pedagogies, the idea of providing positive feedback to learners and educators is
necessary, and it is the fundamental bond between learning outcomes and in-depth learning
tasks.
One other piece in the puzzle of the concept of the new pedagogies is the emerging roles of
learners and educators, based on observations conducted in different regions of the world and
they serve the purpose of further development. .
Educators (pedagogical capacities) Learners (in-depth learning)
Build trust along with learners and colleagues; seek empathic mentors. Build trust with
teachers and peers; find good mentors.
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Guide learners through discovery; develop their interests and ambitions through in-depth
learning tasks. Explore their goals and interests established in the learning outcomes and
learning tasks.
Set challenging yet achievable learning outcomes and objectives; define clear criteria, which
require creating and applying new knowledge. Develop the capacity to set goals, tasks and
standards for learning success alongside teachers, in the sense of developing teaching-learning
partnerships.
Provide positive feedback and quality stimuli for learners to deal with changes and challenges.
Develop the capacity of self-reflection, and perseverance to face challenges and changes, provide
assertive feedback to peers and teachers.
Develop a set of teaching strategies according to the context and use these for activating
learning. Learn and teach with reciprocity among peers and teachers.
Cooperate with fellow teachers and authorities involved in the learning process to assess the
impact of strategies. Provide feedback to educators regarding learning process, develop own
mastery of learning process and its progress.
Research for and create new and innovative technological tools and digital resources that
allow learners to:
1) Explore new contents, concepts, information and ideas.
2) Motivate students to create new knowledge.
3) Connect with students, peers and experts beyond the classroom setting.
4) Speed up learners´ capacities to conduct their learning processes.
5) Assess and share results of the process. Discover and continuously create learning tools
and digital resources to enable the creation of new contents, concepts, information, and
ideas. Utilize these elements to develop new knowledge, connect with peers and experts
around the world; apply newly gained knowledge, skills and capacities in real life situations.
The second piece within the framework of the new pedagogies, tasks for in-depth learning, is
a central component. However, it is mandatory to clarify the concept of deep learning. Detailed
knowledge is based on the premise that learners should acquire competencies, which prepare
them to be creative, and connected to handle problems and challenges effectively.
In-depth learning tasks derive from the power of the new associations in education; they are
there to motivate learners to practice the learning process through discovery and mastery of
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existing knowledge for its later application in real life situations. Among the goals of these type
of tasks are:
1) To practice the process of learning.
2) To create new knowledge.
3) To apply newly created knowledge.
4) To develop essential skills for future learning.*
5) To develop proactive behavior.
*Key skills for future learning concepts are as follows:
- Character education: honesty, self-regulation, emotional intelligence, hard work,
perseverance, empathy to contribute with others, health and personal well-being.
- Citizenship: global knowledge, sensitivity to and respect for other cultures, active
involvement in addressing issues of human and environmental sustainability.
- Communication: Communicate effectively orally and in written forms using digital and
technological tools, develop capacities for active listening.
- Critical thinking and problem solving: analyze evidence and provide objective opinions,
design and manage projects, solve problems and make effective decisions using a variety of
digital tools.
- Collaboration: teamwork, learn from others, assess different points of view, and
contribute to others learning, develop the skills to participate in social media, empathy to
work with diverse characters and personalities.
- Creativity and imagination: social and economic entrepreneurialism, research for new
ideas, implementation and assessment of such ideas.
The aim of tasks for in-depth learning is to re-structure the learning activities; this means
that such activities shift from being content-centered to developing learners´ capacities to learn,
create and practice their learning processes explicitly and proactively.
Through implementing these types of tasks, students acquire experience in the development
of their ambitions, become more proactive, persevere, and apply knowledge. In a few words, such
works represent a practical and useful bridge that connect learning and doing.
A final consideration, in order for educators to gain the real opportunity to design, implement,
assess the impact of the different teaching and learning strategies, and for learners to actually
develop their capacities to regulate their learning processes, and create and use new contents is
imperative to design an efficient structure for the in-depth learning tasks.
The third and last piece of the concept of the new pedagogies is the tools and digital resources.
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The newly born digital era is changing old paradigms regarding the way organizations perform.
For most of the twentieth century, a vertical hierarchy ruled the standards in massive productions;
this model influenced the organization of educational institutions, which produced standardized
educated humans. Today, economies around the globe—and the people they represent--are
striving to change to a more horizontal model where learning, innovation, entrepreneurialism,
creativity and global cooperation are on top of their priorities; as a result, educational models
are changing as well based on this very same model. It comes as no surprise that in such an
advanced model; technology plays a significant role.   In an educational context, the integration
of the digital component into the concept of the new pedagogies will enable:
1) The discovery and mastery of new knowledge and content.
2) Cooperative and connected learning.
3) The creation of new versions of existing knowledge.
4) Using newly gained knowledge for real purpose tasks and real audiences.
5) The improvement of learners’ autonomy through the development of learners’ abilities
to lead their learning processes.
So far, research shows that the impact of technology on the results or improvement of learning
are still disappointing. Michael Fullan, a researcher at Ontario University, stated that the reason
for such results is the use of technology with traditional pedagogies. Also, the approach in which
teachers have been using technology is more related to communicating or delivering content
rather than creating learning processes.
In the following chart, while the first four categories demonstrate the primary uses of technology
in education, the second group shows a higher utilization of it. Educational institutions rarely
give the proper usage of technology, which would enable deeper learning processes (Murray and
Olcese, 2011).
Technology serves as a medium, which allows learners to discover new content, deepen global
and local cooperation, create and use real world knowledge and finally, it permits educators to
teach students to lead their learning processes.

