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Land and Linguistic Diversity Acknowledgement

(Yilin ) Today as we are gathering here, we would like to respectfully acknowledge that the land
upon which we live and work is the traditional and unceded land of the Coast Salish peoples—land
which touches the shared waters of all tribes and bands within the Duwamish, Suguamish, Tulalip
and Muckleshoot nations.

We acknowledge that the indigenous language of the Puget Sound region is Lushootseed
(dx“alSucid). We acknowledge and honor the linguistic diversity, abundance and creativity of our
students, staff, faculty, administrators and community members at large. We acknowledge that
honoring and preserving the diverse cultures represented on our campus and in our communities
also means honoring and preserving the diverse linguistic practices of our community members.

Auburn and Seattle - Unceded Duwamish and Muckleshoot Land
Tacoma, Puyallup - Puyallup

To learn more about the land you are on, visit https://native-land.ca/
Real Rent Duwamish: https://www.realrentduwamish.org/

Adapted from BCC _ o _
https://www.bellevuecollege.edu/diversity/diversity-resources/



https://nam04.safelinks.protection.outlook.com/?url=https%3A%2F%2Fnative-land.ca%2F&data=04%7C01%7C%7Cc716c26f4dbf4720f32608d8cc5f65ab%7C02d8ff38d7114e31a9156cb5cff788df%7C0%7C0%7C637484057377713609%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=sNbGX0D6l45jS3%2Bb4hZDzgwD5ZhSnKUK3L5NYZK4qHg%3D&reserved=0
https://nam04.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.realrentduwamish.org%2F&data=04%7C01%7C%7Cc716c26f4dbf4720f32608d8cc5f65ab%7C02d8ff38d7114e31a9156cb5cff788df%7C0%7C0%7C637484057377723602%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=0KuYPTlAhznev0S0nl3dg5jIQUZqnCDKIvELh9HyOpo%3D&reserved=0
https://www.bellevuecollege.edu/diversity/diversity-resources/

Screen Shots from the
Workshop

Meet the facilitators: Tracy Lai,
Tom Green, Paulina Hernandez
Salgado and Yilin Sun, organizer
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Transparency and Course Alignment-

From the granular level to the BIG picture
Thomas Green- South Seattle College

The Purpose Statement in a TiLTed Assignment
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TILT &

Service-Learning

April 27, 2021

Tracy Lai

Seattle Central




 Service-Learning was started over a decade ago
with an AmeriCorps volunteer. The program
became institutionalized with a half-time

Se rvice— director, Patti Gorman.

:  Service-Learning is a pedagogy that integrates
Lea nl ng at experiential learning in community-based non-
Seatt ‘ e profit settings with academic study.

e Students volunteer at least 16 hours during the
quarter at a site/program that connects with

CO‘ ‘ ege their academic course. '

* Faculty may require service-learning for all
students or make it an option (such as instead
of a research essay). /

o

Central




Student benefits

Option to add more hours and earn
service-learning credit

A
é Transcript notation E

Opportunities that may develop out of
successful service-learning: invitation
to continue, sometimes in the form of
an internship or paid position;
mentorship; resume documentation

Increases social skills and civic
awareness

Relates academic learning with real-
world engagement




Service-learning with the Unemployment Law Project:
Challenges to qualify for unemployment benefits



ISDS or Investor-State Dispute Settlements are a way for
corporations to sue governments over any perceived profit losses,
present and future. This is done in an international arbitration court.

HOW ISDS .
WORKS IN ak
COURT

waveven
Both the defendant and claimant choose
their representative and the claimant
(usually a corporation) decides who will be
the judge. Sounds awfully convenient.

$15,000,000,000

The amount of money TransCanada sued
the US for in 2016 under ISDS based on
future profit loss.

P.S. Taxpayers (you) wil foot this bill.

KEYSTONE XL IPELINE
REMAINS IMPORTANT

7N

S5
* NAFTA has been « TransCanada's
revised to put more lawsuit can be
restrictions on ISDS. grandfathered in.
* The Biden * This lawsuit sets
Administration has precedent for any
rescinded oil company to sue

TransCanada's over environmental
permit. restrictions.

ITSTIMETO END
CORPORATE N
CONTROL OF OUR

CLIMATE!

We must put the climate above PROTECT @ur FUTURE
corporations; we cannot stop our fight
against climate change to pay out billions
of dollars to corporations who refuse to
innovate and accept new policies.

