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    To every shy applicant who doubted their English but still showed up anyway.To those who failed the first mock call but kept practicing.To the quiet ones with loud dreams — this is for you.May your headset be comfy, your QA score high, and your confidence even higher.Kaya mo 'to, beshie. 💙

      

    



  	
        
            
            "Fluency is a skill. Confidence is a decision."— Rambin
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​📞 Introduction:
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Beshie, Ready Ka Na Bang Sumagot ng Tawag?

Hello beshie! 🙋‍♀️ Kung hawak mo na ‘tong eBook na ‘to, ibig sabihin lang niyan — seryoso ka na talagang makapasok sa call center. At hindi lang basta makapasok ha, gusto mong galingan at ipasa ang mock call part ng interview. I feel you!

Alam mo, isa ito sa pinaka-nerve-wracking na part para sa karamihan ng aplikante. Lalo na kung hindi ka confident sa English mo, or kung first time mo mag-apply. Nakakakaba, beshie! 😰 Pero don’t worry — kaya nga ginawa ko ‘tong eBook na ‘to. Para tulungan kang mag-practice nang mag-practice hanggang sa maging second nature na sa'yo ang pagsagot ng tawag.

​💡 Wait... Ano ba ang Mock Call?


Sa mga di pa familiar, mock call is a simulation call during the job interview. Ipe-play mo ang role ng agent at may kausap kang interviewer (or minsan pre-recorded voice) na magiging “customer.” They’re checking:


●  Kung paano ka mag-handle ng iba't ibang sitwasyon



●  Kung clear ba ang boses mo



●  Kung may structure ang call flow mo (greeting, empathy, resolution, closing)



●  At syempre... kung kaya mong mag-English kahit kinakalabog na dibdib mo!



​🧠 Bakit Kailangan Mo 'To?


Kasi beshie, practice saves careers. Hindi lang confidence ang binibigay ng mock call practice — nagbibigay din to ng edge. Marami na akong kilalang applicants na smart at fluent, pero dahil hindi sanay sa actual call situations, bumagsak.

This guide will help you: ✅ Understand how calls flow

✅ Practice based on real-life scenarios

✅ Respond with confidence kahit kinabahan ka

✅ Learn techniques to handle irate customers, tech issues, billing concerns, and more

✅ Feel na feel mo na: "I got this!" ✨

​💬 Anong Meron Dito?

📘 This eBook includes 50 different mock call scenarios — from inbound, billing, healthcare, tech support, appointment setting, to sales accounts.

Each scenario will give you:


●  Sample call flow




●  Pointers to remember




●  Tips on how to sound professional (kahit hindi ka pa pro!)




●  Mini script na pwede mong i-practice o i-record



​🚀 Beshie, Promise Ko ‘To Sa’yo:

By the time matapos mo ‘tong eBook, mas ready ka na makipagbakbakan sa mock call. Hindi mo na kailangang i-ghost ang job opportunity dahil lang sa kaba. Kaya mo ‘to. As in TOTOO.

Game? Ready na ba mag-practice?

Simulan na natin beshie! 📞💖

Your mock call training starts... now.
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​📞 Part 1: Product Inquiry – Inbound Customer Service Account
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​🎯 Scenario:


A customer calls asking for more information about a phone model they saw on your website. Gusto niyang malaman ang specs, features, at kung may available na color. Hindi siya galit — curious lang!

​🧠 Call Flow Breakdown:



	
Greeting: Start with a friendly and professional tone
 

	
Probing: Ask questions to know what they need
 

	
Information Sharing: Be clear and concise
 

	
Offer Additional Help: Huwag kalimutang mag upsell or suggest alternative
 

	
Closing: Confirm if may na-answer ka at magpa-thank you



​📘 Sample Script:

Agent:

“Thank you for calling Rambin Tech Support! This is Harley, how can I assist you today?”

Customer:

“Hi, I saw this Galaxy Z10 on your site. Can you tell me more about it?”

Agent:

“Sure! The Galaxy Z10 comes with a 6.7-inch display, 256GB storage, and a triple-lens camera. It’s perfect for gaming, taking high-quality photos, and streaming. Currently, we have it in black, violet, and forest green. Do you have a preferred color in mind?”

Customer:

“Do you have it in stock?”