Discovery of New Contents
The history of education is on the verge of a significant change. Teachers and pupils alike are
showing more and more enthusiasm towards blended learning, the irony in this situation is that
such passion comes from the same source, the boredom of the traditional. All around the world
educators and learners feel stuck because of the necessity to comply with the delivery of excessive
amounts of information reflected in the diversity of curricula, which in the end, is what counts in
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the formal assessments.
The juxtaposition of the latter is the generalized access to content via digital resources and
tools, situation that makes almost all materials and knowledge just a one-click away distance
for learners. As a consequence, learners efforts to get information is a matter of an anytimeanywhere click.
Educators no longer need to deliver vast amounts of personalized content, nor do schools
continue to be temples of knowledge research and delivery. Learning then can focus more on
helping learners to master the process itself, discover new content and knowledge on their own
as well as mastering these, and accomplishing such situations with tools and digital resources.

Collaborative and Connected Learning
The broad access to the tools and digital resources makes in-depth learning more viable
to enhance time and space for learners to connect with teachers, peers, and others in order
to generate new ideas, information, feedback, practical experience, and assessment during
the learning process. Invariably, this process leads to a development of a more social type of
education according to modern research and learning theories. In addition, the fact that learners
use tools and digital resources in a more natural way, allows them to collaborate outside the
classroom and at any moment, creating an environment full of opportunities for them to learn
based on their ambitions and interests. The integration of the digital in the concept of the new
pedagogies represents the possibility of a more inclusive and socially connected form of learning.
This strategy should, in summary, ease the misuse of technology in educational settings.

Creating new knowledge
According to Will Richardson (acknowledged American blogger and educator), “Technology
allows us to intellectually leap and create things of great beauty, meaning, and value instead
of using it solely to communicate and manage learning plans, or delivering knowledge beyond
classroom time and space”.
Creating new knowledge, mastering content and using both contents and new knowledge do
not seem fairly new as a form of learning. Actually, these can be easily achieved without the use
of technology; however, the inclusion of the former can make a more creative environment to
practice the process of building knowledge and apply it in real life, which is on the basis of future
jobs.

Using New Knowledge in Real World Situations
Learners have a pragmatic vision of the learning process; this is because what they gain in
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terms of knowledge must be practical, relevant and applicable, meaning, there must be use for it
not only in the classroom but also beyond it.
The world learners face once they complete their careers is one where they are expected to
do or achieve things without instructions of any type. Then, it becomes extremely important to
prepare them for applying what they learn in a significant real life situation where they have
opportunities to put into practice, skills, knowledge, capacities, values, etc., of course including
tools and digital resources for a more interactive and practical process.