P oo e e e - -y
SERVICE LEARNING |
| wrote an article for ing!

Fair Trade Coalition, detailingthe |
concerns over the Keystone XL |

Pipeline and ISDS can be used as
a neoliberal trade tool to benefit ]
wealthy corporations. |
|
I
I
4

; are extremely corrosi

linterviewed Selden Prentice of
350 Seattle to learn more about
the harmful impacts of trade
practices that only serve to
bilsteL pro_fit =
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@ e

INTERNING @ WASHINGTON FAIR TRADE
COALITION

focused on supporting a campaign for a WTO TRIPs waiver to allow
equitable vaccine access to the global south. helped with the following:

V
DATA COLLECTION FOR N <,
,t:s tr“; TRIPS WAIVER CAMPAIGN = 4;21,
Economy researching potential ally organizations & zo
asking them to sign a letter of support /\/,, C=
| VY31 a0

’

Kill It!

STRATEGY MEETINGS WITH CAMPAIGN
PARTNERS

weekly zooms with campaign partners, mostly representing international
. NGOs and think tanks to outline updates & plan of attack

WRITING POLICY BRIEF
FOR THE WFTC BLLOG

wrote summary of Biden's new trade-related

winter— 21
service learn

executive orders & outlined protectionist, pro-
union policy proposal for covid-19 recovery
spending



Paulina Hernandez Salgado
Business/STEM Faculty,
Seattle Central College

TILT
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We are experts in our
disciplines, we are trained
in our own disciplines

How are we train for
teaching?




TILT FRAMEWORK:

Purpose ’i/"i"\/'y WHY?

v =]\

v =1 | How?
Task v —

o -

Criteria \/) WHAT?




“Small Teaching
Changes, Big
Learning
BeneﬂtS” ~“Mary-Ann

Winkelmes




TILT EXAMPLES




Before and After TILT

ASSIGNMENT 1 CHAT:

In groups of 4, 2 people will go back-to-back hnd role play a chat talk. One person will be
the customer and the other a customer service representative, the other 2 people will be the
observers.

The individual playing the customer service presentative needs to portray the steps for proper
communication etiquette (Core customer service components).

The focus of the role play needs to be that the CS representative will be providing instructions to
the customer as they try to resolve a computer issue (Changing wallpaper, turning on/off WiFi,

locating files, etc.)

The students observing the role play will take notes of the conversation and give specific
feedback to their colleagues. The feedback should focus on the Core customers service
components.

When vou finish, the 2 that were observers will do the role play and the role players will observe.

When you finished submit the 2 chats conversations in a word document.



C H AT 2. (Feedback) The students observing the role play will give specific feedback to their
colleagues. The feedback should focus on the use of the Core customers service
components.

- . (Chat conversation) Once the first chat is over and the feedback is given, it will be

SUPPORT .
Team 2 turn, Student 3 will be the customer / end user and Student 4 will be the
1 ACT | V I TY computer user support representative. Meanwhile Student 1 and Student 2 will be

the observers.

N O
Lo N

4. (Feedback) The students observing the role play will give specific feedback to their
colleagues. The feedback should focus on the Core customers service
— components.

Purpose and Outcomes

Derivables: .doc When you finished, submit the 2 chats conversations with the

In this activity students will learn how to: feedback in a word document to Canvas.
« Identify and use the best practices for chatting with end users Criteria
¢ Understand professional writing by studying multiple communication contexis.

Per conversation Complete (5) Incomplete(1)
Previous Knowledge: Please refer to Canvas>Files>Communicationbasics.ppt include:

Greeting and validation n 1
e Diagnosis ] ]
In groups of 4, you will role play a chat talk (in pairs) using the zoom chat, using the Resolution O ]
practices we talked about during class, refer to the slides if you need to.

Closure [ [

o Team 1(Student 1 & Student 2)

¢ Team 2(Student 3 & Student 4)

1. (Chat conversation) Student 1 will be the customer/end user and Student 2 will be
the computer user support representative. Student 3 and Student 4 will be the
observers, taking notes for feedback.

The focus of the role play needs to be that the Computer user support
representative will be providing instructions to the customer / end user as they try
to resolve a computer issue (Changing wallpaper, turning on/off WiFi,
recovering files, scanning viruses etc.)

The individuals playing the computer user support representatives need to portray
the steps for proper communication etiquette based on the core customer service

[



|Assignment 04

customers. Feel free to investigate any information you need to craft a reply.

