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Overcoming Phone Fear:
The BPO Agent's Playbook

Tactical protocols for speaking English with confidence under pressure.
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Knowing Grammar Does Not Equal
Speaking Under Pressure

PAST STATE @ OPTIMIZED STATE
The Reality Check The Solution
Fifteen years ago, GeoEnglish Founder Geovanni The fix wasn't a classroom. It was obsessive daily
Tonguino sat where you are: heart racing, palms practice—failing, repeating, and listening until the
sweating. Despite knowing school grammar, he barely words became automatic. This playbook provides the
understood customers and was asked to repeat exact tools and techniques to accelerate that
himself 3-4 times per call. transformation.
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The Science of Phone Panic

Cognitive Capacity Engine System Response:
The nervous system
detects high stakes
and floods the body
with stress hormones.

Trigger:
The call connects.

Consequence:

Vocabulary and
No body language pronunciation skills

+ No facial expressions become temporarily
+ No second chances Stress Hormones Language Retrieval blocked.

Condition:

You are not bad at English. This panic cycle is a trainable physical response. Our techniques are
designed to interrupt the panic and trigger automatic confidence.
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The 5 Fears Matrix

The Fear The Reality The Antidote

Not understanding accents They don't sound like textbook
(Southern US, NY, Indian-American). = English.

Systematic audio exposure.

Going silent when the customer The mind goes blank under Deploy 5-10 second bridge
stops speaking. pressure. phrases.

Customers hear accents all day; they

Mispronouncing words. only care about understanding you.

Prioritize clarity over perfection.

This is a product knowledge issue, Master your FAQs to boost English

Not knowing the answer. not an English issue. confidence.

Callers want solutions, not grammar  FZeld B TR B T Tl dg 1

Being judged by the customer. tagabwre issue.
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Agent Dashboard Light Edition

The Cognitive Reallocation Strategy

The Struggling Agent The Top-Performing Agent
. ) Listening &
— v"’; HOW to say it

Thinking about
WHAT to say

90% 100% [ iciiriems

0% Bandwidth: Automated Script

When your brain does not have to think about what to say, 100% of your cognitive
capacity goes toward how to say it and genuinely listening to the customer.

GeoEnglish



The Script Anchor Architecture

Your opening script must require zero mental effort to deliver.

3 (éreetmg . Thank you for calling Teleperformance,
o ompany

3 Your Name this is Carlos,

g Offerto Help how may | assist you today?

Target Metric: Say your Anchor out loud 50 times
today. Use GeoVoice™ to record and get feedback.
By repetition 20, your delivery will permanently shift.
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The 30-Second Survival Curve

Peak: Call Connects.

. The Bridge: Deploy Script Anchor.
High Highest panic zone. P t— .

Goal: Survive the threshold.
Perfection is not required.

The Drop: Conversation Mode.

Your brain shifts states and language
flow naturally improves.

Anxiety Level
Open Sans Medium

Low
0:00 0:30 1:00+

Time
Open Sans Medium

Key Insight: Every experienced agent confirms: the first 30 seconds are the hardest. Survive them, and the call is yours.
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Buying Time Under Pressure

The Tactic: After your Script Anchor, your only goal is to bridge
the gap until the 30-second mark.

Absolutely, | can help you with that.
Let me pull up your account.”

Buffer Zone
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Phase 1 Phase 2 Phase 3
Script Anchor Resolution Phase
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The Result

Deploying this exact phrase buys you 20 to 30 critical seconds to organize your
thoughts, breathe, and navigate your system while the customer waits quietly.
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Agent Dashboard Light Edition

The 3-Step Clarification Protocol

Step 1: Professional Repeat
| apologize, could you please repeat that? | want to make sure | have that correctly.

@ If this fails -> proceed to next level
Step 2: Confirm Guess (If still unclear)

So just to confirm, you are calling about [what you think you heard] — is that correct?

@ If this fails -> proceed to next level
Step 3: Ask to Spell (If completely lost)

| want to make sure | give you the best possible assistance. Could you spell that out for me?

Memorize these steps. You will use them on every single shift.



The Clarity Over

Perfection Principle

Core Message

Using clarification protocols
does not make you sound weak
or incompetent. It makes you
sound thorough and highly
professional.

Perfect
Grammar

The Native Speaker
Secret

Every great agent—including
native English speakers—uses
these exact phrases daily.

The agent who solves the issue
In accented English is infinitely
more valuable to the company
than the agent with perfect
pronunciation who cannot fix
the problem.

J

GeoEnglish



The Pre-Shift Mindset Ritual

Do not read these silently. Top performers at Teleperformance, Concentrix,

and Sutherland say these out loud before logging in.

“I am calm, focused, and ready
to do excellent work.”

“I know this product.
| am prepared for this.”

“I can always ask for clarification.
That is professional, not weak.”

“My accent is part of who | am —
It does not define my competence.”

“The customer and | are on the same
team — we both want this resolved.”

“Every call | take is one more step
toward fluency.”
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Your Progressive

Exposure Ladder

Do not skip levels. Gradual exposure is the
foundation of building real confidence.

» START HERE

Level 1:

Record yourself saying
your Script Anchor
alone with GeoVoice™.

\

/

Upcoming
Level 2: E

Practice the

confidence phrases out
loud with GeoVoice™
feedback.

Upcoming
Level 3:
Practice the 3-step
clarification protocol
with GeoVoice™.

Upcoming
Level 4:
Role-play a full call
opening with a friend
or colleague.

Upcoming
Level 5:
Your first real call —
you are already more
prepared than you
think.
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