Accelerate Learners’ Autonomy
The ultimate goal of the new pedagogies is to transform students to capable, independent,
self-regulated citizens, able and willing to design and manage lifelong learning. Certainly, it is not
a secure enterprise since it is important to generate a set of sophisticated pedagogical capacities
that allow students to achieve such task. Technology can serve as a medium of supporting and
make this process more visible to all parties involved.
Overall, associations for learning and in-depth tasks should guide the way that technology
plays its role.
The role of technology in 21st century education is one of support of the learning process,
making it more realistic to learners, allowing the discovery and creation of knowledge and its
application to real-time and life situations, developing global cooperation. Finally, tools and
digitals resources enable students to be in charge of their learning processes.

The Nicaraguan model
It is exciting to read about how education and technology advances are merging in many
parts of the world to create a rich and robust learning environment, especially one based on
21st century skills. That Finland and Korea rank between first and fourth place in PISA tests,
and that Singapore has developed a globally recognized math method, warrants attention. Seeing
how most developed economies are investing more in education, which directly influences the
development of a country´s wealth in terms of a better-prepared population with better skills
provides us with a guide, an example of how to take the lead in the transformation of our own
region.
The conditions and contexts of our region differ radically from those that have already
embarked on such changes. Although this truth presents itself as a primary obstacle, there are
institutions and people with the will to face and take on the challenge.
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Last year in Nicaragua an idea for assessing the status of the ELT situation and its impact
on the development of the country came under scrutiny when Keiser University organized a
conference on the issue. The meeting gathered many prominent people that took part of a long
discussion regarding the current situation. The result was a clear picture of what was necessary
to improve and how to do so.
Part of the diagnosis was to establish and conduct a program for professional development
primarily designed for English teachers, the aim, improve teaching skills, strategies and knowledge
in order to produce better learners of the language, prepare them for the job force and increase
opportunities for hiring these candidates.
As this previous assessment took place, an alliance was born, Pearson-Keiser University. At
Pearson, we are devoted to improving peoples´ lives through learning, and we have emerged with
top quality services and products. Keiser, on the other hand, holds a great deal of expertise in the
ELT field; they also have a clear insight on the country´s situation regarding English learning and
teaching.
The proposal is simple; we would unite efforts to create the professional development program
that the country so urgently needs. Such program is XXI century education based, blended,
and there is a notorious investment of technology, it also is adapted to the needs and context
of the country. For this proposal, the selected online-based program was Teacher Development
Interactive (Pearson).
The guidelines of the program designed carefully to meet timelines, content, participants
and assessments. We decided to start with a progressive piloting stage so that results could be
measured and improved and at the same time could create its own sustainability, cascading down
the program to trainers and trainees as to expand the network of well-prepared teachers.
The steps towards the implementation stage involved the recruiting and assessment of trainees,
the selection of a course responsible, the adaptation of the program content to the necessities of
the ELT situation in Nicaragua, the extension of a set of continuous formative assessment not
only online-based but one in which participants had the opportunity for applying knowledge.
Moreover, the development of a clear set of outcomes and learning goals based on the needs of
TEFL improvement was required.
Other elements taken into account for the implementation of the piloting stage included the
current training and academic presentations, the follow up on the application of the learned
strategies, regular meetings for discussion and ideas and knowledge exchange purposes.
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The results of the first stage of the program are promising. The model seems to be in place
and delivering excellent results. The program is now in a second phase a year after its beginning.
Of course, the need for improving it continues. It would be impossible to state that this plan is
bulletproof; there are still things to improve and adapt. However, it can be said that the initiative
is an effective work in progress.
It is important to point out the commitment of all parties involved in such a program, and
the will to transform, adapt and improve in order to match Nicaragua´s reality and change
the opportunities into a tangible better reality remains aa a central tenet. The first steps are
challenging but accepting and embracing them will produce the expected results.