EMAIL 1: Dear Hostgator, I am an entrepreneur and I have my own business website called
"Travel and living". Right now, I'm hosted with Dreamhost and I want to change it with you guys.L
don't know if that's possible without losing any information. I am wondering how that works? Is it

difficult? Thank you!lorraine S

EMAIL 2: HiI installed Windows 10 months ago, and I'm tired of how slow my computer is. Is
there any way to solve this? Can I uninstall this version and go back to windows 87

Sincerely,Marcus W.

EMAIL 3: Dear Lengvo,l have a problem with my laptop, it restarts itself as it pleases, I can barely
work because the screen goes dark and I have to login all over again. What can I do?BTW. my
laptop is almost new (5 months).Rachel Q.

EMAIL CUSTOMER USER SUPPORT

tr

PURPOSE

In this activity students will learn how to:

+ Identify and use the best practices for writing emails for CUS
¢ Understand professional writing by studying multiple communication contexts.

Previous Knowledge: Please refer to Canvas>Files>Emails.ppt

TASKS
In pairs activity

Read and answer the following 3 different emails some customers sent you, using the
best practices we talked about during class find solutions to their problems. If necessary
do some research about these different topics the customers are bringing up to you.

Derivable: .doc document]

1CRITERIA
Per email
Language and gramma D O
Structure (Introduction,
Apolagize if needed, provide |:| D
solution, thank the customer)
Use of paraphrase and D |:|

critical reading




ASSIGNMENT 2 PHONE CALL:

Instructions: In groups (3), 3 people will role play a customer contact scenario. One person will
be the customer, another a customer service representative who will escalate the issue, the other
will be the second| contact who will give the resolution.

Each member of the team will write down on a Word document the conversations.

Derivables; doc, docx, pdf

ALL members of the team must submit the documentation to Canvas.

Customer — Customer Service Representative 1

15 Points

Where the next step followed?

o Greeting and validation

The conversation shows clearly why the issue needed to be escalated?

Where the 4 steps for escalated and transfer were followed?

1. Ask Permission

2. Provide Contact Information

3. Let Customer Know What to Expect

4. Always Thank the Customer

Customer — Customer Service Representative 1

Customer Service Representative 1 — Customer Service Representative 2

15 points

Does this information asked from customer and pass to the second Customer service
representative?

o Name
« Phone number

« Email address

« Caller’s location or address

« Equipment/Software affected

« Concise description of the issue

Activity: Computer User Support Scenario (Phone call)

PURPOSE

In the world of help desks, communication can easily become confused with incorrect
information or instructions. The result is always poor service to your customers.

Itis critical that each member of your help desk or support center team knows their role,
and how they are supposed to deliver information to the customer, so information and
knowledge do not get lost.

Outcomes:

Students will learn how to:

* Implement best practices of customer communication.
* |dentify the parts of the communication process.
* |dentify other common methods of professional communication.

TASKS

Group activity (3)

The team will create the script of a role play called Computer User Support Scenario (Phone
call), in which the customer’s issue will have to be escalated to a second representative who
will give them the best resolution.

Roles:

Student 1: Customer

Student 3: Computer User Support representative TIER 2

Deliverables: Word document with the script

Notes:

o Make sure the 3 different conversations are clear and well-structured according to the
criteria.
o The script of the role play must include the Core Customer Service Components.



CRITERIA

COMMUNICATION NEEDS GOOD EXCELLENT 15PTS

IMPROVEMENT 10PTS
SPTS

Customer - Were the steps below followed?

« Greeting and validation

PUT THE CUSTOMER ON HOLD__(NI 5- G 10- E15 PTS)

'The conversation shows clearly why the issue needed to be
escalated?

Were the 4 steps below for escalated and transfer followed?

Ask Permission

Provide Contact Information

Let Customer Know What to Expect
Always Thank the Customer

» N =

] Was the customer asked for information below and was it passed to
Customer Service the second Customer service representative?
Representative 2

« Name

«  Phone number

« Email address

« Caller's location or address

= Equipment/Software affected

« Concise description of the issue

Were the steps below followed?

« Greeting and validation

Customer — Customer
Service Representative PUT THE CUSTOMER ON HOLD (NI 5- G 10- E15 PTS)

2 +« Resolution
« Closure




Wheel of names Coin flipper

Online class free resources

For student engagement
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Coin Flipper










