S LTI Designing Test Prep Materials for
& a Language Proficiency Exam for Call Center Agents

Why create informational and preparation materials?

To thoroughly address common client and test taker questions and concerns Overview of the Test . .
» Positive feedback from clients
» Successful vs. unsuccessful responses . . . . .
. . . : : : * Decrease in cheating rates for 2 clients, multiple sites
« Task completion, content knowledge, and role of listening  PowerPoint Presentation for clients . i
. . * Potential short-term impact on pass rates
* |Improper preparation and cheating * Test format
* Expectations and rating
To set test takers up for comfort and success (Anastasi as cited in Liu, 2014) « Tips for success and common mistakes
« Sample items
To bridge the gap between call center industry and language assessment Change in Pass Rates”

 Video for clients and test takers
* Purpose of test

« Test format

* Rating m

- Tips for success
Theory « Sample task )
Reducing test anxiety

« Test anxiety negatively affects test scores (Salehi & Marefat, 2014)
« Task experience has a positive effect on performance (Lim et al., 19906)
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Benefits of assessment models/exemplars

* Provide benchmarks for comparison, add clarity to instructions and rubrics, Listen carefutlly andkcblmplﬁte the task:

valued by students (Grangier, 2018) 3w

Summarize if asked to) §
but leaVe time to answerthe questions. [=]377, [=]

AncR < caller's A< eI : :
LN A i o m Future plans/directions

*Initial materials sent early July

Multimodal input: audio, visual, textual
« May support comprehension & learning (Perez, 2020)

Leveling of language in instructional materials

* |Increase accessibility through simplifying input (Tomlinson, 2003) » Use for sales and initial signing of clients

Sample Response Videos: Common European Framework » Create similar videos to educate clients about our other tests
of Reference (CEFR) levels High B1 and Low B2  Create videos with analyses of additional levels

Brief overview of test and item
Audio of prompt + key ideas

Practicality & Replicability + Sample response | References
 Examples and analysis based on the rubric: content + task,
it | fl int Grainger etal. (2018). Are assessment exemplars perceived to support self-requlated learning in teacher
organization, language use, fiuency, appropriateness education? Front. Educ. 3(60), 1-9. doi: 10.3389/feduc.2018.00060

Creation of the videos (~15 hrs of staff time per video)

Lim, K. H., Benbasat, I., & Todd, P. A. (1996). An experimental investigation of the interactive effects of
interface style, instructions, and task familiarity on user performance. ACM Transactions on
Computer-Human Interaction (TOCHI), 3(1), 1-37.

Project
Planning

TR Scripting for Audiovisual Communication Liu, O. L. (2014). Investigating the relationship between test preparation and TOEFL iBT® performance
o iee the Video Development with Clients A (Research Report No. RR-14-15). Princeton, NJ: Educational Testing Service. doi: 10.1002/ets2.12016
budget)
- Perez, M.M. (2020). Commentary: Multimodal input in SLA research. Studies in Second Language
Content and task completion Acquisition, 42, 653-663. doi: 10.1017/50272263120000145
Lessons learned Summarizes main point Salehi, M., & Marefat, F. (2014). The effects of foreign language anxiety and test anxiety on foreign
Lost printing order language test performance. Theory & Practice in Language Studies, 4(5), 931-940.
* Benchmark samples need to be carefully selected.
A : : e e ey . Basic, appropriate solution . . . .
* Language accessibility metrics need to be considered in initial scripting. Refund Tomlinson, B. (Ed.). (2003). Developing Materials for Language Teaching. A&C Black.
« Some clients are slow to implement test prep into their candidate o davs
screening workflow.
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