Agent:

“Yes, it’s available right now. Would you like me to assist you in placing the order or checking store pickup options near your area?”

Customer:

“No thanks, I’m still thinking.”

Agent:

“No problem at all! If you need help, you can always call us back or check our website for updates. Thank you for calling, and have a great day!”

​💡 Tips ni Rambin:



●  Sound helpful, not robotic. Dapat feel ng customer na tao ka, hindi template.



●  Huwag manghula sa specs! Kung sa totoong call, may di ka sure — confirm muna internally.



●  Practice tone variation. Dapat excited pero not OA.



●  Smile habang nagsasalita. Kahit di ka kita, rinig sa boses ang energy mo!





​🗣️ Practice Challenge:


🔁 Record yourself using the sample script above.

🎧 Pakinggan mo and ask yourself:


●  Malinaw ba ako magsalita?




●  May energy ba ako?




●  May confidence ba yung boses ko kahit scripted?






Try mo ulitin hanggang feel mo natural na. Next part, mas challenging na! Kaya gooo beshie!
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​📞 Part 2: Complaint Handling – Defective Item (Inbound Customer Service)
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​🎯 Scenario:


May tumawag na galit na customer. Nakareceive siya ng item na may sira — hindi gumagana ang bagong bili niyang wireless earbuds. Gusto niyang malaman kung anong gagawin next. Medyo irate siya, pero hindi pa toxic. 😅

​🧠 Call Flow Breakdown:



	
Greeting with Empathy: Don’t just greet — show concern agad
 

	
Apology + Assurance: Accept the issue and assure assistance
 

	
Probing: Get details — kailan nareceive, anong sira, etc.
 

	
Resolution: Offer next steps clearly (refund, replacement, etc.)
 

	
Wrap-Up: Reassure and thank the customer



​📘 Sample Script:

Agent:

“Thank you for calling Rambin Support, this is Harley speaking. How may I help you today?”

Customer:

“I just received my wireless earbuds today and they’re not working! They won’t charge at all. I’m so frustrated!”

Agent:

“I’m really sorry to hear that, and I understand how frustrating this must be for you. Don’t worry, I’ll make sure we get this sorted out right away.”

Customer:

“I paid good money for this and I expected better quality!”

Agent:

“Absolutely, and you deserve a fully working product. Just to help you better, may I know when you received the item and have you already tried using a different charger?”

Customer:

“Yes, I tried another charger. Still not working.”

Agent:

“Thanks for trying that. Based on what you shared, we can offer you a replacement or a full refund, whichever you prefer. I’ll also send a return label via email so you can ship the item back for free. Would a replacement work for you?”

Customer:

“Yeah, okay. I’ll take a replacement.”

Agent:

“Got it. I’ve processed the replacement now and you’ll receive it in 3–5 business days. Again, I’m really sorry for the trouble, and we appreciate your patience. Anything else I can assist you with today?”

Customer:

“Nope. That’s all.”

Agent:

“Thank you for calling Rambin Support. We appreciate your business and hope you enjoy your new earbuds!”

​💡 Tips ni Rambin:



●  Empathy is 🔑 key! Kahit hindi mo kasalanan, ikaw ang frontliner sa galit nila. Galingan sa pa-consuelo.



●  Never say “calm down.” Lalo lang silang lalala. Gamitin mo “I understand,” “Let me help you,” at “Thank you for your patience.”



●  Always offer a solution. Huwag kang magpapa-hang, beshie.



●  Control the tone. Stay calm kahit siya pa yung mainit.



​🗣️ Practice Challenge:


🎙️ Try recording this call using your own voice.

Then re-record mo gamit ang sarili mong version ng script para mas maging natural.

Ask yourself:


●  Nasabi ko ba agad ang empathy statement?




●  Napa-feel ko ba na tutulungan ko siya?




●  Nai-deliver ko ba yung solution clearly?
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​📦 Part 3: Order Status Follow-Up – Inbound Customer Service
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​🎯 Scenario:


Tumawag si customer kasi gusto lang niyang i-follow up ang order niya. Medyo chill lang ang vibe — not angry, but medyo worried na baka delay na naman. Type ng tawag na dapat mabilis at smooth ang handling!

​🧠 Call Flow Breakdown:



	
Warm Greeting: Keep it light but professional
 

	
Order Verification: Ask for the order number or email
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