Conclusions
Two main questions were raised in this paper.
First, what is necessary to meet new learners’ needs and current teaching methods? Technology,
as teachers use it today, does not address the needs of the new breed of students. Therefore, space
for implementing new pedagogies is a reality. These new teachings contain three major forces
that drive and lead the use of technology in education. To comprehend the new associations for
learning, educators must reflect upon relationships that enhance real life and lifelong learning.
Moreover, should in-depth learning be characterized by activities in which students create, do,
and apply new knowledge and content in real life situations? The answer is a resounding yes.
Finally, the third aspect of the question centers on the tools and digital resources, which enable
the discovery of new contents, global collaboration, the real application of knowledge to real
audiences and meaningful situations.
Now, the second question:
What is the current role of technology in 21st century education?
The roles of technology in the twenty-first century are:
1) Enabling a real-world learning environment.
2) Allowing learners to create their learning processes.
3) Helping participants to learn in a more social and collaborative scale.
4) When integrated to new pedagogies it liberates the in-depth type of learning.
5) Discovering and creating new contents,
6) Developing creativity and solving problems for future situations.
7) Accelerating learners’ autonomy.
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However impacting and plausible all these situations may seem, they still require a change
in mindsets. There is the need to create effective forms of definite and tangible assessment
that can lead us to a real improvement of the processes that educators decide to take on. One
more issue is the continuous follow up; this can help us persevere and better invest our efforts.
The need for change has arrived; it is time to take proper action, it is also time to join efforts,
expertise, knowledge, capacities, ideas, and information that offer a real opportunity for progress
to Nicaragua.
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Lessons learned from the IDB/CNZF
Project for Call Centers in brief:
By Douglas Arróliga, Academic Dean - Keiser University

(Editor’s note: On brief notice, Dean Arroliga kindly produced the following summation. It is
intentionally synoptic and highly valuable for that same reason.)
Project generalities:
• 1.2 million dollar fund by IBD-FOMIN (2011)
• Provide new jobs to target population in BPO industry
• BPO industry booming
• Target Population:
• Unemployed low-income population
• Ages: 18-35
• Income: less than US$ 9,000/year
• A sustainable training system
• Program launched in July 2013
Objectives of the Project:
• To generate employment opportunities for Nicaraguan youth vís-a-vís the current challenges faced by the BPO industry in Nicaragua.
• To train 600 people in three years
• 80% hiring rate
Failed Assumptions by IDB Project
• Target population’s expected level of English
• Target population’s access to acquisition of loans
• BPO’s and LTO’s partnership: No synergy
• Language Standardization: different perspectives
• Teachers profile: lower than expected
• Delivery of the program by LTO’s: EFL vs. ESP
• Target population can do fulltime training
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• 360 hours of language training
• 4 to 6 months of training (semi-immersion)
• Train 600 students in three years
• 80% hired rate
• LTO’s preparedness (infrastructure & faculty)
•  BPO’s participation in student screening, training, and assessment
The Credit Fund
• Revolving fund
• US$ 1,000
• Covers 100% tuition
• 26 months (8 months of grace) US$55/month
• 8% annual interest
• A collateral a must
• No guarantee of a job
Project’s Numbers
• Launched in 2013 with 170 S’s
• 6 LTO’s participated
• First graduates: 66 (50 employed)
• Total graduated 150 (600 projected)
• 99 graduates hired
• 66% hiring rate (80% projected)
Lessons Learned
• IDB Project opened opportunities
• Innovative program
• Standardization of language outcomes (CEFR)
• Standardization of assessment practices
• Seek more synergy between BPO’s and LTO’s
• A less complicated financial/credit system
• No Collateral
• More teaching hours
• Better trained instructors
• Revision of instructor’s profile
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• Creation of a collegiate advisory board
• To oversee outcomes
• To assess standards
• To ensure accountability
• If graduate meets standards: Job guaranteed!

What do other Countries do to Promote
Outsourcing in Latin America?
By Maria Alejandra Mora, M.A.

Abstract
Developing countries in Latin America are creating opportunities for the Business Process
Outsourcing (BPO) industry so that they may be seen as top destinations for investment.
Their goal is for the industry to help in revamping their economies and to help in contributing
to their G.D.P.   Similarly, many Asian countries associated with the outsourcing business are
resuscitating their business climates, and creating conditions that will continue to support their
image as attractive BPO destinations. Indeed, most developing nations, be they Asian or Latin
American, are creating laws and regulations that support Free Trade Zones in the BPO sector and
thereby contributing to their economies. My presentation aims at reporting what countries in
Latin America are doing to promote the BPO industry and maintain active within this business
area.

