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Abstract

in designing English language curricula for the Business Process 

discussions on linguistic inequality and the role of pedagogical agency 
in professional communication training. It calls for inclusive and 
sustainable training models that strengthen communicative competence 

and globally intelligible variety.
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Introduction

managers assume a central role in preparing employees to meet global 

from communicative purpose.
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linguistic 
labor

 Pennycook’s notion of language 
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design amid these global linguistic hierarchies.

The study investigates the challenges and strategies involved in 

privilege certain Englishes over others.

4 Routledge

English 
Language and Literature Studies –
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the legitimacy of Philippine English as a professional and globally 
intelligible variety.

they conceptualize and implement English language curricula in response 

and globally connected industries.

Methodology

the challenges and strategies involved in developing English language 



training practices.

BPO Trainer 1-5 and 
managers as BPO Manager 1-5
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tions Trainer 
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tions Trainer Trainer
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care mos
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Communica
tions Trainer

Communica
tions Trainer
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E

Telecom
munica

tion

4 yrs

BPO 
Trainer 4

Communica
tions Trainer

Instructional 
Design Con

sultant

Company 
G

Health
care

4 yrs

BPO 
Trainer 5

Communica
tions Trainer

Commu
nications 

and Culture 
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Company 
H

Health
care



collection.

Data Collection Procedures

comparison.



thematic analysis.

their analytic scope.

decisions and bracket personal assumptions.

particularly in interpreting practices that the researcher has previously 

Psychology.” Qualitative Research in Psychology 3 –
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intentionally bracketed personal perspectives and repeatedly returned to 

directed the emerging analysis. This positionality also meant navigating 

even more important in maintaining analytic integrity and ensuring that 

distortion.

notes documenting analytic decisions and researcher assumptions. 

audit trail supported dependability by making each stage of analysis 
traceable. Triangulation across different participant roles and account 

This study is limited to the perspectives of communication trainers 

in one of the country’s most dynamic and globally integrated industries. 



in designing English language curricula for the Business Process 

service economy.

Excerpt 1

tasks.”
–BPO Manager 1



Trainers therefore position foundational instruction as the linguistic 

Yet the curriculum rarely stopped at foundational competence. 

healthcare clients.

Excerpt 2

–BPO Trainer 4

Excerpt 3

listening and emotional phrasing because empathy matters more than 

communicative demands of the target situation mirrors this practice.

not treated as embellishments but as communicative tools that enable 

meaningful situations. 



they tailor materials to the cultural and emotional dimensions of each 
account.

also reveal the pressures of linguistic hierarchy. Trainers described 

persistent barrier to valuing local identity.

Excerpt 4

possible.”

critique of unequal Englishes
privilege Western norms and marginalize localized forms like Philippine 
English.

natural features of an equally valid English variety.

Technium Social Sciences Journal –

–



constantly intersect. It also demonstrates trainer agency in mediating 

that focusing solely on correctness often inhibited learner participation. 

Excerpt 5

Excerpt 6

functional interaction over prescriptive correctness.  Trainers reported 

and take communicative risks. 

concept of communicative competence
 Trainers 

recognized that encouraging agents to speak freely builds the interactional 

Approaches and Methods in Language Teaching.

Applied Linguistics
– .



Excerpt 7

compliance because even a small error can impact the client’s trust.”
–BPO Trainer 5

realistic scenarios.

Excerpt 8

them as separate instructional goals. 

–



tied to employability.

competence. Their pragmatic approach challenges the assumption that 

English.

process shaped by quantitative metrics and continuous feedback loops. 

Excerpt 9

 Global Englishes and Transcultural Flows
Class and Cosmopolitanism: English and 
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patterns across trainee performance. This cyclical process resembles an 

  The 

engage customers in a manner that is both accurate and personable.

Excerpt 10

communication in call centers depends not only on linguistic accuracy but 

  Trainers in this study clearly recognized this 

.
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communication.

Excerpt 11

highly technical solutions in a conversational tone and master technical 

industry. We must gradually integrate these into training after they’ve 
mastered foundational skills.”

communicative success. These metrics typically quantify communication 

compliance language.

commodity tied to productivity.  Progress becomes something to track 

Routledge



Leveraging Technology in Training

interactive and collaborative sessions. 

Excerpt 12
“We use tools like Kahoot and breakout rooms to keep trainees 

sustain engagement and promote participation in virtual environments. 

Excerpt 13

some trainees.”



integrating digital tools into pedagogy.

human facilitation rather than replacing it.  The trainers in this study 

on.

some trainees. This digital divide complicates assumptions about the 
universal accessibility of online learning. 

Excerpt 14

their effort to ensure that technological integration remains inclusive. 

learning environments.

Digital technologies offer the potential for more personalized and 

both trainee needs and systemic infrastructural challenges. Trainers 

European Journal of Contemporary 
Education and E-Learning –



may help mitigate disparities in engagement and comprehension. 

Trainers further proposed administering digital literacy assessments 

Excerpt 15

Excerpt 16

linguistic labor

demands of global capitalism.20

20 Class and Cosmopolitanism: English and Globalization in South Korea.



curricular revisions often undermine lesson coherence and compromise 

  To 

demands of particular accounts. By structuring modules so they can be 

pedagogical practice.

client biases.

Excerpt 17
“The biggest challenge is time. We sometimes have to skip grammar 

 



these constraints have also encouraged trainers to cultivate collaborative 

pedagogical integrity despite institutional pressure. Trainers regularly 
engaged in peer observation to calibrate delivery styles and improve 

and pedagogically sound. These collaborative practices demonstrate the 

moving industry.

form of labor shaped by economic forces.22

22 Global Englishes and Transcultural Flows Class and 

Cosmopolitanism: English and Globalization in South Korea.



industry structured around metrics and productivity.

hub in the global service economy.

Conclusion

They navigate these pressures by aligning foundational instruction 



divides that shape learner engagement. These combined practices 

pedagogy meets global communication demands through blended 

like” English privileges Western norms and continues to undervalue 
localized varieties such as Philippine English. Trainers recognize 

unequal Englishes opens space for more inclusive understandings of 
linguistic legitimacy and for communicative practices that do not rely on 
erasing local identity.

training models do not have to compromise depth or coherence.

models that account for the realities of linguistic labor in a globalized 



professional variety can support more equitable language practices. In 
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