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Customer Service



Customer Service

Our students = Our customers
Initial contact

Importance

Best Practices

—Albert Einste.




Communicate
Train
Materials

Best Practices




Orientation & Intake



Welcoming Environment

Signs

Greeters

Student Volunteers
Translators
Comfortable




Assessment Orientation

e Communicate the
overall process




Intake tools

Smile

Calm

Discreet

Follow the guidelines
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ADULT & COMMUNITY
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http://www.youtube.com/watch?v=hjYIqvwIPKQ
http://www.youtube.com/watch?v=1Zp3UpRODJA
http://www.youtube.com/watch?v=prF_YsW3OIU

Prepare Students

Time and day?

How longis it?

What to (not) bring?

What kind of questions?
What subjects will be tested?
Where to go?




CASAS Assessment Flyer

WHAT IS CASAS?

= An assessment to
determine what levels of
instruction you need in
Reading and Listening
skills in English.

= Not a pass/fail test

WHAT TYPES OF
QUESTIONS WILL BE
ON THE TEST?

= Multiple choice

= Oral questions, Reading
and Listening questions

HOW CAN | PREPARE?

= Bring photo ID

= Leave all phones,
electronics, watches, and

= A maximum of 2 hours.

éQUE TIPOS DE PREGUNTAS

TENDRA EL EXAMEN?

= Seleccién mdaltiple.

= Preguntas orales, lectura
y preguntas de audiciéon.

éCOMO ME PUEDO

PREPARAR PARA EL EXAMEN?

= Presente una
identificacién con foto.

- Deje su teléfono, reloj,
electrénicos y objetos
personales fuera del, area
de examen.

SCUANTO SE VA A DEMORAR?

- Un maximo de dos horas

-
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pap gen dwa antre avéw yo nan
kote wap pran teés la.

KOMBYEN TAN TES LA AP DIRE?
Tés la dire pou pi plis 2 zédetan




Technology




Technology

“There cannot be a stressful crisis next week.
My schedule is already full.”
—Henry Kissinger



Computer Lab - Before

Safety protocols

Equipment: Updated, Sanitized
Check Sound

eTests: Active sessions
Registered stations

Stations labeled for correct
sessions

Extra stations ready in case there
are any issues during the test
Envelope for students’ belongings
Clear desks




eTests Online Sessions

Site

PBCSD: West Boca Raton CHS % ~

PBCSD: West Boca Raton CHS
PBCSD: West Boca Raton CHS
PBCSD: West Boca Raton CHS
PBCSD: West Boca Raton CHS
PBCSD: West Boca Raton CHS

Lab Name Template Name

SDPBC
SDPBC
SDPBC
SDPBC
SDPBC

Session Name

LAB:5-218 - Intake: Level A
LAB:5-218 - Intake: Locator + Pretest
LAB:5-218 - Practice

LAB:5-218 - Progress: Post-test
LAB:5-218 - Retest: Same day only



Student List or Tickets

Date:

Student Number:

Last Name, FirstName:

Intake: Locator + Pretest

Intake: Level A

Progress: Post-test

Re-Test
Reading Only Listening Only

Both




Technology Barriers

Basic practice using a '

computer mouse ‘ DELRAY

> HOOL

‘ This is @ mouse.

e Be patient
e Free Basic Practice Tools
Online Hold the mouse.
o PBC Library: Mousercise

Click the mouse.

Practice moving and using the mouse. Go to this link and follow the instructions,

http://www.pbclibrary.org/mousing/mousercise.htm



CASAS eTests Sampler

CASAS Portal @ english (US) ~ &) Login

CASAS eTests Sampler

Sample Test Items
Life and Work Reading
Reading GOALS Level A
Reading GOALS Level B
Reading GOALS Level C
Reading GOALS Level D
Math GOALS
Life and Work Listening 980 Level A
Life and Work Listening 980 Level B

Life and Work Listening 980 Level C

https://casasportal.org/eTest
S



Computer Lab - During

Safety protocols

Actively proctor

Don’t hover

Minimize distractions

Raise your hand and whisper




Computer Lab - After

e Communicate the next steps
e Congratulate strengths




Counseling

e Have data chats and set
goals for areas to improve

e Discuss using strengths to
improve weaker skills

e Teach test taking tips and
tricks

e Formative assessment for
practice




Post-Test

70 hours of instruction
Prep
Cheer

Positive vibes




Remote Testing for CASAS Tests

Remote Testing Checklist
Technical Assistance and
Support

Support Videos

Help Documents

FAQs

Home Product Overviews

ate Account About Contact Us

search ( D Login

Training and Support Education Providers Workforce Development Business and Industry Social Media Newsroom

Product Overviews

Get on-target results with CASAS assessments and resources
Our products are time saving, easy to use, and cost effective

Home > Product Overviews > Remote Testing

Remote Testing

Curriculum Management & Instruction
Software

Research and Evaluation

Services

Remote Testing for CASAS tests

CASAS is excited to support agencies as they prepare for the future with distance leaming becoming a regular and essential part of their
programs. In order to better support distance learning opportunities for more learners, remote testing is the wave of the future.

* Remote Testing Updates

* Optional: Proctor Remote Testing Certification, click here.

* CASAS Remote Testing Flyer

Videos

Novi Adult Education, Promising Practice: Testing in Cars, click here.

Latest webinar update on remote testing, click here.

Remote Testing 1:1 Demonstration video, click here

Register Testing Stations for Remote Testing video, click here



Don’t let your stress become theirs!

&




Resources

» https://www.startschoolnow.org/how-to-handle-test-anxiety-as-an-adult-
student/

* https://www.testprepreview.com/test_anxiety.htm

» https://digitalcommons.brockport.edu/cgi/viewcontent.cgi?article=1422&c
ontext=ehd _theses

» https://casasportal.org/eTests

* http://www.pbclibrary.org/mousing/mousercise.htm

* https://www.casas.org/product-overviews/remote-testing



https://www.startschoolnow.org/how-to-handle-test-anxiety-as-an-adult-student/
https://www.testprepreview.com/test_anxiety.htm
https://digitalcommons.brockport.edu/cgi/viewcontent.cgi?article=1422&context=ehd_theses
https://casasportal.org/eTests
http://www.pbclibrary.org/mousing/mousercise.htm

Questions?