Introduction
Business Processing Outsourcing implies the provision of services that include support
options like IT, HR, and Procurement, among others, offered offshore because of advantages of
lower costs and scalability opportunities. Businesses are now redesigning their strategies towards
more revenue-focused functions and roles comprising digital, analytics and industry processes.
The Outsourcing Business sets bases on three major areas Knowledge Processing Outsourcing
(KPO), Business Processing Outsourcing (BPO), and Information Technology Outsourcing (ITO).
Latin America (LATAM) as a developing destination, in just a few years, has positioned itself
reasonably well in the specialized delivery of services. Neo Group refers to Latin America as a
growing market for world-class global services. LATAM as a region shows continuous growth and
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substantial investment by numerous foreign firms.  This investment, in turn, leads to significant
money saving advantages in comparison to other well-established countries. In fact, Latin
America is the third most desirable destination for outsourcing after India and China, according
to Elizabeth Figueroa in her article in Spend Matters Network.
NeoGroup highlights Latin America’s advantage
1. Nearshore destination and common time zone to U.S. Outsource Market
2. It has a great influence on the bilingual capabilities, proximity and cultural affinity to
the U.S.
3. Possess telecommunications, infrastructure, labor cost and tax incentives
4. It offers processing services: voice BPO, non-voice BPO, ITO, KPO in both English and
Spanish.
The Latin American destinations that service BPO are Mexico, Guatemala, Honduras, El
Salvador, Nicaragua, Costa Rica, Panama, Colombia, Peru, Paraguay, Brazil, Chile, Argentina,
Dominican Republic, Chile, and Jamaica. However, the only countries that have set an upward
state within the business are Argentina, Colombia, Costa Rica, Brazil, and Mexico. Nicaragua and
Guatemala have made it to the list of the Top 100 Destinations ranking by Tholons, the leading
specialist in ranking destinations, for the third consecutive year, progressing up to 12 places in
three years.
The most relevant facts that make LATAM attractive according to the Everest Group are:
1. Multinational corporate investment of around $700 million annually in Latin America
alone.
2. This investment represents only 5% of the Global Spend in BPO worldwide.
3. LATAM advantages will contribute sector growth of up to $50 billion in revenues by
2020.
Indeed, “Even though Latin America does not represent a considerable percentage of the global
BPO markets spend, it has a faster compound annual growth rate than the global market, making
it an attractive spot for new companies and new contracts for existent BPO clients” (Figueroa).
According to NeoGroup, in Latin America, countries are turning into pockets of specialized
services and gaining reputations in specific services: Costa Rica, in high-end voice talent; Chile
in analytics; Nicaragua in lower cost voice services; Argentina in digital services and Mexico in
Enterprise Resource Planning.
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Destinations in Central America, North America, and South America
Costa Rica
Costa Rica has the largest BPO destination industry in Central America. It ranks 11th in
Tholons Top 100 for 2015. It is the only country in Central America to be in the first 15 positions
for three years consecutively. The country offers Free Trade Zone 100 % tax exemptions that
make it an attractive incentive to new investors.
Costa Rica’s main qualities are a well-educated labor force with specialized education and
training. As well, it holds the ranking of #43 in the English Proficiency Index from 54 countries
worldwide made by the Education First Agency that has measured the ranking for the fourth
time.  Although, its ranking falls in the low-proficiency scale, it is still the highest one in Central
America.
According to the Costa Rican Investment Promotion Agency (CINDE), Costa Rica provides
higher values in ITO and KPO. They service call and contact centers, digital technologies,
engineering, financial analysis and software development. The Central Bank of Costa Rica (BCCR)
states that the industry alone represents 5.8% in exports of its G.D.P. It provides 600 million in
net exports and 400 million in salaries, and it houses 48,000 agents up to date.
Guatemala
Guatemala is the second leading country in Central America. It ranked #1 for Doing Business
in the region. It holds position 79 in Tholons Top 100 ranking.  In fact, Guatemala represents
35% of Central America’s regional service production. Guatemala’s service is characterized by
specialized professionals in the IT and Software field as well in applications development.
Guatemala services BPO, KPO, and ITO. It houses 35, 000 agents. According to Guatemalan
Export Agency (Agexport), the revenues generated in a five year period (2009-2013) increased
from $225-$650 million. In the year 2014, the industry provided US$397 million in net exports
which represented a15% increase from 2013.
Guatemala’s English Proficiency Index is #51 of 54 which is a very low level of proficiency.  It
ranks 12 in the Latin American region. Guatemala is in the process of setting a 5-year project in
the industry that would generate $2.3 billion in services.

Mexico
Mexico is the 15th largest world economy according to The World Bank. It ranks 40, 41 and
46 from the Tholons Top 100. Its English Proficiency Index is 39, which may be described as low
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proficiency. However, it ranks 6 in the Latin American region.
Mexico hosts over 2000 IT companies in three major cities: Mexico D.F., Monterrey, and
Guadalajara. It Services BPO, KPO and ITO and the industry has 3,000,000 agents. The BPO
industry in Mexico is estimated at US$16.83 billion. Agents’ major qualities are Language Skills
and Strong IT expertise. The industry’s expected growth is 17.35% in a one-year period.

Colombia
Colombia ranked #1 doing Business in Latin America for 2015. In Tholons Top 100 2015,
Colombia made it to ranking 45, 48, 75 and 94. Its English Proficiency Index is 42, low proficiency,
yet it ranks 9 in the region. ProColombia states that up to 2014, the industry represented US$15.8
million in net exports, and it hosted 56, 000 agents.
According to Colombia Trade, it services BPO and ITO, and agents are specialized Professionals
in TIC’s and technological platforms. The government offers fiscal incentives and Free Trade
Zone programs to investors. Also, it provides government support to new businesses and low
costs to open a business in the country.
One key factor for Colombia to become an attractive destination for investors is that the
government is also setting programs for education and skills training in the area of Call centers.
Both programs are free and are placed under a social focus to generate workforce according to the
BPO sector demand. These programs are:
1. Programa Transformacion Productiva (Skills Training)
2. Servicio Nacional Aprendizaje (SENA- Language Training- English Skills)

Brazil
Brazil is the leading Latin America ICT exporter. It is the second-largest emerging market in
the world after China and the third largest market for computers and peripherals in the world.
Brazil possesses a strong IT industry of over US$20 billion with only 11% growth rate according
to Brazil export. Brazil’s BPO sector represents US$6 billion with a growth rate of 8.3%. It has a
labor pool of 1,800,000 agents among ITO and BPO.
According to Tholons Top 100 2015, Brazil made it to rankings 24, 26, 44, 50, 77 and 88. Its
English Proficiency Index is 38 defined as low proficiency, yet it is number 5 in the region.  Brazil
delivers a unique proposition: improved communications, cost efficiency, and in-depth technical
expertise.
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Argentina
Argentina boasts of having 3600 IT firms and 350 BPO companies alone. The industry has
1,500,000 agents. It characterizes in Highly-qualified technicians and professionals in specialized
areas such as IT, Software development, Applied Sciences, and Financial Services.
According to Inversiones Argentina (government agency), the industry represents US$ 6
Billion in exports with a 19% growth rate. The IT Industry expected a Compound Annual Growth
Rate of 10.3% in 5 years.
Argentina stands out for it is the only Latin American country that has High-English
proficiency. Its Index is #15 from 54, and #1 in Latin America. In Tholons Top 100 list for 2015,
Argentina made it to ranking 33 and 71.

Nicaragua
Up to date, Nicaragua services BPO, KPO, and ITO. Neo Group, highpoints the expertise in
data processing, payments, and reconciliations, payroll administration, mobile applications,
hardware, and servers maintenance among others. According to ProNicaragua (Promotion
Agency), the industry has over 6000 agents in the BPO sector with an annual growth rate of 23%.
The BPO industry represents US$84 million in Net exports and pays US$35 million in salaries. It
is the smallest in Central America.
According to ProNicaragua, the country offers fiscal incentives to investors such as Free Trade
Zone –the Foreign Investment Law for BPO.  Nicaragua’s main advantage is the cheap labor cost.
NeoGroup highlights that the minimum wage in Free Trade Zone is the most competitive in Latin
America as of 2014.  It represents 1/3 to 4 times lower than other countries.
Nicaragua’s government has done a great job in creating the conditions for foreign investors to
establish themselves in the country by going upward in the Doing Business report from position
125 to position 119. Similarly, , in the “Starting a Business Report,” Nicaragua moved from Rank
140 to 120 in just one year, being the only Central American country in showing improvements.
Nicaragua made it to Tholons Top 100- 2015 for the third year in a row. This time moved
upward seven slots, now placing in ranking 83. In regards to the English Proficiency Index, it does
not appear on the list.
All these government efforts for foreign investment in the industry come hand in hand with
a higher demand for qualified English speakers that can work for the industry. The only existing
program...“Proyecto de Inserción Laboral de Jóvenes Nicaragüenses mediante la creación de un
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sistema sostenible de formación ATN/ME-12287-NI (sponsored by Comisión Nacional de Zonas
Francas/Banco Interamericano de Desarrollo-Fondo Multilateral de Inversión)”...was canceled
due to a miscellany of factors. However, lessons from the project were learned, and new action
steps need to be taken. Nicaragua’s challenges are clear:
1. To increase and double the current numbers of the industry
2. To reach US $160 million dollars as direct production and US $80 million dollars in
salaries
3. To ensure availability of 3000 fully prepared English speakers that meet the BPO
industry English requirements
What would the action steps be?
1. Train teachers that can become trainers of the future agents
2. Seek funding for the Language Centers that meet the standards for training language
speakers
3. Create an Accreditation Agency that can certify language schools
4. Offer qualified training in language, soft skills, and technology.
To begin, we do not have to go far beyond our next door neighbor, Costa Rica, to see why they
are the leading destination in Central America:
In 2010, Costa Rica began a National Program to train and certify its English Teachers. An
“Education First” study report showed that 95% of English Teachers in Costa Rica are at an
Intermediate level or above; using the Common European Framework of Reference scale teachers
are at a B1+. The Ministry of Education of Costa Rica led the program five years later, in 2015.
Presumably, teachers’ higher English levels will have an effect on the next generation of adults
(Labor Force Market).
Let’s begin similar changes and improvements at home by training more teachers in language
and methodology so we can develop Nicaragua to its fullest potential.
“Education is the most powerful weapon that you can use to change the world.”
								Nelson Mandela
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Closing the Gap between Language Gaps
and Sustainable Solutions
by Chloe Salazar
Globalization is upon us! The potential of creating a more equitable, tolerant and ethically
responsible world requires us to advance our understanding of the English language. More
countries including those that employ English as their second tongue are benefitting from
English language capability in terms of international business, politics, and diplomacy. Even
entertainment necessitates an English language awareness whether in music, film, or both.
In the BPO industry, fluency in the English language is a premium value.  It is a skill measured
and required to build a workforce able to meet the expectations of customers and gain favorable
feedback. Being regularly evaluated using Customer Satisfaction, Net Promoter Score, and
Quality measures, it is important that we just do not speak the language but speak the customer’s
language. Communication in the written and verbal forms requires an awareness of not only how
apt statements are put together, but how meaningful these are in terms of context and culture.
To further close the gap between language needs and attainable solutions, it is useful to take a
quick look at how the BPO started in the Philippines…
Several BPO companies claim to have been the first call center in the Philippines.   The
forerunners were Accenture, Sykes, and eTelecare. In 1992, Frank Holz, under the Accenture
group, created the first contact center in the Philippines.   Three years after, the Philippine
Congress passed the Special Economic Zone Act, lowering area requirements for development and
offering tax incentives to attract more foreign investors. In 2000, the BPO Industry accounted
for 0.075% of the country’s GDP.   By 2005, the country gained 3% of the global BPO market,
which is equivalent to 2.4% of the Philippines GDP.  At the turn of the century, players such as
People Support, Convergys, and ePLDT Ventus (now SPi Global, and the first Filipino-owned
BPO company) were at the forefront of the BPO landscape.
The growth in terms of business and employees continued to grow exponentially, that in 2010,
the Philippines was declared the world’s BPO capital, with 525,000 employees and $8.9 billion
in revenue. By 2012, the industry grew by 46% annually since 2006, and the industry’s revenue
comprised 5.4% of the country’s total GDP.  In 2013, revenue generated was at $15.5B. The BPO
industry is projected to create 1.3M new jobs.
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From the evaluations observed and monitored, the need to further capabilities around clarity,
being easily understood, and overall communication should be obvious as these competencies
drive better customer satisfaction and promoter standing. These communication competencies
endorse the importance of being grammatically correct, able to comprehend customer cues to
provide meaningful conversations.
The Philippines is anticipating continuous growth in the BPO industry. It is expected to improve
by 17% more, and as the demand continues, more efforts and strategies around developing its
workforce become imperative.
Aside from the focus of the academy to help transition our graduates to take these requirements,
there are three key areas that will help drive success.
GOVERNMENT SUPPORT
In 2008, the government agency TESDA or Technical Education and Skills Development
Authority, and BPAP (Business Processing Association of the Philippines, now known as
IBPAP or Information Technology Business Processing Association of the Philippines) signed a
memorandum of agreement (MOA), in line with the directive of then President Gloria MacapagalArroyo to allocate Php350 millTion dollars of TESDA’s 2008 PGMA-TWSP fund to the Offshoring
and Outsourcing (O&O) sector.
Both groups realized the importance of supporting each other to gain impact beneficial not
only to both but to the country, i.e. solution to unemployment rate and solution to increasing
demands for more headcount/business from the BPO clients.
The MOA covered courses or programs for the O&O sector, such as finishing courses for call
center agents and medical transcriptionists, training for professional assistant 2D administrators
and 3D administrators, career entry program for software developers, etc. Scholarship vouchers
were distributed to qualified members and non-members of BPAP with in-house training programs
registered with TESDA, third-party training providers with training programs registered with
TESDA, and NGOs (Non-Government Organizations)/Gas (Government Agencies) which signed
MOA with TESDA.
Employment was the performance metric of this program. The replenishment of scholarship
vouchers based on the employment rate of the graduates, i.e. at least 50% for those trained by
3rd party training providers and at least 80% for those trained in-house was a demonstration
of success.  Payment to companies/association/institutions made by the existing PGMA-TWSP
Guidelines and Cumulative Employment Record of Graduates was one of the documentary
requirements.
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LANGUAGE ADVISORY BOARDS
The presence of companies/institutions/associations specializing in English Business
Communication has been instrumental in bridging the gap between language needs and
sustainable solutions. Just like how the BPO clients’ needs evolved from accent neutralization to
conversational business language, the offerings of these companies have also developed. These
companies works with call centers by investigating the business requirements for assessment,
embedding their rating scales and descriptors and transferring the knowledge to the key company
stakeholders. They provide a systematic approach to measuring language across and within each
part of the call center business.

SPi CLASS
SPi Global’s Training and Development created SPi Class to prepare the company for meeting
the emerging and ever-evolving language needs of its internal and external clients. SPi Class or SPi
Customized Learning for Sustainable Solutions is a group that offers Language training programs
- from Training Needs Analysis, to Design and Delivery, to Implementation and Evaluation – to
departments within SPi and other customer service provider or customer-centric companies in
the Philippines. More Filipino businesses realize that although the typical Filipino customer
converses in the native language during customer service interactions, the customer experience
requirements (like explicit conversation, show of courtesy and sincerity, efficient fulfillment of
tasks, etc.) cannot be put in the backseat; hence they look for third-party providers like SPi Class
to work with them on how to become more customer-centric companies.
Yes, success in the three key areas above is critical, but it all starts from acceptance. Acceptance
is recognizing that people need to evolve as individuals, as members of industries; and as citizens
of the country to close the gap between language needs and sustainable solutions.
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Conference participants, special guests, and some of the presenters.

Mr. Anderson talking to the media about the conference

Mr. Arroliga, the MC, greeting all participants at the conference

Mr. Mathew Anderson delivering his opening remarks

Mr. José Adán Aguerri, addressing the audience on the critical
issue of the BPO industry

Mr. Raúl Amador delivering his remarks

Mr. Ruffo Torres speaking to the media

Presidium table members, from left to right, Mr. Raúl Amador, CEO Invercasa Group;
Mr. José Adán Aguerri, President of Cosep; Mr. Mathew Anderson, President Keiser University Latin American
Campus; and Mr. Ruffo Torres, Director Keiser University International Language Institute
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Elena Gasol delivering her talk on

Ana Marcela Valladares, ProNicaragua

Business Outsourcing and English

Dr. Saundra McGuire giving her talk on Metacognition is the Key

Mr. Allen Ascher giving his talk on Communicative Competence

Dr. Mussetti delivering her talk on A national model

Mr. Alfieri Avilan delivering his talk on Technology

Ms. Chloe Salazar sharing the Philippine experience

Mr. Joel Carter sharing his experience from the BPO sector
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Mr. Arroliga sharing the lessons learned from the IBD project

Panel Discussion sessions

Panel Discussion session

Ms. Chloe Salazar contributions

Audience interacting with speakers

Mr. Franklin Tellez, ANPI president sharing thoughts
with the panel

Mr. Raúl Amador talking to the press

Audience interacting with speakers
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